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This study began with an interest in corporate libraries and a genuine curiosity in the 

information preferences and resources valued by executive leaders at JET Aircraft Co. Executive 

information preferences and the downward trend in special libraries initiated the investigation of 

information seeking among executive leaders and yielded the inquiry: What resources do JET 

Aircraft Co. executives value when they need information? Employing an ethnographic approach, 

this study investigated what JET Aircraft Co. executives know about information resources, what 

they believe about information resources, and how they act when they require information. While 

JET Aircraft Co. maintained a special corporate library called the Company Research Library 

(CRL), the purpose of this study was to determine what resources were of value to executives at 

JET Aircraft Co., understanding that the CRL may or may not be a resource executives’ value. As 

a byproduct, this study also sought to establish executive information preferences and perceptions 

of the CRL. Information seeking at the executive level, studied through an ethnographic lens, 

provided insight into how executives at JET Aircraft Co. work and what they prefer, and it 

established a baseline for the Company Research Library’s position among the resources valued 

by executives. 
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CHAPTER 1 

INTRODUCTION 

Human existence on earth has persevered through learning, adapting, and exploiting natural 

resources (Rosman and Rubel, 1998). Yet during that time – millions of years – the human 

experience as hunters and gatherers was devoid of books, videos or the World Wide Web 

(O’Connor, Copeland and Kearns, 2003). The information environment in which we live and 

navigate today is layered and complex (O’Connor, Copeland and Kearns, 2003; Wilson, 1977). 

For example, every person in the world “…has a more or less well-developed private view of the 

world, of what is in it and how it works” (Wilson, 1977, p. 5). 

Problem solving in a world where shared, published knowledge may not actually be public 

– because it is lost, forgotten, kept secret, never written, or too implicit to be verbally expressed – 

creates quite a challenge (Wilson, 1977, p. 3). The concentrated power of information is expanded 

by the sphere of business, but the stratum of business that combines information intensity with 

depth and the need for security is the collaborative chaos found in the aerospace and defense field 

(Rosen, 2009). 

In the defense industry, problem solving was a daily task and grappling with public 

knowledge that was not really public was common (Wilson, 1977). In 2006, I entered the world of 

the defense by means of a summer internship in a defense firm company library. Thrilled by the 

experience of working in defense and also knowing the library would not have permanent 

openings; I began applying for full time positions in other departments. Before the summer was 

over, I was hired full time in the finance department. At the time, I was unaware that the role would 

offer such a great deal of visibility among the company’s executive leaders. However, preparation 
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and opportunity provided me with numerous mentors and guides who helped me to quickly 

acclimate to my position and responsibilities. 

Fast forward to 2011, and I was working on an established and sensitive project that 

involved an entire team of problem solvers, including Julianne, a program vice president. Steadfast 

in her information preferences, the idea of going online to find information was foreign to Julianne. 

During a conversation prior to a meeting, I asked her, “When you need information here at work, 

do you use the internet?” Julianne simply replied, “No.” I did not have to press for an explanation 

however; Julianne followed up by explaining that she never thinks to use the web to find 

information because her first instinct is to pick up the phone. As a self-described people person, 

Julianne said her preference was to call an expert to get information when she needed it. 

This study began with an interest in special libraries, libraries that function within an 

organization such as a business (Dana, 1991), which was augmented by a genuine curiosity in the 

information preferences and resources utilized by executive leaders such as Julianne. Executive 

information preferences and the noticeable decline in special libraries shown in Figure 1 

(American Library Directory, 2013-2014) initiated my investigation of information seeking among 

executives, generating the inquiry: what resources do executives value when they need 

information? Understanding that the special library may or may not be a resource executives value, 

the purpose of this study was to determine what resources executives do value by investigating 

their information seeking knowledge, attitudes, and behaviors when they require business 

information. 
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Figure 1. Decline of special libraries 2009 to present 

 
Business and industry are subject to frequent changes from internal and external 

environmental pressures that impact the bottom line and shape organizational identity, structure, 

and operating practices (Edgar, 2004; Grover, Greer, Agada, 2010; Nonaka, 1991). Taking a closer 

look at special library decline, the downward trend may simply be a consequence or side effect of 

business changes (Matarazzo and Pearlstein, 2010). 

Historically, special libraries tend to have a high closure rate during economic downturns 

(Matarazzo, 1981). Consequently, the economic recession that began around the end of 2007 is 

likely a contributing factor in the downward trend of special libraries (Hurd and Rohwedder, 2010; 

Taylor, Morin, Parker, Cohn and Wang, 2009). Another element likely contributing to the decline 

of special libraries is the phenomenon referred to as “disruption,” which correlates the impact of 

technology to changes in information gathering and information exchange (McKendrick, 2013). 

While libraries started managing disruption over 40 years ago, the swift growth and expanse of the 

internet caused libraries to experience “…an existential crisis as patrons turn[ed] to online and 

digital resources on the open web…” (McKendrick, 2013, p. 3). Adding to the existential struggle 
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is the need for special libraries to define and quantify the value they yield for the businesses they 

serve (Matarazzo and Perlstein, 2011; McKendrick, 2013). 

Over the years, numerous studies have examined special library value using both 

qualitative and quantitative approaches. In general, the studies conducted have proven special 

libraries add value to their parent organizations, but the amount of value is subjective and open to 

interpretation (Hall, 2012; Matarazzo, 1981; Matarazzo et al., 1987; Matarazzo and Prusak, 1990, 

1995; Griffiths and King, 1993; Portugal, 2000). Despite studies that indicate corporate libraries 

add value to the businesses they support, Hall (2012) states that corporate libraries continue to 

close because they “…are still unable to measure and communicate their value to top 

management…” (Hall, 2012, p. 3) (see Table 1 and Appendix A). 

 
Table 1  

Sample of Recent Special Library Closures 

Library Company Closed 

Bell Library Bell Helicopter 2013 

PATH Library PATH 2011 

Business Week Bloomberg 2009 

Wall Street Journal Library Wall Street Journal 2009 

VA Medical Center Library Veteran Affairs 2005 

USAA Research Library USAA 2003 

Center for Banking Information American Bankers Association (ABA) 1911-
2001 

Time Life Books Library AOL/Time Warner merger 2000 
 

Special libraries face two significant challenges that are related yet independent of one 

another: proving value to their parent organization, in particular executive stakeholders, and 

overcoming the traditional library model that underscores information access and management 
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(Jin, 2011). While these challenges are certainly connected, this study considered special library 

value by focusing on executive leadership and the resources they value when they need information 

(Jin, 2011; Wilson, 1977). 

 

Significance of the Study 

In 1993, Marshall stated, “In the current economic climate, libraries and information 

services of all types are under increasing pressure to demonstrate their effectiveness” (Marshall, 

1993, p. v). The evolution of the web, increased accessibility, and new, innovative uses of 

technology have cultivated independent and savvy internet users (Anderson, 2007; Margulies, 

2006; Miller, 2006), progressively cutting libraries out of the research process and also adding to 

the pressure special libraries have to demonstrate their value (Jin, 2011; Hill, 1993; Housewright, 

2009; Prusak, 1994) (see Figure 1, Table 1, and Appendix A). 

Library value has been highly studied, and yet proving library value is still a challenge for 

most special libraries (Matarazzo and Pearlstein, 2010; Pearlstein, 2009). In general, much of the 

research on library value revealed two key underlying approaches that hinge on library use (Brick, 

1999). The first approach relied on the assumption that naturally, study participants used the 

library. The second approach relied on the assumption that study participants used the library 

rarely, if at all. However, in either approach, library value studies generally directed participants 

to use the library or a past library experience to provide an assessment of the library’s collection, 

services, or the impact of library use on a specific business variable (Chung, 2007; Edgar, 2004; 

Marshall, 1993; Strouse, 2003). 

This study took a different approach. Using an ethnographic lens, I considered special 

library value by probing executive information seeking without directing or requesting executives 
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to use or have experience using any specific resource in order to participate. Additionally, I did 

not ask questions that required participants to recall an experience with a resource in order to assess 

variables related to personnel or service. The purpose of this study was not to establish or prove 

special library value; the purpose of this study was to determine the preferences and resources 

business executives value when they need information. 

While the company where this study was conducted possesses a special library, this study 

did not focus on the company’s library, its services or staff beyond an inquiry of general knowledge 

or awareness. Instead, this study investigated the current state of information seeking knowledge, 

attitudes, and behaviors among executive leaders to better assess what executives know, what they 

believe and how they act when they require information. The data collected was used to baseline 

the special library’s position among the resources executives’ identified as valued resources 

(Ricou-Bellan, 2009; Matarazzo, Drake, Manning, Talcott, and Tchobanoff, 1987). For the 

purposes of this study, the terms special library, company library, corporate library and business 

library may be used interchangeably; however, in the context of this study, I am are referring to a 

special library within a business organization (Marshall, 1993; Matarazzo and Prusak, 1990, 1995).  

The nature and concept of “value” is fairly vague in regards to special library contributions 

to their parent organizations (Chung, 2007; Edgar, 2004; Matarazzo and Prusak, 1990, 1995). 

From an economic standpoint, value is influenced by demand and optimized by quality and cost 

(McNulty, 1973). However, this study did not seek to establish quantifiable measures for an 

exacting value generated by information resources. Value as is relates to this study stems from a 

business’s cultural rules and practices, which influence those abstract concepts of what is 

important or beneficial from what is not (Baba 1986, 2006; Rosman and Rubel, 1998; Jordan and 
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Lambert, 2009). For the purposes of this study, value is defined as those resources executives have 

a high opinion of and deem important or beneficial when they need information. 

Despite the unresolved nature of library value, the results of this study will provide 

executive-level insights relative to information seeking that special libraries may find useful for 

building relationships with executives, increasing library visibility, or for developing a strategic 

marketing plan that connects library services to the strategic goals of the business and its leaders 

(Edgar, 2004; Matarazzo and Perlstein, 2011; Sveiby, 1998). This study may also be a useful guide 

for special libraries seeking to conduct their own executive knowledge, attitude, behavior study. 

In addition, this study may also prove useful to company executives by providing them 

with an opportunity to reflect upon and better understand their own information seeking 

experiences, surfacing an awareness of the processes, tools, and resources they use to find 

information (Dervin, 1992). The results of this study contribute to the literature on information 

seeking, particularly within business organizations by outlining the information knowledge, 

information attitudes and information behaviors of executive level business leaders, and at the 

same time, it contributes to the literature on library value by offering corporate libraries insights 

on key stakeholders and decision-makers – company executives (Hall, 2012). 

 

Research Questions 

This study was designed to explore executives’ level of knowledge, attitudes held, and 

actions (behavior) they are aware of taking when they need business information. The research 

focused on the following key components: knowledge, attitudes, and behaviors. 

  

7 



 

Knowledge 
 

1. What do executives think they know and understand about information resources, 

including types, access and availability, evaluation, costs and misconceptions? 

2. What do executives think they need to know and understand about finding 

information, including the process, resources, tools, and misconceptions? 

Attitudes 

1. What are executives’ attitudes regarding information resources, including physical 

libraries, information professionals, print information, and electronic information? 

Which information sources are most trusted? 

2. How do executive attitudes differ between generations? How do attitudes differ 

between experienced executives and emerging executives? 

Behaviors 

1. How do executives think they find the information they need, including the 

processes and tools they are aware of using? Why? 

 

Introduction to the Research Setting 

The research for this study was conducted at JET Aircraft Co., an aeronautics company 

headquartered in the southwestern region of the United States. JET Aircraft Co. is one business 

sector of AERO-SEC Global (see Figure 2), a worldwide security and aerospace corporation, 

principally engaged in the research, development, manufacture, and sustainment of advanced 

technology products. AERO-SEC Global is headquartered in the northeastern region of the United 

States and is organized into five business sectors. In addition to the aeronautics business sector, 

the corporation is comprised of the following divisions: information systems, defense systems, 
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mission systems, and space systems. The AERO-SEC Global enterprise has approximately 

115,000 employees and over 500 facilities operating in 50 states, 70 nations, and nearly 1,000 

global partnerships. 

 

 

Figure 2. AERO-SEC Global enterprise structure 

 
The JET Aircraft Co. business sector has nine locations and approximately 24,000 

employees (see Figure 3). JET Aircraft Co. headquarters is situated on over 700 acres, including 

over 8 million square feet of facility space and operates with roughly 13,000 employees. This study 

was conducted at JET Aircraft’s headquarter facility. 

 

 

Figure 3. JET Aircraft Co. structure 
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JET Aircraft Co. is a highly complex company due to the nature of the business and its 

hierarchical structure; however, it is fundamentally woven together by the culture created by 

individuals, groups and agencies within the company (Grover, Greer, Agada, 2010). As such, I 

used the community analysis model, which is formed by four variables or perspectives: 

individuals, groups, agencies, and lifestyles (Grover, Greer, Agada, 2010) to organize the data I 

collect through observations. At the individual level, I considered the company’s demographics. 

At the group level, I identified formal and informal employee groups within JET Aircraft Co. 

Agencies or service-oriented groups within the company were also be identified, and lastly, the 

company’s lifestyle, its culture, was considered (Grover, Greer, Agada, 2010). 

Due to the proprietary nature of the business and the sensitivity surrounding the defense 

industry in general, anonymity for both the company and individual participants in this study is of 

importance. All business names and individual participant names referenced in this study are 

pseudonyms to protect anonymity. The following terms: company, plant, firm, defense firm, 

business unit, and facility were used interchangeably; in reference to the JET Aircraft Co. 

headquarter facility where this study was conducted (see Figure 3). The terms corporate and 

enterprise were also used interchangeably, in reference to the entirety of AERO-SEC Global (see 

Figure 2), which includes all business sectors. 

This research used an ethnographic perspective to observe, listen, and actively participate 

in the data gathering that informed this study. Use of the first person narrative throughout this 

study is a reflection of my personal experiences and connection to the work. No video cameras or 

recording devices of any kind were used in this study. All business names and individual 

participant names referenced in this study are pseudonyms to protect anonymity.  
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Scope, Limitations, and Delimitations 

The scope of this study was limited to the executive level (director and above) leaders who 

were located at the JET Aircraft Co. headquarter facility (see Figure 3). Nearly 9% of the defense 

firm’s employees were in leadership positions, with approximately 1.3% in executive level 

leadership roles. 

Overall, the starting population size was small, and due to the high-ranking status of study 

participants, their time was limited and highly regulated. While I worked to develop a solid rapport 

with JET Aircraft Co. executive leaders, 3 executives never responded to the invitation to 

participate or 2 executives were unable to allocate time to participate, which further contributed to 

the small sample size of this study. However, it was understood that the sample size of the study 

would be small regardless due to the modest size of the specific population that was targeted for 

this study.  
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Figure 4. JET Aircraft Co. leadership structure 
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Rubel, 1998). Given these benefits, I also recognized that my high level of participant observation 

was a possible limitation due to the potential risk for diminished objectivity. 

As a participant observer, my role as an observer was somewhere between complete, active 

participant and participant as observer. I was a fully integrated member of the JET Aircraft Co. 

with an established network of trusted relationships, and I did not conceal my research effort from 

colleagues. The benefit of my position as a participant observer on the inside was the in-depth data 

I was able to collect without colleagues feeling deceived, exploited, or uncertain regarding the 

focus and intent of my research. Yet, as an active participant on the inside, there was certainly the 

possibility of response bias from coworkers who knew me (LeCompte and Schensul, 1999; 

Rosman and Rubel, 1998). 

While response bias and diminished objectivity were both known risks, I managed them 

first through awareness, focusing on the details of what I observed and reflecting to distinguish 

facts from my own personal opinion; all responses were reported, regardless of their nature or 

desirableness. Additionally, I relied on publically and employee accessible documentation about 

the company, as well as personal communications with colleagues, executives and other on-site 

personnel as a method for triangulating data points. One-on-one interviews were conducted with 

executive leaders to collect descriptive data further diminishing bias (Iacono, Brown, Holtham, 

2009; Jordan and Lambert, 2009; LeCompte and Schensul, 1999). 

Another potential limitation was the use of the knowledge-attitude-behavior (KAB) 

methodology. Most KAB or knowledge-attitude-practice (KAP) research focuses on human health 

issues or risks, education, program improvements, or family planning, and variations in questions, 

format and subjects reveal a lack of standardized methods for implementing KAB research 

(Hausmann-Muela, Muela, and Nyamongo, 2003; Vandamme, 2009; Witze, Bucher, Collins, 
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Essex, Prata, Thomas, Waterhouse, and Wintersgill, 2008; Wood and Tsu, 2008). While this was 

a known risk, knowledge-attitude-behavior survey questions and format are flexible in order to 

adjust to the targeted stakeholder groups. The adaptability of this method provided an approach to 

pulse stakeholder awareness, interest, and willingness to change or do something differently 

(Woods, 2003). The collected information can then be used as a baseline to measure progress, to 

provide guidance on communication preferences and messaging, as well as the type of information 

that is required (Woods, 2003). Collecting and documenting this type of data was of particular 

importance for this study. 

Lastly, this study focused on information management as opposed to knowledge 

management. Both information management and knowledge management converge at the 

intersection of people, processes, and tools, yet their focus slightly differs. Knowledge 

management is concerned with people and organizational learning, capturing and sharing 

knowledge (Terra and Angeloni, 2003). Alternatively, information management is the 

organization and control of information, which emphasizes processes and dissemination (Nonaka, 

1991; Terra and Angeloni, 2003). Given the regulatory and hierarchical structure of JET Aircraft 

Co., as well as this study’s focus on information seeking among executives and the position of 

“special” corporate libraries, it was more appropriate to hone in on information management 

growth and development. 

 

Summary 

Information is to a business what fuel is to an aircraft, and like fuel, information must be 

properly managed as an asset, mitigating cost and risk in order to support strategic company goals 

and objectives (Ladley, 2010; Joshi, 2009). Investigating executive information seeking was 
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essential to identifying the resources executives’ value when they have an information need 

(Matarazzo, 1981). 

I expected the majority of executives within the defense firm to have little, if any 

knowledge of the company’s library or its services. In addition, I expected executives to see some 

degree of value in the company library, but also question how frequently the library is used and if 

it is needed (Jin, 2011; Matarazzo, 1981). I also expected to find that most executives do not 

perform their own research, but instead, rely upon other people to locate the information they 

require to make informed decisions (Joshi, 2009; Ricou-Bellan, 2009). I made several assumptions 

regarding JET Aircraft Co. executives’ information seeking knowledge, attitudes, and behavior at 

the outset of this study, however, executive leaders are information consumers, as well as key 

stakeholders in making decisions to close, cut, or restructure all or part of a business. Therefore, 

executive leaders’ information seeking knowledge, attitudes, and behaviors are critical 

components in the examination of corporate library value as well. (see Table 1 and Appendix A). 

In the next chapter, a discussion of the literature begins with an examination of the value 

challenge that special libraries face. Upon considering the value special libraries provide to their 

parent organization, the literature review shifts to examine the phases and actions that led to the 

establishment of special libraries, beginning with the evolution of organizations. Major 

components of this literature review include the evolution of business in America, information 

seeking in business, and special library value. 
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CHAPTER 2 

THE LITERATURE REVIEW 

During times of prosperity and recession, corporate libraries have flourished and vanished 

(Matarazzo, 1981). Economic impact is unquestionably a contributing factor to corporate library 

demise; however, a more significant component seems to point to the corporate library’s perceived 

value (Matarazzo, Drake, Manning, Talcott, and Tchobanoff, 1987). The need for corporate 

libraries to demonstrate value to stakeholders and the organizations they serve is iterative, driving 

corporate libraries to “…spend a significant amount of time in justifying their existence and 

managing stakeholders” (Jin, 2011, p. 9), but the alternative to not demonstrating value is a likely 

demise (Matarazzo, 1981; Matarazzo and Prusak, 1990, 1995). Current economic hardships in the 

United States are forcing libraries to do more with less, and critics predict that libraries are a dying 

breed (Dehoff, Mayor, Starr, and Martin, 2009; Lux, 2002; Marshall, 1993; Strouse, 2003) (see 

Appendix A). 

While the demise of libraries is debatable, technological advances have progressively 

shifted the traditional role of libraries into uncertain territory (Lux, 2002; Miller, 2006). For over 

25 years, special libraries have struggled with the demand to prove their value to the organizations 

they support (Matarazzo et. al., 1987). Some corporate libraries have been more successful than 

others in establishing and sustaining their perceived value, but a continual pitfall seems to be a 

deficiency in the linkage between the library and the business’s goals (Edgar, 2004; Matarazzo 

and Prusak, 1990, 1995). 

In 1990, Matarazzo and Prusak interviewed 164 company library managers, and by 1995, 

15%  of the companies had closed their libraries. Over the years, the decline in corporate libraries 

has continued. In the last five years alone, over 1000 special libraries have closed; possibly due to 
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their inability to prove or demonstrate value to organizational stakeholders (American Library 

Directory, 2013-2014; Matarazzo and Pearlstein, 2010).  “Almost daily we hear of libraries 

closing, of special libraries either being cut back or reduced…” (Pearlstein, 2009, para. 6). 

Corporate libraries, like any other department within a business, must prove their value to 

their parent organization or face the consequences of not doing so – budget cuts, reductions, or 

perhaps closure (Matarazzo, 1981; Woods, 1963). Information is a business asset; it facilitates 

planning, decisions and developing a competitive advantage – a benefit that an organization 

identifies or shapes and then leverages over its competitors (Joshi, 2009; Matarazzo and Prusak, 

1995; Marshall, 1993). Yet, given the economic factors, technological advances, and the continual 

struggle to prove value, where and how do corporate libraries fit into the information lifecycle and 

processes of business? More specifically, where do corporate libraries fit in the information 

seeking process of business executives? Positioning this study within the literature involves an 

examination of the evolution of business and industry, information seeking in business, and library 

value. 

 

Special Library Value 

The value of corporate libraries is tangible and intangible; it is also often regarded as the 

measure of success in defining group contributions to overarching business objectives (Matarazzo 

and Prusak, 1990). What is the value add of corporate libraries to business? A seemingly simple 

question, yet so complex that answers are best expressed through lessons learned and guidance, 

and the tangible value a corporate library provides is still vague (Chung, 2007; Edgar, 2004; 

Matarazzo and Prusak, 1990, 1995). 
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Almost three decades ago, one of the first formalized studies investigating library value 

was conducted by the Special Library Association (SLA). Then president, Frank Spaulding, 

appointed a presidential task force, chaired by James Matarazzo, to examine the problem of special 

library value (Matarazzo, Drake, Manning, Talcott, and Tchobanoff, 1987). The task force (1987) 

identified three methods for investigating library value: time savings, financial savings and/or 

profits, and qualitative, anecdotal evidence of library value. Upon outlining the methodologies to 

examine library value, the task force divided the investigation, using discrete approaches to 

investigate library value (Matarazzo, 1981; Matarazzo et al., 1987). 

For instance, Drake (1987) conducted a cost-benefit analysis of Georgia Tech’s online 

library system and found that it provided approximately $1.2 million in faculty time savings. 

Manning (1987) studied the Texas Instruments’ library and determined the company achieved a 

return on investment (ROI) of 515%. Matarazzo (1987) gathered information directly from 

business executives to establish their perspective on library value, and Tchobanoff (1987) 

measured the financial impact of information professionals by connecting research to specific 

projects and outcomes: in one case, Tchobanoff (1987) discovered research conducted by an 

information professional provided evidence that saved one company from a $7 million lawsuit. 

Lastly, Talcott (1987) evaluated the information services provided by a high tech company to 

ascertain the behavior and qualities of successful information professionals. Talcott revealed 

successful information professionals blend into the corporate team by anticipating needs and 

presenting information that is instantly useful (Matarazzo et al., 1987). The task force 

investigations delivered substantial, pointed data that ostensibly substantiated the value libraries 

and information professionals add to business, and simultaneously set the stage for further research 

(Matarazzo et al., 1987). 
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Numerous studies have examined corporate library value since the task force investigations 

(Matarazzo et al., 1987). Value has been studied from innumerable angles, including input and 

output measures, decision making, management perceptions, return on investment, and even 

library collection strategy. Decades of research on library value has established that libraries 

provide value to the companies they support and yet questions surrounding value linger. Library 

value continues to be an area of vulnerability for both information professionals and special 

libraries (Chung, 2007; Edgar, 2004; Marshall, 1993; Strouse, 2003). 

A business cannot acquire information without a incurring a cost (Wilson, 1977), and 

information is irrefutably valued within business, yet company libraries are not (Matarazzo, 1981; 

Joshi, 2009). So, how do corporate libraries fold into the structure supporting business goals, 

strategies, and more importantly, business decisions (Joshi, 2009)? In 1993, Marshall conducted a 

qualitative study that focused on corporate decision making. Participants were required to use the 

library or a past library inquiry to assess the impact of the information received on the decision 

they made. Marshall’s (1993) study found that executives perceived library value when they used 

the library and that the information supplied facilitated decision making, but Marshall’s (1993) 

study did not provide detail on the actual decisions that were improved, the opportunities that were 

developed, or the client relationships that were enhanced as a result of the information provided 

by the libraries (Edgar, 2004). 

Matarazzo (1981) took a different approach in examining business decisions. Matarazzo 

(1981) focused on the process that prompted elimination of the library and/or the librarian’s 

position. Matarazzo (1981) found company executives correlated the importance of the library to 

the volume of sales, product development and research activities within the company. 

Consequently, when sales and product development decreased, the importance of the library did 
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as well. Matarazzo’s (1981) findings also indicated that senior level executives responsible for 

library closures were unlikely users of the library and “…had little direct knowledge of the value 

or use of library services and collections” (p. 132).  

Further supporting the disconnect between company libraries and management, Matarazzo 

and Prusak (1990) conducted a study that targeted managers to whom the head librarian reported 

and found that almost all of the managers interviewed lacked library experience and education. 

Moreover, nearly two thirds of managers did not know how to respond when asked about the 

library services that contributed the most value to the company, indicating a common knowledge 

deficiency among individuals responsible for evaluating the library and its staff, as well as 

justifying the budget and the role or need for the library itself (Matarazzo and Prusak, 1990). 

Research also suggested that measures used to evaluate company library performance 

differed from measures used to establish a company library (Matarazzo and Prusak, 1990). “For 

example, although no respondents cited cost control or employee productivity as reasons for 

establishment, libraries are often asked to justify themselves using just such categories” 

(Matarazzo and Prusak, 1990, p. 103). This alone signifies a need for corporate libraries to link 

library operations with specific business accomplishments (Edgar, 2004). Matarazzo and Prusak 

(1990, 1995) exposed a number of important factors that contributed to the perception, value, and 

role of corporate libraries, but tying library goals to business objectives appears to be a continual 

pitfall for corporate libraries (Marshall, 1993; Matarazzo, 1981; Matarazzo and Prusak, 1990, 

1995). 

Edgar (2004) considers the shortcomings of tying library goals to business objectives by 

exploring organizational dynamics. Edgar’s (2004) approach to understanding a corporate 

library’s contributions and effectiveness is by differentiating organizational layers:  some 
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phenomena occur within the library, while others occur inside of the company but outside of the 

library, and further phenomena occur outside of the company itself. To establish a link between 

the library’s contributions and the success of the company, the library’s effectiveness in 

contributing to the company must first be established. The library’s contributions of value are 

twofold – the first is immediate intellectual value and the second is intellectual value gained 

through use or discussion of the found material (Edgar, 2004). 

Immediate intellectual value might be obtained if a library user is informed of a study that 

is relevant to a current problem. After gaining this immediate knowledge, he might contact 

colleagues to discuss the information, leading to a work around or a solution to the problem at 

hand. The latter contribution – value-in-use – can occur immediately or long after intellectual value 

is gained (Edgar, 2004; Menou, 1995). Fundamentally, Edgar argues that the relationship between 

the collection of a corporate library and the core competencies of the company directly impact the 

library’s value contributions and value-in-use by groups within the company (Edgar, 2004). In 

other words, a ripple effect starts with the development of the library’s collection and expands 

outward, impacting the organization in terms of proficiencies and processes. Over time, this 

impacts customer value, and the organization’s status among companies in the industry. Edgar 

(2004) argues that corporate libraries should focus on four fundamental areas to establish the 

groundwork for discerning the libraries’ contributions to the parent organization: 

• Controllable interactions within the library 

• Intellectual and operational effect of the library on the whole organization 

• Recognizing the company value provided to customers 

• Formally identifying the organization’s industry competition 
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Edgar’s (2004) approach is useful in that it provides a framework for library evaluation by 

identifying the environmental levels that impact the corporate library and vice versa while also 

establishing a connection between the corporate library’s collection and the overall goals and 

strategy of the company (see Figure 5 

Figure 5. Context of the corporate library). However, the practicality of applying such an 

approach is quite involved, particularly for corporate librarians who must actively demonstrate 

value in a way that effectively speaks to leadership (Keyes, 1995). The applicability of this method 

for library managers and librarians is likely unclear due to the non-specific nature of value and the 

multifaceted environment of corporate organizations (Keyes, 1995).  

 

Figure 5. Context of the corporate library, Edgar, W. (2004a). Reprinted with permission. 
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Compelling evidence that verifies the value a company library affords its parent 

organization is not an easy task; precisely defining and measuring value is a vague undertaking at 

best (Chung, 2007). However, one value that speaks to executives is the metric return on 

investment (ROI) (Griffiths and King, 1993; Koenig, 1992). Library services tend to represent the 

primary component in measuring company library value and ROI. Koenig’s (1992) study used a 

cost-benefit analysis to correlate the cost of library services and productivity to the time savings 

and efficiencies which led to increased company profits. Alternatively, MacEachern (2001) 

compared the cost of users’ time to the purchase cost of resources to provide library services and 

found that the value of library services ranged between 2 and 20 times the annual library budget. 

Griffiths and King (1993) evaluated library value by examining users’ labor cost and the time spent 

to obtain information while another study utilized the contingent valuation method (CVM) in 

combination with time valuation effects to estimate users’ perceived value of library services and 

time savings (Chung, 2007). While thought-provoking, replicating these studies would be time 

consuming and intensive because it would require survey administration upon immediate use of a 

library service (Chung, 2007). 

Studies investigating the value add of corporate libraries to parent organizations generally 

focus on broad themes, such as the importance of library evaluation or information value (Keyes, 

1995). Furthermore, quantitative studies focusing on metrics such as ROI deliver projected 

financial support for justifying the expense of a company library, but the value of the company 

library is quite open to interpretation (Edgar, 2004; Keyes, 1995). As an example, there is a time 

delay between when costs for gathering and analyzing data are incurred to the time when the 

benefits of those costs are realized. If the time delay is significant, it may have a considerable 

impact on ROI calculations. Additionally, not all expenses involved in operating a library can be 
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directly tied to cost benefits (Keyes, 1995). While the research suggests a positive value for 

corporate libraries, defining and understanding the precise value a corporate library provides the 

business it supports is quite intangible (Edgar, 2004; Keyes, 1995). 

In an unrelated study conducted by Rivel Research Group, factors that drove investment 

decisions in publicly traded companies were examined. Incredibly, the top two investment factors 

identified by survey respondents included management credibility and effective business strategy, 

which are intangible and yet highly significant elements that bested other more concrete factors 

such as a strong balance sheet and a reliable cash flow. While this study is unconnected to the topic 

at hand, it provides evidence to support the significance of intangible factors that influence 

business and industry (Rivel and Pebbles, 2007). 

On the surface, proving the value of a corporate library to its parent organization is an 

established and inherent necessity; however, questions surrounding library value were not always 

pervasive. To better understand the long-standing value proposition that corporate libraries 

contend with, it is essential to review the development and evolution of organizations, with a keen 

focus on the rise of for-profit American business organizations and the increased information 

demand that lead to the establishment of special libraries. 

 

Origin of Organizations 

Individuals are surrounded by organizations they work for and with to accomplish daily 

tasks. “Organizations are the basic building blocks of modern society” (Stueart and Moran, 2002, 

p. 124). As a society, our lives are shaped by these organizations. Accordingly, identification of 

organizations and their function is essential to the success gained in working with them. 
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In order to aptly explore information seeking within business, we must first wrestle with 

the term “organization.” What is an organization? What attributes or characteristics define an 

“organization?” Investigating the nature of what makes up an organization facilitates a better 

understanding of an organization’s information needs and requirements, particularly for the 

executives leading the organization (Daft, 2004; Dwyer, 2005; Stueart and Moran, 2002; 

Mintzberg, 1981). 

Individuals are limited. As a result, when all of the work cannot be completed by one 

person, “…there is no choice but to organize and to use more people to accomplish the task” 

(Stueart and Moran, 2002, p. 124; Barnard, 1938). Ancient engineering feats such as the Hanging 

Gardens of Babylon and the Egyptian pyramids, considered great wonders of the ancient world, 

could not have been constructed without thoughtful planning, organization, and control through a 

highly developed organizational structure (Berger and Luckman, 1966; Sridhar, 1995; Stueart and 

Moran, 2002; Dwyer, 2005). 

While the exact origin of organizations is unknown, it is certain that organizations started 

long ago through the establishment of communities and groups that blended together diverse 

beliefs, styles of worship, celebration, and rituals. In fact, the culmination of rituals and beliefs 

produced one of the most influential and well-known formal organizations in the history of 

Western civilization – the Roman Catholic Church (Stueart and Moran, 2002; Dwyer, 2005). In 

addition, some of the most important principles of modern organizations were developed as a by-

product of military requirements. For example, the “line-of-command” concept originated with the 

armies of antiquity (Stueart and Moran, 2002). Organizations have evolved and changed over time, 

but organizations as we know them today are relatively recent (Daft, 2004). 
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In the United States, few organizations existed in the late nineteenth century. Dynamic 

innovations stimulated the Industrial Revolution, transforming American business and society 

(Daft, 2004). Over time, organizations became a fundamental part of everyday life, and today 

organizations are so influential and ingrained in our culture that people tend to see little more than 

the extensions they represent – a building, a campus, an icon (Daft, 2004). Nonetheless, an 

organization is not defined by the building it occupies, the number of locations it has, or the 

conveniences it provides its customers. An organization emerges when people interact and work 

together to achieve specific objectives. Fundamentally, organizations can be defined as goal 

oriented social bodies with intentionally structured systems for coordinating activities, both 

internally and externally (Cohen, March and Olsen, 1972; Daft, 2004). 

Thus, organizations may be as distinct as a government agency or a locally-owned 

business, but they are both organizations due to the common characteristics they share (Daft, 

2004). Common attributes aside, organizations vary widely by type. Some organizational 

variations include the obvious, such as size – small, medium, or large, and expanse – local, 

national, or global. Another distinction includes an organization’s offerings – products and 

services. For example, some organizations manufacture and sell items such as cellular telephones 

while other organizations only offer and sell services, such as a medical provider. Of course, there 

are also hybrid organizations that manufacture and sell products in addition to offering services 

(Daft, 2004). 

Many factors differentiate organizations, and a significant division is drawn between for-

profit organizations and nonprofit organizations. The key difference is the overall goal: for-profit 

businesses concentrate on activities that generate monetary earnings for the company while 

nonprofit organizations focus on creating social awareness and impact. Organizations of all types 
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are an important component of society – they bring together all of the resources required to 

accomplish specific goals, enable innovation, adapt to and influence a vacillating environment, 

and efficiently produce goods and services. However, for the purposes of this study, attention 

focused on the evolution of for-profit American business organizations (Daft, 2004). 

 

American Business Organizations 

American business began with raw materials – land and natural resources. According to 

Chandler (1959), five driving forces stimulated great change in American business:  1) Western 

expansion and settlement, 2) construction and operation of a nation-wide railroad system, 3) 

establishment of a national market, 4) new energy sources for industry and transportation, and 

finally 5) research and development, particularly in chemistry and physics (p. 2). While Chandler 

(1959) admits there were many influences that shaped changes in business, the five elements 

identified primarily represent changes in response to population shifts. Chandler (1959) also 

acknowledges that he did not identify these five factors as grounds for change, but instead as the 

baseline for identifying dynamic innovation within the business sector. 

At the end of the nineteenth century, business in America primarily functioned and served 

an agrarian economy. However, as Western expansion intensified, so did the need for more 

efficient transportation to move people, supplies, and crops. Given the importance of agricultural 

production during this time, most companies focused on providing products and services to 

farmers. For example, leading companies processed agriculture products or provided farmers with 

goods such as clothing. Yet, as railroad construction amplified, companies shifted their focus, 

producing goods for industry use as opposed to use on farms (Chandler, 1959). 
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Western expansion drove railroad expansion, but the railroad facilitated a broader 

agricultural economy, reinvigorated old commercial cities such as New York and St. Louis and 

also created new cities such as Chicago and Dallas. From 1840-1900, the urban population 

rocketed from 11% to 40% (Chandler, 1959). By the mid to late 1900s, major industries were 

dominated by a few large companies who had their own purchasing and marketing departments. 

Businesses that used raw materials, such as those in the extraction industry, began to take 

ownership over their raw materials, which created an industrial economy. In doing so, the role of 

commissioned agents, who bought and sold raw materials for multiple small companies, was 

essentially nullified. American business and industry shifted; business decisions were no longer 

made through informal, casual exchanges, business and business decisions became hierarchical 

and tightly controlled through bureaucratic systems (Chandler, 1959). 

The railroad expansion supported the establishment of the Wall Street financial security 

market and opened an urban-centric national market, which triggered a series of manufacturing 

and production changes – new business models, direct marketing, bureaucratic management, and 

oligopolistic competition – all of which transformed business and industry (Chandler, 1959). The 

Industrial Revolution also prompted new managerial methods, which initially began within the rail 

industry due to struggles with geographical dispersion and safety (Chandler and Cortada, eds, 

2000). Railroad leaders aimed to increase efficiency and profitability by implementing a new 

management approach that included strict and systematic rules, such as requiring written orders 

for all train movements. However, this new approach to management necessitated considerable 

internal information flow, in addition to systems for collecting, storing, analyzing and 

communicating information (Chandler and Cortada, 2000). 
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The problems encountered by railroad companies did not impact other industries until the 

end of the nineteenth century when companies began growing horizontally and vertically, adding 

workers and layers of management. This hierarchical business trend coupled with the widened 

range of goods produced and mass-production exposed internal problems related to coordination 

and control of production processes and tasks. The need for effective and efficient control of work 

became increasingly evident (Chandler and Cortada, 2000). 

As a result, new management techniques were developed and shared, giving rise to 

systematic management, a more nebulous form of scientific management (Stueart and Moran, 

2002). Scientific management parallels the scientific method by identifying the problem, then 

gathering and analyzing the data collected, before developing possibilities, and then selecting the 

best option (Sridhar, 1995). Systematic management focused on documenting roles, 

responsibilities, and procedures and on gathering and analyzing information. Frederick Winslow 

Taylor, considered the father of scientific management, conducted research on shop floor 

efficiency and systematic management, with particular regard for production workers (Dwyer, 

2005; Miner, 2006; Stueart and Moran, 2002). 

Scientific management seemingly established the one best method to perform a task, 

achieving maximum efficiency from workers and machines in a factory environment. However, 

this method possessed one major underlying assumption:  human workers are machine-like. This 

assumption ignored any other possible motivational technique. Scientific management supported 

the optimization of mass production and standardization of products to increase efficiency while 

systematic management supported the need for order, which included elaborate methods for 

collecting, analyzing, and utilizing numerical and non-numerical types of information. Scientific 

management, systematic management and all of the various studies and schemes that were 
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proposed truly reflect “…the broader societal search for order during this era” (Chandler and 

Cortada, 2000, p. 2). 

Systematic management spread through vehicles such as journal publications and 

consultants who were known as “systematizers” (Chandler and Cortada, 2000). Systematic 

management became so pervasive that it jumped from manufacturing environments into the office 

workspace. Businesses were information hungry, and companies needed workers to manage the 

overflow of information. Between 1875 and 1918 business and industry created eight new 

information-based jobs that relied on collecting and processing information:  typist, stenographer, 

statistician, filing clerk, mail clerk, office worker, office manager, and vice president of sales 

(Chandler and Cortada, 2000). The final decades of the nineteenth century confirmed the need for 

improved mechanisms for managing information and processes, along with communication 

mediums to transmit the information. 

 

Information Demand and Development of the “Special” Library 

The Industrial Revolution propelled rapid change in transportation, business, and 

technologies for information control and dissemination. America’s information infrastructure or 

ability to transfer information from place to place began in the 1820s when the national post office 

was founded (Chandler and Cortada, 2000). By the mid-1840s, railroad expansion was well 

underway. Recognizing that rail offered faster information delivery, the post office cancelled 

stagecoach contracts in areas with rail service. Further capabilities arrived in 1847 when the 

telegraph entered the commercial market. The timeliness of the telegraph was immeasurable, 

particularly to the railroad industry who was laying longer tracks through mountainous terrain. As 

new tools for information delivery were instituted – the postal system (1792), the industrial 
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printing press (1800-1843), the railroad (1840s), the telegraph (1847), and later the telephone 

(1876) – improved information delivery and communication and at the same time, complimented 

one another without rendering the other tools obsolete. By the end of the nineteenth century, the 

national infrastructure for transportation and communication was established and the public library 

movement was rising (Chandler and Cortada, 2000; Dana, 1991).  

Advances in technologies coupled with democratic principles of control and 

standardization of work practices, fueled the demand for more efficient methods to record, store, 

retrieve, and communicate information (Grover, Greer, Agada, 2010; Stueart and Moran, 2002). 

The traditional methodology for documenting information was pen and paper; however, in 1874, 

the Remington factory released the first mass-produced typewriter. Initially, the typewriter was 

marketed to authors and court reporters, but by the 1880s, the business sector had overtaken the 

niche market and typewriter sales spiked (Chandler and Cortada, 2000). 

The sudden boom of the typewriter industry exposed the business need for more efficient 

tools for documenting the information consumed and produced by organizations. Typewriters were 

simply an office aid that made recording information faster – more than three times faster than 

handwriting (Bliven, 1954; Chandler and Cortada, 2000). The introduction of the typewriter quite 

possibly prevented a significant clerical headcount increase in the American workforce. While the 

typewriter was “the most widely adopted advance in recording technology…,” there were other 

innovations in office equipment that supported the systematic standards of the time. For example, 

the time clock was a specialized device used to control and standardize employee time recording. 

Cash registers were another type of specialized device that collected and controlled sales 

information (Chandler and Cortada, 2000). 
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Techniques utilized to increase efficiencies included the use of carbon paper, an older 

technology revived and adapted for use with a typewriter. Carbon paper allowed typists to make 

multiple copies of a document while also creating the original document. Carbon paper solved the 

inefficiencies related to the need for copies of internal and external documentation. Another 

recording technique popularized during this time was the use of preprinted forms with blanks for 

handwritten information. Preprinted forms increased information consistency and efficiency, 

particularly when the forms were combined with the use of a typewriter (Chandler and Cortada, 

2000). In essence, the need for business information stimulated technological innovation and 

techniques that increasingly fueled the information demand in the business sector. 

Information storage and retrieval was almost non-existent prior to the 1880s. Storage and 

retrieval systems for business included simple trays that separated ingoing and outgoing 

correspondence. Over time, the correspondence was organized chronologically into bound journals 

with primitive indexes. The increase in information was useful for managers as defined by 

systematic management, but only if the information could be readily found. The solution to storage 

and retrieval was presented at the 1893 Chicago World’s Fair in the form of a vertical filing system 

(Flanzraich, 1990). 

Vertical files, along with other office supplies and equipment actually have roots in the 

library world. The very first commercially produced vertical files were manufactured by the 

Library Bureau, a company founded by Melvil Dewey in 1876 (Flanzraich, 1990). Vertical files 

introduced the concept of mid-term and long-term storage. The vertical file worked exceedingly 

well for correspondence and reports needed for rather immediate use. However, the vertical file 

did not work as well for storing and quickly accessing numerical data. To solve this, businesses 

adopted another library tool – card files – for sales and cost data. Card files could be sorted and 
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combined to easily attain results, and they were used for many purposes (Chandler and Cortada, 

2000; Flanzraich, 1990; Grover, Greer, Agada, 2010). 

Companies such as Du Pont Sales Record Division created a centralized card storage 

system for sales records that were kept for a period of time. These records turned out to be 

invaluable when the Du Pont sales office in San Francisco was destroyed in the 1906 earthquake 

(Yates, 1989). The incorporation of library equipment and techniques for storage and retrieval 

facilitated access to business information and allowed for increased management agility. 

Typewriters were certainly an important innovation that fueled the abundance of printed 

information, but vertical files and card storage systems were just as important if not more so. 

Vertical files provided support for the overarching information system, which organized 

information and significantly increased accessibility and use (Chandler and Cortada, 2000). 

At the same time, a few large organizations discovered it paid to employ a skilled person, 

a librarian, to gather and organize printed material. From the data the librarian gathered, the latest 

information on the business and industry could then be supplied to organizational leaders, on 

demand or at specific intervals (Dana, 1991, p. 60). Appreciating the value libraries and librarians 

could provide to businesses, a hybrid organization was established, crossing traditional library 

work with business requirements, creating, “…a library for men of affairs, a business branch” 

(Dana, 1991, p. 60). In-house company libraries or special libraries were first formed in 

manufacturing and engineering firms, followed by insurance agencies, investment and banking 

institutions, and chemical and pharmaceutical corporations (Dana, 1991; Kruzas, 1965; Matarazzo, 

1981). The establishment of company libraries and other specialized types of libraries prompted 

the founding of the Special Library Association (SLA) in 1909. 
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The name “special library” was selected in default of a better name for the association, but 

the name fit the movement that was occurring (Dana, 1991). The reason the movement was 

“special” was because there were no guides or standing rules to aid librarians in selecting the 

particular industry data required for each specific business type. “…This particular form of library 

work had never been undertaken” (Dana, 1991, p. 61). The fifty years that followed the 

establishment of the SLA included numerous technological advancements in aviation, radio, 

television, and science, not to mention vast social, health, and labor changes. The eruption of 

knowledge and information created a seemingly endless supply of print resources, and the printed 

word became “as vital to industrial and scientific success as good machinery” (Mitchill, ed., 1959, 

p. 5). 

Western expansion and the establishment of a national market greatly impacted business 

and the need for quickly accessing and distributing information (Chandler and Cortada, 2000). By 

1926, the technologies for creating, analyzing, and distributing information were incredibly 

diverse – adding machines, cash registers, dictating machines, typewriters and typing aids – and 

the technological development continued due to the scope of information demand that started 

around World War I (1914-1918) (Chandler and Cortada, 2000; Leffingwell, 1926). In 1910, only 

one year after SLA was founded, there were over one hundred special library departments within 

various fields (Dana, 1991; Matarazzo, 1981). By 1951, approximately 33% of special libraries 

were company libraries, and by 1957, over 41% of special libraries were company libraries 

(Matarazzo, 1981). Over the next decade, special library growth intensified, almost tripling and 

increasing company libraries to over two thousand (Matarazzo, 1981). 

During this time, systematic management persisted and maintained the information churn; 

however, continued business growth, the development of labor unrest, and entry into World War 
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I spurred the human relations management ideology and humanitarian reform. The human relations 

movement grew in part due to the demand for improved working conditions for workers, but 

business owners also saw the human relations approach as a means for ending worker apathy, 

laziness, and labor strikes (Chandler and Cortada, 2000; Sridhar, 1995). 

One of the most renowned human relations study was conducted by Elton Mayo, an 

Australian psychiatrist, along with F. J. Roethlisberger, William J. Dickson, and W. Lloyd Warner, 

an American anthropologist, at Western Electric’s Hawthorne Works manufacturing plant in 

Chicago, Illinois from 1927-1932 (Sridhar, 1995; Bate, 1997, Jordan, 2003). Western Electric’s 

Hawthorne Works study, better known as the Hawthorne studies, utilized anthropological 

techniques to observe and record individual and informal group interaction within the plant. In the 

same vein as systematic or scientific management, Mayo, Warner and team sought to increase 

worker efficiency, but they also believed that “…evaluating the attitudes and reactions of workers 

to their jobs and their environment” was a critical component (Sridhar, 1995, p. 9). The rise of the 

human relations approach emerged during a major world war and the onset of the Great Depression 

in the United States, bringing organizational research in industry to a standstill (Chandler and 

Cortada, 2000). 

Nonetheless, the Hawthorne studies revealed that workers were socially motivated and 

acquired a sense of self through interpersonal relationships made on the job; they also found that 

workers were dissatisfied with monotonous tasks, were more responsive to the influences of peer 

groups, and tended to act in response to provisions for social needs (Sridhar, 1995). Another crucial 

finding was the discovery of what is now known as the “Hawthorne effect.” Essentially, 

researchers discovered that when management showed interest or paid attention to workers, 

productivity increased regardless of environmental manipulations (Jordan, 2003; Sridhar, 1995). 
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Warner’s anthropological influence on the Hawthorne Works studies brought to light the 

importance of understanding human relations in the workplace, which led to the development of 

human relations as a field of study and the birth of industrial anthropology (Jordan, 2003). 

The human relations school centered on the goal of efficiency, as did scientific 

management, but the human relations approach focused on individuals and small groups, rather 

than on task breakdowns and management. The basic premise of the human relations school is that 

happy employees are productive employees (Stueart and Moran, 2002). While this sounds easily 

achievable, there are a number of factors that contribute to human happiness and productivity in 

the workplace (Stueart and Moran, 2002). 

As businesses began to implement the human relations ideology, morale-building tools 

such as in-house publications and employee clubs became pervasive (Chandler and Cortada, 

2000). Businesses established personnel departments and transitioned personnel decisions from 

foremen and floor supervisors to managers dedicated to personnel management. In 1927, 12% of 

companies had personnel departments, and as key federal legislation and state regulations such as 

Social Security, worker’s compensation, unemployment insurance and the minimum wage were 

put into place, companies with personnel departments jumped to 63% in 1946 (Chandler and 

Cortada, 2000). The human relations approach created additional information demands on 

businesses in the form of extensive employment records such as hiring tests, job and wage 

classification systems, turnover rates and cost data, and employee morale surveys (Chandler and 

Cortada, 2000). Business changes during this time concentrated on the priorities of national 

defense and the need for information control, the latter being a holdover from the Industrial 

Revolution (Chandler and Cortada, 2000).  
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Growth of business and information demands directed improved information processing 

capabilities, which facilitated the introduction of “special” library departments that flourished 

during 1950s-1960s. Corporate libraries established during this time operated on principles similar 

to those previously developed for public libraries:  information is abstract, access to information 

improves productivity, and library operations must be managed using unique tools, methods, and 

knowledge (Prusak, 1994). While these principles facilitated the establishment of corporate 

libraries, it re-enforced the widespread growth and use of computers, and it is also feasible that 

these principles influenced businesses to cut their libraries (Prusak, 1994). Computing innovations 

coupled with the expansion of electronic information access decreased the perceived need for 

information processing and control expertise, which also conceivably reduced the perceived value 

businesses and executive leaders ascribed to their company’s special library (Lui, 2000; Lux, 2002; 

Prusak, 1994).  

Although information access is one of the founding principles of libraries (Prusak, 1994), 

computing technology and information access have become ubiquitous while the issue of corporate 

library value remains unsettled (Housewright, 2009). Yet, information is still a necessary 

component of business operations, even if corporate library value is ambiguous (Joshi, 2009; Lui, 

2000; Prusak, 1994). While considering the history and contributions of special libraries to 

business organizations, the more specific challenge of this study centers on executive-level 

information seeking with particular regard for the drivers that motivate executives to search for 

information (Joshi, 2009). 
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Executive Information Seeking 

Information seeking is a required function for employees and leaders of all levels within a 

business organization, and it is a key factor in decision-making models (Daft and Weick, 1984; 

Joshi, 2009; Marshall, 1993). A definite benefit in the information seeking process is the 

abundance of information that is available, but the profusion is also a certain drawback. 

Information may be rich, but filtering through it to find the right information is not an effortless 

task. Further complicating the information search: information may be scattered, arrive too late to 

be useful, or the information’s accuracy may be lacking validity (Ashill and Jobber, 2001; Proctor, 

1991). To effectively utilize information resources, those within the organization must recognize 

the purpose of the information need, the process for acquiring the information, the type of 

information required, and also know where to find the information (Karim, 2004).  

The model and phenomenon of information derives from a multitude of forms and 

meanings, but regardless of its packaging, information is highly valued by organizations because 

it aids in attaining organizational goals (Karim, 2004). WInthin a business, how information is 

defined, conceptualized, and applied is unique and subjective (Joshi, 2009; Lui, 2000). Discussing 

the concept of information within an organizational context facilitates an improved understanding 

of the information model that is applied and adapted based on business requirements and processes 

(Joshi, 2009). 

The word “information” has a variety of definitions and uses. For example, Buckland 

(1991) explores the ambiguity of the word information by distinguishing three categories of 

meaning: information-as-process, information-as-knowledge, and information-as-thing (p. 351). 

Information-as-process is defined as the act of informing and changing what a person knows; 

information-as-knowledge refers to the perception of information-as-process, but is the actual 
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knowledge or fact communicated. Information-as-thing represents the objects, data, or events that 

inform, impart, or provide knowledge (Buckland, 1991). 

It is important to identify information-as-knowledge and information-as-process are 

intangible, they cannot be precisely measured. For example, trying to measure the amount of 

knowledge an individual stores or how often information is communicated in such a way that it 

changes or increases a person’s knowledge would be quite vague at best. On the other hand, 

information-as-thing, which refers to physical objects, is tangible and measurable. Learning occurs 

from physical types of information – books, objects, images, and anything that can be seen, 

touched, tasted, smelled or otherwise experienced to help form knowledge and opinions. Likewise, 

information functions as evidence in verifying learning and understanding (Buckland, 1991). 

Buckland’s (1991) concept of information-as-knowledge can be further divided between 

knowledge that is formal, codified, and explicit versus knowledge that is highly personal, inferred, 

and cognitively implicit (Nonaka, 1991). Explicit knowledge is easy to capture, store and access 

because it is factual information. In this sense, explicit knowledge is actually more similar to 

information-as-thing because it is generally information that takes a physically form. For example, 

standard operating practices or procedures are types of explicit knowledge (Karim, 2004). Implicit 

or tacit knowledge takes a more abstract form because it is learned information and difficult to 

describe or write down. Implicit knowledge is generally described as a “rule of thumb” or “know-

how” (Karim, 2004; Nonaka, 1991). In this case, implicit knowledge accurately describes 

Buckland’s (1991) concept of information-as-knowledge. 

Other definitions of information are shaped by metaphors comparing information to a 

machine, an organism, a political system and culture (Kirk, 1999). For example, imagine a machine 

working hard to make widgets on an assembly line. A machine is a resource that keeps the 
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assembly line moving forward; much like information is a resource that keeps a company moving 

forward. Now picture an organism, such as a plant. A plant requires external resources, such as the 

sun’s energy, and internal resources, such as chlorophyll in order to keep the plant alive and well. 

Similarly, an organization requires internal information resources and external information 

resources in order to maintain balance (Edgar, 2004; Kirk, 1999). Lastly, the idea of a political 

system mixed with cultural differentiators suggests that an organization can have shared beliefs 

and values while also being divided, having different interests and needs (Karim, 2004; Kirk, 

1999). 

Information can also be defined in terms of a hierarchy – resource, commodity, pattern and 

active force. Information as a resource breaks down information into discrete pieces: the people, 

processes, tools, users, and flow of knowledge. Information as a commodity reveals the power 

behind the exchange or sharing of information. The pattern and active force refers to the past, 

present, and future state of information, as well as the impact information can have on the 

environment (Braman, 1989; Karim, 2004; Kirk, 1999). Dervin and Nilan (1986) also suggest 

information can be viewed as “…a process that applies to adaptive and creative behavior” (Karim, 

2004, p. 358). Accordingly, more important than the information need and the type of information 

required is the process for acquiring the information (Karim, 2004). 

In business, the only constant variables are change and uncertainty (Nonaka, 1991), which 

is why identifying what Burgelman and Grove (1996) define as a “strategic inflection-point” or a 

fundamental change is a critical business element. Critical changes may be identified by both 

internal and external stakeholders (Dess and Beard, 1984; Edgar, 2004; Joshi, 2009). However, 

studies indicate executives tend to place greater weight and reliance upon internal information 

resources (Ginter and Duncan, 1990; Preble, Rau and Reichel, 1988). 
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Internal stakeholders or information resources may include electronic resources, such as 

databases and archives; human resources, such as co-workers or managers; and text-based 

resources, such as books or other printed materials (Choo, 1995; Karim, 2004). In contrast, external 

stakeholders or information sources might include customers, competitors, news sources, 

conferences, or other publications. “…External information about economic change, 

demographics or advances in computer and communication technology can be conceived of as 

‘inflection points’ that may have a distinct impact…” on the business (Castiglione, 2008, p. 529). 

Executives who ignore or minimize the importance of external changes and fail to respond or take 

action in a timely manner, dull any competitive edge the business may have held (Castiglione, 

2008; Edgar, 2004). 

In general, executives are not responsible for seeking or gathering information, but they 

are charged with the responsibility for making business decisions and strategically aligning the 

company for future success (Aguilar, 1967). Executives have limited time, limited resources, and 

a limited capacity to process information; instead of evaluating the entire information continuum, 

executives rely upon others to provide them with timely, accurate information so they can make 

effective decisions (Joshi, 2009). Essentially, decision-makers only use a portion of the 

information offered or available to them due to these limitations. Research in the area of decision 

making has led to the development of two decision making models:  the rational model and the 

political model (Hitt and Tyler, 1991; Joshi, 2009). 

The rational and political decision-making models rely on the methods executives use to 

seek information. The rational decision-making model maintains executives regularly collect 

information and rely upon objective criteria to analytically make the best strategic decisions based 

on affordability factors and other company needs (Bandera and Chin, 1998; Dehoff, Mayor, Starr, 
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and Martin, 2009; Hitt and Tyler, 1991; Joshi, 2009; Wilson, 2010). On the other hand, Mintzberg, 

Raisinghani, and Theoret (1976) argue that political interests and events are a major component of 

executive decisions. The political decision-making model suggests that internal and external 

stakeholders influence executives’ viewpoints and decisions. Conflict among decision-makers 

generally arises from disagreements related to accomplishing organizational goals, causing 

reduced decision effectiveness (Dean and Sharfman, 1996; Joshi, 2009). 

Research reveals information seeking impacts strategic direction, competitiveness, 

decision-making, and also company performance (Auster and Choo, 1993; Joshi, 2009). Moreover, 

research suggests the more information executives review, the more likely they are to have better 

insight and awareness of cause-effect relationships, an increased level of confidence, and a better 

handle on business changes and uncertainties (Denison, Dutton, Kahn, and Hart, 1996; Eisenhardt 

and Bourgeois, 1988; Kuvaas, 2002; Langley, 1989; Milliken, 1987, 1990; Thomas and McDaniel, 

1990; Thomas, Clark, and Gioia, 1993). 

In fact, much of the past research related to executive perceptions of environmental 

uncertainty indicated various types of uncertainty influenced executive information seeking 

behaviors (Joshi, 2009; Milliken, 1987). Milliken (1987) characterized several types of 

uncertainty:  state uncertainty, effect uncertainty, and response uncertainty. State uncertainty 

strikes when an executive lacks confidence or understanding about major events and is not capable 

of assigning probabilities of occurrence to particular events or changes (Milliken, 1987). For 

example, an executive may have uncertainty about a competitor launching a new product or service 

(Joshi, 2009). Effect uncertainty occurs when an executive is unclear about whether an 

environmental change will pose a significant threat or a potential opportunity for their organization 

(Milliken, 1987, 1990). For instance, an executive may be uncertain about the impact legislative 
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changes will have on current business practices (Joshi, 2009). Response uncertainty arises when 

an executive lacks confidence in the response to an environmental change and is uncertain of the 

best course of action, or is hesitant about the effectiveness the response will have in relation to the 

organization’s desired outcome or goals (Milliken, 1987). As an example, executives may be 

unclear about what strategy to engage to increase retention rates across the corporation (Joshi, 

2009).   

Information seeking requirements revolve around business planning and data gathering 

activities because information is an asset that contributes to the direction of the strategic plan, 

competitive intelligence, and overall organizational success (Karim, 2004). Information is a 

commodity acquired and applied differently within each area of an organization. Information is a 

powerful tool:  it has a past, a future, and a well-established influence (Karim, 2004; Kirk, 1999; 

Reid and Wallace-Smith, 1998). Organizations that survive and flourish despite vast unknowns 

are those that value and purposely seek information to prime for the future. Businesses seek 

information to reduce ambiguities and increase agility (Joshi, 2009; Karim, 2004), which is where 

an organization’s library or information center can be extremely valuable and impactful to the 

financial success and growth of a company. 

Many theories and models have been developed to explain information seeking (Wilson, 

1999), and as a result, many definitions of information seeking have been proposed. However, 

information seeking is principally a form of problem solving (Dervin and Nilan 1986; Kirkelas, 

1983; Marchionini, 1995; Wilson, 2000). Traditionally, information is viewed as an organizational 

resource, and information management is viewed as a service to the organization (Karim, 2004; 

Reid and Wallace-Smith, 1998). While information is easily identified as a valuable asset, the 

value of information management is not as clear-cut (Castiglione, 2008).  

43 



 

The configuration of business information is broad and complex, which makes information 

seeking within businesses difficult to define and study (Karim, 2004; Liu, 2000). Yet, how an 

organization and its executives seek information primarily depends on how they define it (Karim, 

2004; Owens, Wilson, and Abell, 1997). Business information is notionally grouped by industry, 

products, and services with further categorization based on organization size:  small, mid-size, and 

large enterprises. Business information is more easily identified by subject or discipline such as 

finance, marketing, management, production operations, real estate, and international business 

(Liu, 2000). Karim (2004) asserts that, “the difficulty in understanding business organizations’ 

information seeking behavior may have discouraged information professionals from focusing 

adequately on these groups of users…” (p. 359).  Due to this, most studies that investigate 

information seeking in business actually focus on environmental scanning, which includes the 

search for and use of information in the organizations’ environment, internally and especially 

externally (Choo, 2001, 2002; Karim, 2004). 

Aguilar (1967) first introduced the concept of environmental scanning to describe the 

combined activities of acquiring and using information about internal and external events, trends, 

and connections to develop a plan for the future of the business. Environmental scanning is 

generally considered a continuous activity that pinpoints opportunities and threats in order to avoid 

costly surprises and at the same time, build a competitive advantage (Costa, 1995; Karim, 2004; 

Ngamkroeckjoti and Johri, 2000). Environmental scanning is certainly important; nevertheless, 

this study is primarily concerned with the resources executives use to find information, so it is 

essential to consider significant information seeking theories. 

Information seeking or problem solving can include the information sought, the search 

process or both. In general, information seeking begins with a need for information, it can be 
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planned or unplanned, involves recognizing relevant information, and implies the information 

sought will increase knowledge, even if only temporarily (Dervin and Nilan 1986; Krikelas, 1983; 

Wilson, 2000). Information seeking is much more complex today than it was in the past due to the 

expansion of information access beyond physical content delivery (i.e. books, dictionaries, 

almanacs, or any other paper bound materials), to include electronic access and content delivery 

(Karim, 2004; Liu, 2000). 

Information seeking in business is layered and complex (Karim, 2004; Liu, 2000), and a 

number of information seeking theories and methods of analysis inform this study. The sense-

making model originally developed as a communication model, focuses on the end user as opposed 

to the information source and is based on the situation-gap-use metaphor (Dervin and Nilan, 1986). 

In this case, an information professional would ask neutral questions to efficiently elicit 

information from an information seeker. If the information seeker recognizes a knowledge gap, 

information can be used to bridge the gap (Dervin and Nilan, 1986). The sense-making model 

“consists of a set of conceptual and theoretical premises and a set of related methodologies for 

assessing how people make sense of their worlds and how they use information and other resources 

in the process” (Dervin and Nilan, 1986, p. 20). 

Sense-making (Dervin and Nilan, 1986) is a model for interviewing individuals about their 

information behaviors, and has helped individuals better understand their own experiences: 

“results suggest that there is, when sense-making interviews are at their best, a consciousness-

raising and therapeutic value in the process for respondents” (Dervin, 1992, p. 73). While the 

sense-making model (Dervin and Nilan, 1986) was developed in the communication field, it is 

relevant to the information science field and this study, particularly as it relates to interviewing 

executives about their own awareness of the processes they use to find information. The primary 
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limitation of the sense-making model is that it is constrained to the user’s ability to identify and 

define an information need, as well as communicate the need, which is critical to the effort of 

solving the information problem (Belkin, 1982; Dervin and Nilan, 1986; Nilan, 1992). 

Information seeking can be accomplished through face-to-face communication, such as 

speaking to an information professional in person or through human-computer interaction, such as 

using a computer and a mouse to click links and obtain information (Wilson, 2000). While the 

information environment has evolved into a more complex system, the basis of information 

seeking has not changed, only the process by which the information is sought (Liu, 2000). 

Information needs can be cognitive, psychological, educational, social, cultural, or economical; 

therefore, the ways in which executives may seek information are numerous (Dervin and Nilan, 

1986; Krikelas, 1983), and the ability to communicate the need is that much more significant.  

Shannon’s (1949) model of communication, originally created to show signal transmission 

along telephone lines, also demonstrates the transfer of information. Weaver (1963) later expanded 

Shannon’s (1949) model by adding a feedback loop, creating what is known in the social sciences 

as the Shannon-Weaver model of communication or Information theory. While Shannon and 

Weaver’s (1949) model centers on the technical problems related to communication, their theory 

and model are relevant to this study, mainly in examining the amount of information and the 

number of choices within the linguistic cultural context of a business organization (Fiske, 2007). 

Regardless of environment or medium, communicating an information need has its 

challenges. The difficulty surrounding information seeking in business is executives may not know 

they have an information need (Belkin, 1982), and the information seeking process utilized may 

or may not be formalized, meaning information and resources may be scatter, inaccessible, or even 

unknown (Karim, 2004). From overall company strategy to everyday decisions, company 
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executives need information, and uncertainty seems to be a significant factor that drives their need 

for information (Blandin and Brown, 1977). The majority of studies that focus on manager or 

executive level information seeking center on environmental scanning, the combination of 

searching for and using information (Aguilar, 1967; Joshi, 2009; Milliken, 1987). The focal point 

for this study is the process and resources business executives rely upon when they need to find 

information. 

Of particular interest to this study is Kuhlthau’s (1988) information search process (ISP) 

model. Kuhlthau (1993) refined the ISP model to provide a general view of information seeking 

from the user’s perspective. The ISP model integrates feelings, thoughts, and actions from the 

user’s perspective into six stages:  initiation, selection, exploration, formulation, collection, and 

presentation. The first stage, initiation, is the awareness of a lack of knowledge, and selection, 

stage two, is the identification of the problem and readiness to begin the information search. Stage 

three, exploration, exposes inconsistent information and uncertainty begins to drag the user’s 

confidence down. The formulation stage is when a user begins to focus on the problem area and 

uncertainty diminishes. The collection stage is the focused gathering of information that alleviates 

doubt and frustration and reconnects the user to the research, and presentation, the last stage, is 

when the research is complete and the user has a new understanding that can be put to use and 

explained to others (Kuhlthau, 1988, 1993, 2001). 

Kuhlthau’s ISP (1988, 1993) model emphasizes the linkage between the physical, cognitive 

and affective dimensions of information seeking, with a number of studies confirming this inter-

related network (Bilal and Kirby, 2002; Heinström, 2002; Kuhlthau, Heinström, and Todd, 2008). 

One concept that drives the need for information in business and is key to the ISP model is 

uncertainty (Aguilar, 1967; Blandin and Brown, 1977; Joshi, 2009; Milliken, 1987). More 
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information can actually increase uncertainty: “The axiom that information reduces uncertainty is 

not necessarily the user’s experience in information seeking” (Kuhlthau, Heinström, and Todd, 

2008, p. 68). However, it is important to note that uncertainty is not necessarily a symptom of a 

problem; instead, uncertainty is actually a natural experience in an individual’s search process 

(Kulthau, Heinström, and Todd, 2008). This study relied on both the sense-making model (Dervin 

and Nilan, 1986) and the ISP model (Kuhlthau, 1988, 1993) to explore the complexity of searching 

for information from the executive perspective, which provided insight into the ambiguity 

surrounding the executive search for information within business. 

Employees within a business organization range from entry level individual contributors 

to executive leaders, and they are all information consumers who have more choices than ever, 

and they are increasingly connected, demanding, and conscientious (Lee, Nunes, Rublin, Wei, 

andYardley, 2013). In a business context, the connection between the search for information and 

the role of the corporate library is unclear (Edgar, 2004). How is a special library connected to the 

business organization it supports, and how is it connected to the executive leaders when they need 

information (Edgar, 2004; Matarazzo and Pearlstein, 2011; Sveiby, 1998)?
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CHAPTER 3 

METHODOLOGY 

This study investigated information seeking among executives at JET Aircraft Co., 

specifically examining what executives know about information resources, what executives 

believe about information resources, and how executives act when they require business 

information. Information seeking at the executive level, studied through an ethnographic lens, 

provided insight into how executives at JET Aircraft Co. work, what they expect, and how the 

Company Research Library (CRL) is perceived and positioned within executives’ search process. 

A review of the literature establishes information seeking and library value are well-studied topics. 

However, information seeking in business is quite complex, which makes it more difficult to 

investigate, particularly among business executives (Karim, 2004; LeCompte and Schensul, 1999; 

Liu, 2000) (see Table 1 and Appendix A). 

 

Qualitative Perspective 

Anthropologists are experts at the art of people-watching, which is why they have been 

doing field work in the business sector since the 1920s (Baba, 1986, 2006). Industrial anthropology 

as it was known, brought awareness to the human relations approach, which was instrumental in 

developing an understanding of organizations, processes, and productivity (Jordan, 1993). The 

impression anthropology made on the business sector is visible even today through programs such 

as “job shadowing” that provide new or less experienced employees the opportunity to a follow a 

more experienced employee through their daily activities. This practice is fundamentally a 

superficial use of the anthropological methodology, participant observation (Jordan and Lambert, 

2009). 
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 Anthropologists created and greatly contributed to the field of organizational behavior, but 

“somewhere along the way…organization studies gradually lost touch with the essential qualities 

of anthropology” (Bate, 1997, p. 1148; Baba, 1986). Where and why the split between 

organizational behavior and anthropology occurred is less relevant than is their reconciliation 

(Bate, 1997). Over recent years, the influx of ethnographic organizational studies has steadily 

grown, making the business anthropologist a standard resident within corporations (Aguilera, 

1996; Bate, 1997; Jordan, 2003; Kogod, 1994). But why would companies have a need for an 

anthropologist? 

In the late 1970s, Xerox launched a sophisticated multi-functional photocopier into the 

marketplace (Suchman, 1987, 2007). While Xerox customer service managers alleged the 

photocopier was difficult to use, the marketing designed for the photocopier made it seem simple 

to operate. This disparity came to a head when customers began complaining the machine was 

“too complicated,” just as the customer service managers had reported (Suchman, 2007, p. 9). 

Xerox responded to complaints and assembled a team to find a solution to the problem. Among 

those on the team, included Lucy Suchman (2007), “a doctoral student with an interest in critical 

anthropology in American institutions” (p. 8). While the team examined the photocopier problem 

using different methods, Suchman’s approach involved the installation of a photocopier at the 

Xerox Palo Alto Research Center (PARC) that co-workers were invited to use. She then filmed 

actual scientists and engineers at PARC having difficulties trying to use the photocopier. Suchman 

studied the films of her co-workers who used the copier, and she realized the complexity of 

numerous features made it difficult for people to figure out how to do even the simplest task. She 

concluded that features were not nearly as important as simplicity. “That's why Xerox copiers now, 

no matter how complex, all include a single green copy button for when you want one 

50 



 

uncomplicated copy” (Weise, 1999, para. 11). Using anthropological techniques, Suchman 

revolutionized the photocopier industry, influencing its design for decades into the future. 

Anthropologists are experts at observation, particularly when it comes to understanding 

group behavior and dynamics. As such, studying a company is no different than studying any other 

group of people. The anthropologist substitutes a jungle for an office space, but the work itself 

remains the same: understanding human behavior relative to the environment (Jordan, 2003). Like 

tribes, companies are distinct and each tends to have its own cultural world with established 

standards (Pendleton and Chatman, 1998) for seeking information, completing processes, and 

conducting business (Anderson, 2009; DeWalt and DeWalt, 2002;). “Current research initiatives 

in the field tend to be concentrated in marketing and consumer behaviour; organisational theory 

and culture; and international business, especially international marketing…” (Tian and Walle, 

2008, p. 61).  

In particular, consumer behavior is one area that anthropological methods are most 

applicable for business research (Mulroney, 2002; Tian and Walle, 2008). Anthropologist, 

Genevieve Bell, was hired by Intel in 1998, and given the challenge to understand the whims of 

human behavior, which could impact the success or failure of Intel’s strategies. Bell’s job was not 

concerned with fixing products or improving products; instead, Bell’s job was to question Intel’s 

assumptions through collecting stories from around the world. For example, on a trip through 

China, Bell needed a cell phone so she stopped into a small shop with money, her passport and 

official documents, and asked to buy a cell phone. Much to Bell’s dismay, the shopkeeper would 

not sell her a phone even though phones lined the walls of the store. The shopkeeper told her the 

phones were bad and to come back. As it turns out, the phones were not bad at all, but the phone 

numbers were! “Numbers carry symbolic significance in China (8 and 3 are good, 7 is awful) -- 
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and when this particular shopkeeper had run out of “good” numbers to match with phones earlier 

in the day, he stopped selling phones altogether” (Fortt, 2009, para. 6). Bell’s experience in China 

is an excellent demonstration of the intermingling of technology and culture influencing behavior. 

Anthropologists have a unique ability to observe and understand the people and processes that 

contribute to the culture of an organization, which is why many companies have utilized 

anthropologists to better understand internal and external processes, tools, and consumer 

behaviors. Organizational cultures vary and change over time because they are influenced by 

internal forces such as leadership turnover (Grover, Greer, Agada, 2010) and external forces, such 

as politics (Edgar, 2004) which impact the structure and processes of an organization (see Figure 

5. Context of the corporate library).  

One internal aspect that plays a significant role within an organization is its culture. 

Organizational culture is defined as an internal, organization-specific way of life, which shapes 

the values and norms of the people within the organization and thereby influences their behavior 

(Armstrong, 1999). Thus, how better to study a business than from an anthropological perspective 

(Jordan, 2003; Weise, 1999)? 

LeCompte and Schensul, social science research professionals and authorities on 

ethnographic research maintain “all research is informed by particular worldviews or perspectives 

held by the research and scholars within his or her discipline, [and] these perspectives are called 

paradigms” (LeCompte and Schensul, 1999, p. 41). Within the context of social science research, 

common paradigms include positivism, critical theory; interpretive, phenomenological or 

constructivist theory; ecological theory, and social theory. Positivistic research is of particular 

importance to the medical field for clinical and medical studies because the positivistic paradigm 

asserts reality is observable and comprehensible, thereby producing generalized findings for 
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studies properly conducted with a representative sample (LeCompte and Schensul, 1999). The 

critical paradigm focuses on “how the history and political economy of a nation, state, or other 

system exerts direct or indirect domination over the political, economic, social, and cultural 

expressions of citizens…” (LeCompte and Schensul, 1999, p. 45). Critical approaches usually 

involve investigations into dimensions of inequality within systems. Hence, critical theorists 

function as advocates in order to bring about change when “inequitable distributions of power, 

cultural assets, and other resources” (LeCompte and Schensul, 1999, p. 45) are found. 

The interpretive paradigm, also known as the phenomenological or constructivist 

paradigm, takes a cognitive stance. Interpretivists believe that what people know about the world 

is made up or constructed as interactions ensue; culture is created as people interact with each 

other and participate in activities (LeCompte and Schensul, 1999). Additionally, the interpretive 

paradigm characterizes shared constructs as “situated,” meaning they are affected by the contextual 

attributes such as social, political, cultural, or economic factors that promote them, and these 

characteristics affect individuals’ thoughts and beliefs. Interpretivists “stick close to local 

meanings and find it difficult to tell only one story” (LeCompte and Schensul, 1999, p. 49). 

The ecological paradigm tends to view individuals functioning within a social context, 

including both the human and physical environment. Ecological research tends to systematically 

relate levels within an organization or community and their impact on each other; however, this 

approach also seeks to introduce change at all levels simultaneously (LeCompte and Schensul, 

1999). The social network paradigm is an emerging paradigm used to examine the diffusion of 

innovation, infection, and communications through social systems starting with the individual and 

expanding outward to families, friends, peers, institutional affiliations, communities and beyond. 

Many factors such as research questions, personal preference, or research setting limitations 
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contribute to the selection and use of a specific approach (LeCompte and Schensul, 1999). This 

study used a combination of the critical and interpretive paradigms to facilitate a framework for 

data interpretation. 

The critical paradigm is directly applicable to this study because JET Aircraft Co. is a 

dynamic business with a long and diverse history. Furthermore, the interpretive paradigm is 

concerned with the construction of reality, which is influenced by social, political, cultural, and 

economic factors. The culture of JET Aircraft Co. is layered and complex in that it takes a rank-

and-file approach to interpersonal relationships among employees. For example, an individual’s 

professional weight or stature is largely based upon level or tenure with the company.  

Business research is generally statistical and quantitative in nature; however, using a 

qualitative approach was instrumental to understanding the rules and norms practiced within JET 

Aircraft Co. and the impact it has on the company’s leadership and processes (Tian and Walle, 

2008). “The rationale for conducting qualitative analysis stems from the observation that, given 

the human capacity to talk, the object of understanding a phenomenon from the point of view of 

the actors is largely lost when textual data are quantified” (Iacono, Brown and Holtham, 2009, p. 

36). 

Therefore, a qualitative research design is most appropriate for this study. Data was 

collected through semi-structured interviews and participant observation to establish a holistic 

understanding of executive leaders and their means for seeking information. 

 

Participants 

 Before contacting study participants, approval to conduct and publish the research for this 

study was obtained from JET Aircraft Co (see Figure 2 and Figure 4). While the company would 
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not deliver targeted emails of an academic nature to specific populations, they allowed me to 

individually contact participants to request participation. This study used purposeful sampling to 

select participants. The criterion for selection was based on employees’ level of leadership. The 

participant focus for this study was executive level leaders, ranging from directors to vice 

presidents and above. Each participant was interviewed individually for approximately 60-90 

minutes, subject to each executive’s availability and schedule. This study aimed to interview 25-

30 executives, and the sample was stratified by the level of executive. 

 

Interviews 

The benefit of conducting interviews is that they allow for rich, detailed responses and 

clarification of ambiguous questions; the ethnographic lens provides additional clarification from 

a culture perspective (Jordan, 2003; LeCompte and Schensul, 1999). There are some known 

disadvantages in conducting interviews. For example, interviews can be time consuming or 

perhaps intimidating. Furthermore, the sample size may be small and respondent recall ability and 

truthfulness may vary (LeCompte and Schensul, 1999). However, given these factors, interviews 

offered the most opportunity to explore the knowledge, attitudes, and behaviors of executives when 

they need information (Kaliyaperumal, 2004). 

 

Data Collection and Observations 

 Upon receiving approval to conduct this ethnographic study from JET Aircraft Co., I 

submitted the company’s approval email, my approved research and consent forms to the 

Institutional Review Board (IRB) at the University of North Texas for review. I received IRB 

approval to move forward and conduct this study on March 19, 2014.   
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Data collection derived from semi-structured interviews, participant observation, and 

internal and external documentation about the company. Trust was established through building 

personal, working relationships. The quality of the relationships I established within the company 

greatly contributed towards developing an understanding of the working environment of the 

company (Fidel, 1992). In March and April 2014, I conducted my pre-test of the semi-structured 

interview with 3 executives, including 2 directors and 1 acting vice president. After completing 

the pre-test, I made a few changes to help clarify questions, and executive interviews began in 

April 2014 and concluded in August 2014. Follow-ups to clarify or further explain data were 

completed in September and October 2014. 

To begin, I sent emails to 36 executive leaders, including 12 vice president and executive 

vice presidents and 24 directors. Of the 36 executives I emailed, 33 favorably responded to 

participating in the study and 3 did not respond. Of the 33 that favorably responded to participating, 

2 were unable to participate due to travel conflicts. In total, 31 semi-structured interviews were 

conducted with executive leaders, including 20 directors and 11 vice presidents and executive vice 

presidents; about an 86% interview response rate. Interviews generally lasted 60-90 minutes and 

were conducted in person and by phone. Business executives had limited time and rigid schedules; 

therefore, I had to be conscientious of the time during each interview to ensure we finished within 

the time allotted. On two occasions, the interview was started and then cut short due to the 

executives having a pop up conflict. For these two interviews, I scheduled a follow-up meeting to 

complete the interviews. 

In addition to semi-structured interviews, I also relied upon participant observation to 

inform the study. Participant observation is a method utilized to observe human behavior while 

also participating in the activities being observed in order to better understand a process, how 
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something works, or to examine a stakeholder group that cannot or will not complete a survey 

(Jordan, 2003; LeCompte and Schensul, 1999). To gather data about the daily tasks and business 

norms of JET Aircraft Co., I relied upon participant observation. Throughout this study, I was a 

highly engaged participant-observer, listening with keen awareness to understand the dynamics of 

what is important to executive leaders in regards to their information needs. 

Participant observation was extremely beneficial in gaining a holistic view and 

understanding of the defense firm and its culture. No video cameras or recording devices of any 

kind were used in this study due to the proprietary nature of the business and the security issues 

that such devices would trigger. Observations included everyday business operations, including 

events and meetings; happenstance encounters such as random hallway and restroom 

conversations; and lastly scheduled observations or pre-arranged shadowing of executives during 

meetings and business engagements. Observations were recorded daily in the form of field notes. 

In formulating the data collection methodology for this study, my assumption was that 

observations would include everyday business operations (100-200 hours), such as meetings and 

other every day activities; happenstance encounters (25-30 hours), such as hallway or other 

unplanned meetings; and also scheduled observations (50-60 hours) shadowing executives during 

meetings. In total, I spent 118 hours conducting participant observations; the data collection was 

a fairly even mix between everyday business operations and happenstance encounters. In fact, the 

majority of data was collected from the conversations and occurrences following a scheduled 

meeting or event, as well as from planned and unplanned passer-bye cubicle discussions. In both 

instances, I made myself known to employees by making a verbal statement to those involved 

before my observations began. 
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Even though I established a sound rapport with the majority of executives in this study and 

fully expected to spend time shadowing some of them, I was unable to gather any data from direct 

observation of executives for a number of reasons including sensitivities surrounding the content 

or discussions of executive level meetings, the need for specific program clearances, travel or 

schedule conflicts, and on a few occasions, I picked up on a general sense that some executives 

were not at ease with me shadowing them, despite established working relationships and awareness 

of my observation focus. Many executives pointed me to other lower level managers or individual 

contributors that they regularly tapped for information because as several executives said, “…they 

are closer to the data…” (see Figure 4). 

Due to the level of leadership involved in this study, participant anonymity and trust were 

critical. Therefore, while participants did not have to sign the informed consent notice, each 

participant was provided with a hard copy or an electronic copy of the informed consent notice. 

After reviewing the informed consent notice with participants, I provided background information 

on the study, including my own professional interest in information issues related to the company, 

where I was an employee at the individual contributor level. To put executives at ease regarding 

confidentiality and anonymity, I clarified both the internal company process and the external 

academic process that I successfully completed to obtain approval to conduct the study. Interviews 

were documented using a pen and paper or a laptop. All names referenced in this study are 

pseudonyms to protect the anonymity of participants (see Figure 4 and Appendix C). 

Participants were asked 25 questions relating to their knowledge, attitudes and behaviors 

when they needed information. Interviews were semi-structured, which allowed participants to 

guide the direction of the interview based on their own personal, job-related experiences. So once 

I received verbal consent to start the interview, I focused on having participants give specific 
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examples and accounts of their experiences. All participants shared openly and freely during the 

interviews although some were more eager to share than others, and all of the participants seemed 

appreciative, to some degree, for the opportunity to participate in the study. In fact, many of the 

participants thanked me for interviewing them. Some participants were more stern and serious than 

others, giving short and pointed responses, but most were good-spirited, providing thoughtful 

answers. 

In addition to recording field notes and conducting interviews, I also relied upon 

supplementary data from other types of resources including, but not limited to: business articles, 

financial reports and other documentation, along with personal communications with colleagues, 

executives, and other on-site personnel during normal business hours via phone, email, instant 

messaging or face-to-face. Field notes were summarized and outlined using the community 

analysis model to discuss and structure the data collected (Grover, Greer, Agada, 2010). 

My role was that of a professional employee with ample access to internal resources and 

contacts. As such, my role in this study was that of a fully immersed researcher functioning within 

the organization. Participant observation coupled with interviews were the best tools for this study 

because this topic requires an understanding that is best communicated through descriptive stories 

and specific examples, which provided a unique insight into the process executives use when they 

need information. 

 

Data Analysis 

“One primary difference between ethnography as science and other social and behavioral 

science methods of investigation is that ethnography assumes that we must first discover what 

people actually do and the reasons for doing it before…” drawing conclusions based on personal 
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experiences, professional training, or academic practice (LeCompte and Schensul, 1999, p. 1). The 

process of analyzing the data began with transcribing the raw data from interviews and participant 

observation in order to code the data into conceptual categories (LeCompte and Schensul, 1999). 

Data, such as demographic information and closed-ended questions were pre-coded. For data that 

was not pre-coded, I started with open coding to assign labels to items of interest, and then I used 

axial and selective coding to further organize and categorize the data, as well as consider trends 

(Glaser and Strauss, 1967; Strauss and Corbin, 1998).   

Theorizing or building formative theory is systematic thought that identifies relationships 

between relevant information from fieldnotes and interviews and relevant information found in 

other sources, and then considers how and why the data fits (LeCompte and Schensul, 1999). “The 

cognitive processes involved are: perceiving, comparing, contrasting, aggregating, ordering, 

establishing linkages and relationships, and speculating” (LeCompte and Schensul, 1999, p. 69). 

As I coded the data, I took notes or reflective memos, which were used to follow up with 

participants to ensure the data I collected accurately reflected participants’ statements. Member 

checks via in person visits and follow up phone calls allowed me to verify observations and affirm 

my own understanding (LeCompte and Schensul, 1999; Stake, 1995). 

After the data was collected and coded, patterns and trends began to emerge from the 

descriptive information I compiled. Triangulation of the data through multiple sources and data 

redundancy, the point in which new information was no longer yielded, indicated closure of the 

fieldwork (LeCompte and Schensul, 1999; Stake, 1994). My goal in this study is to present the 

dynamics of the company as accurately as possible. However, I recognize that findings are based 

on my interpretations that include to some extent, my own insufficiencies and biases.  
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CHAPTER 4 

ETHNOGRAPHIC CONTEXT 

 In this chapter, findings and discussion are woven together to preserve the ethnographic 

integrity of the data  collected from 31 semi-structured interviews and 118 hours of participant 

observation, which includes my own personal experiences and observations, conversations and 

interactions with employees, and internal and external, non-proprietary documentation about JET 

Aircraft Co.  

Using the community analysis model (Grover, Greer, Agada, 2010), I describe and sketch 

the working landscape of the JET Aircraft Co., probing the levels of individuals, groups, agencies, 

and finally the culture that unites the company. Some facts about the company, such as specific 

demographic information, were difficult to obtain or simply unavailable. While much of the 

company’s information is publically available, some types of information are proprietary and thus 

safeguarded from disclosure. 

 

JET Aircraft Co. Analysis 

Demographics represent a synthesis of the individuals within an organization such as a 

company (Grover, Greer, Agada, 2010). Specific demographic data on JET Aircraft Co.’s 

employee population is not necessarily readily available or accessible. Therefore, I started my 

search for demographic data by looking at studies on the aerospace and defense (A&D) industry 

as a whole. A&D workforce studies cover topics such as: technology, leaning/development, 

compensation/benefits, hiring and demographics (Hedden, 2011, 2012). Next, I looked for 

company-specific data by using various internal resources, including electronic sources and 

colleagues. 
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JET Employees 

Individual employees within the company are divided into two segments: leadership and 

non-leadership (see Figure 4). Approximately 90% of the company’s employees are in non-

leadership positions. Employees that are not in leadership positions are called individual 

contributors, and they are further divided into non-represented individual contributors or 

represented (union) individual contributors. There is approximately a 60% / 40% split in the 

individual contributor population, respectively. The leadership population makes up about 10% of 

the company’s population, and executive leaders, director and above make up less than 1.5% of 

the leader population. 

Within the aeronautics and defense industry, the average age of employees is about 45.7 

years (Hedden, 2011). At JET Aircraft Co., the average employee age is just slightly lower at 45.6 

years. The company’s workforce comprises four generations of workers: Traditionalist, Baby 

Boomers, Gen-X, and Millennials, and nearly 70% of JET Aircraft Co.’s employees are either 

eligible for retirement or nearing retirement age. According to a PEW Research study (2009), 

nearly half of the “Threshold Generation,” working adults ages 50 to 64 on the threshold of 

retirement, say they may delay retirement (Taylor et al., 2009, p. 10). In terms of age disparity at 

JET Aircraft Co., the workplace of the future will likely consist of five generations of workers 

(Meister and Willyerd, 2010). 

Retirement announcements at JET Aircraft Co. seem to come in waves, depending on 

economic fluctuations and company changes. It is not uncommon to see one, two or even a handful 

of retirement announcements posted on message boards located around the facility, usually near 

vending machines. What does seem to be uncommon is employee tenure at retirement. According 

to a Bureau of Labor Statistics (BLS) news release, the median tenure for workers age 55 to 64 is 

62 



 

10.4 years (U.S. Department of Labor, 2014). Nevertheless, at JET Aircraft Co., I saw retirement 

announcements that publicized employees were retiring after 24, 35, and 46 years of service. 

In 2006, AERO-SEC Global closed their defined pension plan to new employees, possibly 

due to legislation that requires companies to fully fund their pension plans over a set number of 

years, starting in 2008 (Purcell, 2006). Defined benefit pensions create longevity risk and liability 

on a company’s balance sheet. Since 2006, the enterprise has invested billions of dollars into the 

pension. In July 2014, the enterprise announced plans to freeze the salaried defined pension plan. 

The freeze impacts salary starting in 2016 and years of service starting in 2020. The pension benefit 

calculation uses an employee’s years of service and final average salary (the average of the highest 

three years of pay in the last 10 years) to determine benefits, so staying longer does not increase 

employees’ pension benefit. This announcement impacts more than half of the corporation’s entire 

workforce and well over 200,000 retirees. 

Within the company, this announcement had employees talking. The company’s pension 

plan is often referred to by tenured employees as “the golden handcuffs” because once employees 

are fully vested; it is hard to leave to the company. An employee with almost 25 years of service 

to the company said, “…Old guys like me refer to the defined benefit pension as the golden 

handcuffs. Now that the pension is being frozen, they may loosen their grip on a lot of folks sooner 

than they previously would have.” Even John, a director with 33 years of service mentioned twice 

during the course of his interview that he may consider retirement because: “…what is the point 

in staying now?” 

Another employee with 37 years of service provided some additional insights on pension 

contributions and the workforce: 

[At the] end of next year is all of the salary that you can contribute to your pension. Medical 
will be $1200-$1500 per month until you get on Medicare because medical isn’t covered 
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anymore. In terms of salary, there’s about $20/ month difference in that end. I see a lot of 
people leaving around 2020. There’s such a large gap [in the workforce]...it’s going to be 
interesting. 
 
Within the aerospace and defense (A&D) industry, women represent about 23.6% of the 

workforce and under-represented minorities, identified as Latino, African-American, Native 

American, Alaskan Natives, Asian/Other Pacific Islanders, and two or more races, also represent 

about 23.6% of the workforce (Hedden, 2011, 2012). At the aeronautics company, the distribution 

of women is slightly lower than the A&D industry average within the overall employee population 

and within the leadership population, but largely reflects the A&D industry’s gender ratios of: 24% 

female and 76% male (Hedden, 2011, 2012). In contrast, the company’s under-represent minority 

distribution is slightly higher than industry average for the overall employee population and 

slightly lower within the leadership population, but again, largely indicative of the A&D industry 

as a whole. I was unable to obtain data on the company’s educational distributions; however, more 

than half of the company’s workforce consists of employees whose jobs require, at a minimum, a 

bachelor’s degree, to be hired. 

 

JET Executives 
 
The research population for this study included any executive within the JET Aircraft Co. 

that were located at the headquarter facility, which includes about 1% of the leadership population. 

The sample population for this study was selected using purposeful sampling to target executive 

level leaders, ranging from directors to vice president and above, many of whom I had established 

a good rapport. Of the 31 executives I interviewed, 20 were directors and 11 were vice president 

or executive vice presidents. The functional distribution included: 2 business development and 

strategy, 1 business operations, 4 business ventures, 1 communication, 9 finance, 2 information 
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technology (IT), 1 legal, 6 program, 3 supply chain, 1 technical operations and engineering, and 1 

human resources (HR) (see Figure 4, Figure 6, and Figure 7). 

As shown in Figure 8, the gender distribution was 8 female and 23 male. The self-reported 

ethnic distribution included: 3 African-Americans, 1 Indian/Asian, 1 French American, 1 

American, and 25 Caucasian/Others (see Figure 9), and the age distribution included 1 31-40 year 

old, 4 41-50 year old, and 26 over 50 (see Figure 10). All of the participants had a college 

education: 8 had a four-year college degree and 23 had a graduate level degree (see Figure 11). 

Lastly, the overall average executive company tenure was 26.7 years, the average executive 

leadership experience was 20.9 years, and the average number of years executives had in their 

current position was 5.9 years (see Figure 12). 

Of the 31 executives interviewed, 5 executives were under the age of 50 and 5 executives 

had 15 years or less service to the company. Of the 10 executives that were either under age 50 or 

had 15 years or less of company service, only 2 executives were both under age 50 and had less 

than 15 years of service the company; both executives were directors, one male and one female. 

The other 3 executives with 15 or less years of service to the company included 2 directors, both 

female, and 1 vice president, a male, all of whom were over the age of 50. (see Figure 4, Figure 6, 

Figure 8, Figure 12, and Figure 13). 
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Figure 6. Leadership roles of executives 

 

 

Figure 7. Functional representation of executives 
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Figure 8. Gender distribution of executives 

 

Figure 9. Self-reported ethnicity of 
executives 
 

 

Figure 10. Age distribution of executives 

 

Figure 11. Education level of 
executives
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Figure 12. Average years of experience of executives 

  

 

Figure 13. Comparison of executive age and tenure 
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JET Groups 

Groups are formal and informal organizations that meet regularly (Grover, Greer, Agada, 

2010). In the 2001 timeframe, JET Aircraft Co. established the Executive Diversity Council (EDC) 

and the Business Area Diversity Councils. Starting in 2003, the company began implementing the 

Diversity Maturity Model (DMM), including affinity groups, which are now known as employee 

resource groups (ERGs) and employee networks. JET leadership forums also stemmed from these 

efforts. At JET Aircraft Co., the diversity organization provides employees with information on 

the groups and resources available to employees. 

Leadership forums are groups established by executive leadership to address enterprise-

wide issues and include national and regional forums that promote professional development and 

workplace inclusion. At the enterprise level, leadership forums include the African American 

Leadership Forum (AALF), the Council of Asian American Leaders (CAAL), the Hispanic 

Leadership Council (HLC), the Lesbian, Gay, Bisexual, Transgender (LGBT) Leadership Forum, 

the Military/Veterans Leadership Forum, the People with Disabilities Leadership Forum, and the 

Women's Leadership Forum. 

Employee resource groups or ERGs as they are more commonly known within the 

company are formed by the heart of diversity and include, but are not limited to, race, ethnicity, 

sexual orientation, gender identity, disability, military or veteran’s status, gender and age. Forums 

provide support for professional development, facilitate increased awareness and education, and 

help advance the company’s mission and objectives. ERGs available to employees include JET 

Veterans, the African American Leadership Forum ERG, the Asian American Association for All 

(A4A), the Hispanic Professional Leadership Association (HPLA), PRIDE, the Women’s 

Initiative Network (WIN), and a number of other virtual organizations. 
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Employee Networks are formed by employees with a common interest, who voluntarily 

join together to create a support system. Employee networks are generally aligned with existing 

business initiatives and functions. Members share ideas and best practices, provide research and 

peer support, address strategic business initiatives, and participate in activities that promote the 

enterprise. Some of the many employee networks at the company include: affordability, 

innovation, business analysis, project management, cybersecurity, engineering, data analytics, 

energy, manufacturing, software development, computer-aided design (CAD), modeling and 

simulation, engineering, propulsion, material regulation, sustainment, unmanned systems, 

navigation and control, fluid dynamics, applied physics and electronics. Many employee networks 

have a SharePoint site with general information and points of contact listed. 

Employee networks are also established through activities such as: aikido, ballroom dance, 

basketball, belly dancing, the bicycle club, the camera club, golf, jazz band, pottery, 

racquetball/handball, rock-hounds, softball, Tae Kwon Do, volleyball, and yoga. Most of these 

activities are held off site at the recreational association that is located at a facility a few miles 

away from the company. I used to participate in the volleyball league, and while it was convenient 

to drive from work to the recreation center, it was a really long drive from the recreation center to 

my house. After one season, I stopped participating because of the distance from my home.  

There is also an informal running club that is organized primarily through email, 

particularly around the time of big running events. I participated in a running event with the 

company team once for a 10K race many years ago, and they kindly continue to invite me to 

participate in organized race events as they are scheduled each year. There are likely more groups 

such as the running club that are informally organized, but it is the only one I am aware of 
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presently. Other company groups I am aware of include the Weight Watchers-at-Work group, and 

multiple company Toastmaster chapters. 

I also participated as a member and officer in the Women’s Initiative Network (WIN) ERG. 

Through my involvement in WIN, I met a number of employees, both men and women, from 

different functions and organizations that I probably would not have met otherwise. As a WIN 

officer, I helped plan events such as the executive speaker series: A Day in the Life of an Executive. 

Planning the executive speaker series with WIN officers offered me the opportunity for 

relationship development with some of the company’s female executives, both on a personal and 

professional level. Such opportunities in business organizations are rare; the experience and the 

knowledge gained were invaluable to me. 

JET Aircraft Co. employees had varied opinions about engagement and networking groups. 

An employee with five years of service who is also an officer in an ERG said: 

I think there is a lot of focus on celebrating differences and all of these special ERGs, but 
in the end, it’s difficult to associate ERGs with company performance. Leadership acts 
engaged and makes these focus areas seem relevant, but in the end, it seems that none of it 
is a meaningful take home benefit for employees. 
 
While some employees may not necessarily see the benefit of ERGs, others feel it is the 

company’s way of making an effort, as one employee shares: 

I’ve been with the company for five years, but I’ve been with a number of other companies, 
including some of our competitors, and I really like it here. I mean you still have the crap, 
but there’s crap everywhere, and the company is trying…you know, affinity groups and 
engagement and that sort of thing. 
 
One group that constitutes less than 1% of the AERO-SEC Global population is the Fellows 

network. Fellows are world-class technical engineers, scientists and technology experts. To 

become a Fellow, a high-performing, technical individual contributor or leader must be nominated 

by a vice president or a vice president nominating delegate. Fellows are nominated and approved 
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every three years. The company’s purposeful identification of technical experts ensures a network 

of innovative, technology-focused problem solvers that can be tapped for support. 

Other employee groups include professional groups external to the company. The most 

common professional groups, include the National Society of Black Engineers (NSBE), the 

Society of Hispanic Professional Engineers (SHPE), and the Society of Women Engineers (SWE). 

Employees are likely members of many other professional groups that are not listed on the 

Diversity web site. For example, I am a member of Special Library Association (SLA), and one of 

the vice presidents interviewed mentioned involvement with the National Contracts Management 

Association (NCMA) while another mentioned the National Defense Industrial Association 

(NDIA). 

Among the employee population, some workers are represented by union groups. The 

major unions that are active at JET Aircraft Co. include the: International Brotherhood of Electrical 

Workers (IBEW), the Office and Professional Employees International Union (OPEIU), 

International Union of Security, Police and Fire Professionals of America (SPFPA), and the 

International Association of Machinists and Aerospace Workers (IAM). Other unions may be 

present within JET Aircraft Co., but these are the primary union groups currently operating and 

represented. 

 

Executive Involvement in JET Groups 

Of the 31 executives interviewed, 20 confirmed engagement with employee groups, either 

through membership or sponsorship of a group (see Figure 14). When asked to specifically name 

the groups they were involved with, 19 of 20 were able to name specific groups and most named 

multiple groups. As shown in Figure 15. , executives identified involvement with the following 
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groups: the African American Leadership Forum, JET Leadership Association, Women’s Initiative 

Network, PRIDE, Society of Hispanic Professional Engineers, Asian American Association, 

LGBT Leadership Forum, JET New Hire Club, Diversity Council, National Contract Management 

Association, and the Hispanic Leadership Association. Other informal groups that executives 

mentioned were more function-specific type of groups, such as employee development councils 

and mentoring programs. 

 

 

Figure 14. Self-reported executive participation in company groups 
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Figure 15. Executive participation in specific company groups 

 
JET Agencies 

While groups tend to be more informal organizations, agencies have a formal role and 

function within an organization and typically provide a service or product (Grover, Greer, Agada, 

2010). At JET Aircraft Co. headquarters, there are many agencies. For example, the company has 

its own security department and a fire department. Of note, if an employee dials 911 from a phone 

within the facility, the call goes to the company’s internal security department for assistance. 

Additionally, when making internal calls, employees only have to dial the last few digits of the 

internal contact’s phone number to reach them. If employees are making an internal phone call to 

someone located at JET Aircraft Co. Location 2 or Location 3 (see Figure 3), they do not have to 

dial long distance; they can just dial the area code and number to be connected. 

Other more physical forms of security are present in the form of keys. The company has 

what is referred to as the Lock shop for locksmith services on site in its own building. I always 
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knew employees could request keys for desk drawers and cabinets, and I even requested a key be 

delivered to me for a desk that was missing a key once, but I never gave it much thought otherwise.  

For the last couple of years, I was temporarily assigned to support the facilities department 

for a special project related to affordability and footprint reduction. During my assignment, it 

became increasingly clear just how integral locksmith services are to the company’s operations. 

Every desk, overhead bin, filing cabinet, supply or tool cabinet, door, safe, scooter, and container 

at the plant generally requires some sort of key or locking mechanism, be it a physical key, a 

combination, or both. The magnitude and necessity for physical lock and key security did not 

resonate with me until I had to walk to the lock shop to pick up keys I needed made. 

The lock shop is located inside a small stand-alone red-brown brick building that has a full 

length tinted glass door. When I stepped inside the building, the lighting was dim, and I was 

standing in a short hallway. At the end of the hallway I could see a bunch of small yellow envelopes 

hanging from a pegboard, and as I walked towards the pegboard, I could see one of the yellow 

envelopes had my name on it. As I reached for the envelope with my name on it, a man I assumed 

to be one of the company locksmiths, greeted me from behind a Dutch door and asked how he 

could help me. I could hear the sound of a radio playing in the background, but I could not make 

out the song. 

I greeted the locksmith and told him I was there to pick up my keys. We had a casual 

conversation about the weather and how busy his day had been, and as we talked, I notice the work 

area behind him – work tables went all the way around most of the room and above the tables were 

pegboards that were filled with tools and keys, lots and lots of keys. A large work table was also 

in the center of the room and there were several machines that I suspected were used to cut keys. 

In that moment, the significance of lock and key security was unmistakable. 
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JET Aircraft Co. security requirements and restrictions are transcending physical space and 

progressively extending into the cyber-sphere. Personal audio and video recording devices are 

prohibited on company owned or controlled property, and while employees can bring personal cell 

phones or tablets to work, they are not allowed to take photos or videos of any kind, this includes 

using services such as Facetime or Skype. Violation of this company policy subjects offenders to 

disciplinary action up to and including termination. 

Even some magazines are not allowed inside the facility. In May 2013, Microsoft promoted 

Office 365 by offering routers in a limited number of Forbes magazines (Matyszczyk, 2013). Open, 

uncontrolled wireless local area networks are a security risk to the company because information, 

proprietary and otherwise could be freely transmitted and distributed; the company does not 

operate on an open cloud. An information technology (IT) co-worker with 27 years of service said, 

“It is highly unlikely that JET will ever partake in cloud computing; we are our own cloud. There 

are just too many risks with cloud computing.” 

Another security sensitive matter is social media websites. While employees can access 

social media websites internally, employees must agree to the company’s social media guidelines 

that are based on transparency, respect of laws and policies, and protection of company and 

personal information. Employees must agree to these guidelines every time they access such sites 

internally. To me it seems to be a reminder to employees that they are employees and 

representatives of JET Aircraft Co. regardless of their presence – physically or online. 

At JET Aircraft Co., security is extremely important, as are ethics. In fact, ethics are so 

important that the company has an ethics office. The company expects employees to act 

respectfully, responsibly and ethically in all circumstances. Every year, the company requires all 

employees and leaders to go through ethics training to provide updated information on 
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expectations and to refresh employees on the process for reporting ethical violations. The ethics 

office serves as a resource for company employees. If an employee has information about unethical 

conduct and they do not feel comfortable going to their manager, they can go to the ethics office 

or even call the ethics hotline to report issues. 

The corporation does not make light of ethical misconduct. Several years ago, AERO-SEC 

Global (see Figure 2) asked their Chief Operating Officer to resign when an ethics investigation 

confirmed a personal relationship with a subordinate employee. This was a bold and confident 

move by the corporation, emphasizing the importance of ethics within the enterprise. At the 

business unit level, ethics is just as important. However, JET Aircraft Co. is one of the 

corporation’s biggest business unit’s with a large number of employees, and suspicion of personal 

relationships and rumors are rampant (see Figure 3). 

Several employees at the company shared rumors pertaining to stories of a carnal nature, 

but none of the employees who shared these stories with me had any fact-based evidence to support 

what may or may not have happened nor did they report anything to the ethics office, so I accounts 

were perceived as anecdotal. However, the phenomenon known as “JET Love” or “Love at JET”– 

employees who meet at the company and then date or get married and one or both continue to 

work for the company – is a common reference. I personally know many married couples that 

work for the company; I do not know if or how many of them are as a result of “Love at JET” (see 

Appendix D). 

In recent years, the corporation has introduced a more proactive approach to health and 

wellness. To implement the changes, new programs were initiated to encourage walking and 

exercise, healthy eating, and smoking cessation. The company’s on site medical facility is fully 

staffed by doctors and nurses. The company’s medical department was renamed the Wellness 
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Center and is located in the front of the main building, across from a security check point. The 

Wellness Center’s location is likely by design; external visitors, contractors, and employees 

returning to work who need to go to medical may enter the facility and upon security approval, 

walk directly into the Wellness Center without roaming through the facility. 

 Medical supports the company’s proactive approach to health and wellness through 

expanded medical services. In addition to offering vaccinations before international business trips, 

assisting employees with medical leave or disability, and providing comprehensive health services 

to executive leaders (vice presidents and presidents), the company’s medical department now 

offers employees health checkups, examinations, and other medical-related services free of charge. 

Employees are also offered a free flu shot every year in the October-November timeframe and free 

metabolic testing several times per year. Medical accepts walk-in patients as well as patients who 

have an appointment. 

Even though the company has worked hard to communicate and market the expanded 

medical services, some employees are still not aware them. One morning, one of my co-workers 

came into work; she looked pale, tired, and had a heavy cough. She was sick. I asked her why she 

came into work, and she said, “I have a lot to do today, and I have a meeting I can’t miss – it’s a 

[vice president] meeting.” 

During our conversation, she mentioned her meeting was in the main building so I told her 

she should stop by plant medical (now branded the Wellness Center)  since her meeting was on 

that side of the facility. She was appreciative, but I had my doubts that she would actually go. As 

we were talking, I could hear other employees in the area quietly talking; it was clear they were 

not happy about the folks who were coming to work sick recently, especially since influenza was 

particularly bad during the 2013-2014 flu season. 
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Illnesses tend to spread quickly in the office, but employees routinely come to work sick. 

Even some of the employees who were grousing have come to work sick. I am just as guilty. I’ve 

gone to work sick on more than one occasion because of deadlines or meetings, and sadly, I can 

count the number of times I have gone to plant medical for care on one hand. Its location is not 

very convenient for me because of how far away I sit from the main building, and without knowing 

how busy they are or how long it could take to be seen, for me, it is a convenience that is not 

necessarily always convenient. Later that afternoon, I saw my co-worker, and to my surprise, she 

had gone to plant medical for care. She was really excited that she was able to be seen, obtain 

medicine, and get a prescription, “for free!” 

Like most businesses, the company has a human resources (HR) department. At JET 

Aircraft Co., HR operates on a matrix, with a core department and embedded business partners 

within each function and program. I have worked with HR employees many times in the past, but 

I have never worked in a role that required direct, daily interaction with the department. While I 

have not had trouble obtaining HR-related data when it was required, I have had trouble figuring 

out whom in HR to contact to actually get my hands on the data I needed. Yet, I do not believe this 

is an HR-specific problem, I think this is a problem across all programs and functions. 

An employee with 37 years of service agreed: 

…information is buried in various cliques. It takes tribal knowledge to know what org to 
go to. I was looking for something the other day regarding HR and a corporate policy and 
it took me half an hour of searching which got me nowhere. I ended up calling someone 
who could give me the policy number so I could look it up directly. 
 
JET Aircraft Co. also has a facilities department that performs building repairs and 

upgrades, office repairs, moves, maintenance, and general upkeep. The structure of facilities is 

very confusing to me, both as an employee and as an internal customer. The facilities department 

is seems divided, utilizing multiple systems and separate processes to handle customer requests. I 
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was not at all familiar with the structure and operations of the company’s facilities department 

before my assignment to the affordability special project team where I led the reduction of 

documentation and paper storage areas. However, due to my special assignment, I became much 

more acquainted with the facilities organization, and since I spent much of my time there during 

my observations, I provided a little more detail based on my special assignment experiences within 

the facilities department. 

At a very high level, the facilities department is split into an office team, a lab team, factory 

team, and a maintenance team. There are also some other divisions within facilities; however, I 

am not familiar with the work they do or how they are integrated into the department. I worked 

very closely with the facilities office team members assigned to the affordability and footprint 

reduction team. While my tasks were focused on footprint reduction requirements, facilities 

requested my help managing facility-specific issues in office for a function that was particularly 

challenging. 

So, in addition to managing affordability and footprint reduction issues and tasks, I was 

given a stretch assignment that involved fielding and managing facility issues on a wide variety of 

issues ranging from a leaky roof to moving people, furniture and boxes to safety hazards and 

ergonomic issues. I even received calls from co-workers who knew I was working on a special 

assignment in facilities and thought I might be able to help them get a facility or maintenance issue 

resolved. 

As an example, one morning I received an email from an employee who indicated they had 

a light bulb in a work room that was out and need to be replaced. She said that the electrician that 

changes the bulbs said he could not do it and that she needed to call facilities. Apparently the lights 

straddle a wall and changing the bulbs in the area is very difficult. I wanted to help, so I sent her 
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email to a lead employee in maintenance who had been very helpful in getting some other 

maintenance-type issues resolved. 

While I was told that the electrician would take care of the lights, for whatever reason, the 

light bulbs were not changed. About a week later, I received a note from the customer that indicated 

the employee who used the work room had “…restored to using a flashlight.” After receiving her 

email, I elevated the issue to several managers and one senior manager. The light bulb was replaced 

about 2 hours later. It took over a week to have the light bulb replaced. I do not know where the 

communication breakdown occurred, but this situation involved a lot of people and took a lot of 

time – to change a light bulb. 

In discussing this issue with an employee who has 7 years of service, my account was not 

surprising at all. She relayed that even though “this is the largest of all of the company’s sites…we 

only have 3 or 4 electricians.” I found this information completely baffling considering not only 

the size of the headquarter facility, but also the sheer number of lights and light bulbs. When I 

inquired about the number of electricians, I found that over 30 employees have the term 

“electrician” in their job title. That is not to say that every employee with ‘electrician’ in their job 

title is necessarily a licensed electrician, but it is very likely there are more than 3 or 4 electricians 

that work for the company. 

Understanding the facilities organization’s tools and processes were vital to my role on the 

affordability and footprint reduction project team, particularly since the reporting structure and 

hierarchy of the organization is so multifarious. In addition to the challenges I had related to the 

facilities structure, the complexities were compounded by the use of three different systems for 

internal customers to report problems and make requests. For example, when there is a problem or 

a need in an office area, employees are supposed to report issues through a system called the 
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“Move, Add, Change, Surplus” portal, referred to as “MACS.” For high-dollar facility change 

requests, regardless of area type, employees are supposed to use an IBM system called Maximo, 

referred to as “Max,” and lastly, employees are to report maintenance issues via a phone hotline. 

Employees use the MACS portal to request facility services such as moving a person from 

one area to another, requesting a different type of desk, mounting a picture, getting rid of a filing 

cabinet or other piece of office equipment – anything an employee needs moved, added, changed 

or surplused in an office area. If an employee has a broken chair, requesting a new chair through 

MACS would result in the customer being redirected to the maintenance department. For large 

scale project such as moving doors, walls, repainting an area, or completely overhauling an area, 

employees are supposed to use Max.  

However, it seemed that most requests came through MACS, regardless of which system 

and process they should have used, probably because MACS is easier for employees to use. To 

submit a MACS request, an employee clicks on the MACS link, selects small request or large 

request based on the number of people being moved if that is applicable, and then they fill in the 

blanks or type a description of the need; MACS also does not require users to set up an account 

and password. Due to the ease of use there were a number of MACS requests received that 

probably should have been submitted using Max. It was not uncommon for me to hear MACS or 

Max used in a sentence and have no idea which system facilities employees were referring to 

because when MACS or MAX are said aloud, they sound the same. Several times when the context 

was vague, I had to ask for clarification, “I’m sorry…are you referring to MACS or Maximo?” 

Putting myself in the customer’s shoes, even if using MACS was not the right system and 

process, I would probably would have used MACS to submit facilities requests, regardless of the 

my facility need, simply because it was easier to use and did not require yet another password. In 
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Max, there are fields that a typical end user would not know how to answer, for example, the 

estimated value of the work to be completed or how and who to send or assign the Max request to 

were a couple of the fields where I encountered frustrations. Experiencing this for myself made 

me understand why end users preferred to call or email me with problems – the systems facilities 

utilizes, particularly Max, are available, but it is unclear when to use them, and the systems does 

not offer any substantial help or direct users to local contacts that can help should they have a 

problem. 

For maintenance issues such as a broken chair or an out of order toilet, employees call the 

maintenance hotline number to report the problem. The maintenance hotline number used to route 

to a call center located in New York State, but due to the high cost and poor service, the calls were 

transferred back to the local group that handled the calls previously. Maintenance hotline 

representatives that answer the phones enter the maintenance issue into a queue, and from there, I 

am not really sure where the ticket is sent or how it is processed, but the route to resolution seems 

cumbersome. 

In talking with an employee who has worked in tandem with facilities for over 15 years, 

confusion around the maintenance department is not new: 

Facilities is easy to understand. You have the office side, production side, special projects 
and then maintenance. When you get into the structure of maintenance, it is complicated 
and they keep changing it…and that doesn’t help. Facilities used to have maintenance 
managers over each trade: carpentry, electrical, plumbing, sanitation, and mechanical, and 
you knew who to call when there was a problem. Then management changed and so did 
the structure of maintenance. They changed to this zone structure where you had different 
trades responsible for specific areas of the plant reporting to different managers who may 
or may not have known anything about the trades working for them. This is an example of 
the failure: you could have a carpentry supervisor with electricians and plumbers, etc. 
Supervisors were not properly cross-trained, in my opinion, to supervise some of the crafts 
that reported to them. So they were asked to supervise work and tasks they knew nothing 
about that was being performed by union personnel. And on top of that, facilities wouldn’t 
publish a zone map to help us, their customers, figure out what buildings were in what 
zone. It was frustrating. Now, I don’t know what they are doing. They [have new 
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management and] are back to having supervisors over specific trades and they are doing 
some kind of modified zone structure, but they still won’t publish a zone map. The real 
problem is customer perception that the work isn’t done in a timely manner or that it was 
never done at all. I was trying to figure out the gap…if the maintenance ticket worked 
without failure, the org structure wouldn’t matter, right? It goes back to processes. If the 
processes are robust, you don’t have issues. 
 
In addition to the facilities department, JET Aircraft Co. also has a transportation 

department. Both the facilities department and the transportation department report up to the larger 

production organization, but the transportation department is obscured under the manufacturing 

services department. Transportation manages the movement of items around the plant, which 

includes administration of the company’s scooter pools. If employees need to get somewhere on 

site quickly, access to a scooter is extremely beneficial, especially for employees located in 

outlying buildings. However, scooters can be hard to come by. First, employees have to know the 

scooter pool owner/administrator and request access, and as far as I can tell, that information is 

not readily available through the internal web. In fact, I did a search on the internal home page and 

found “0 results.” 

If employees are able to locate the appropriate person and are granted access to the pool, 

which to my knowledge is at the discretion of the pool administrator because I could not find any 

company policies related to scooters, then employees are likely competing with all of the other 

employees in an entire department or group that also has access to the scooters. In many cases, 

scooter pools have 5 or less scooters. Only a few departments have 10 or more scooters assigned 

to them. In my experience, it is better for an employee to pad extra time into their schedule for 

walking to and from meetings so that they are not panicking or rushing when a scooter is 

unavailable because also in my experience, there is nothing more unbecoming than arriving hot, 

out of breath and disheveled for a meeting. 
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To accommodate the company’s large number of employees, JET Aircraft Co. has multiple 

cafeterias: one large cafeteria, the JET Café; one medium-sized cafeteria, the Midway Café, and 

two small satellite cafés. The JET Café includes a small Starbucks with limited services and offers 

breakfast, and multiple lunch options. Lunch selections include a soup and salad bar, home 

cooking, pizza, pasta, grilled food, Latin food, sandwiches, sushi, and a “go bar” that includes pre-

packaged salads, sandwiches and wraps. The JET Café was remodeled a few years ago, and the 

remodel added huge windows to the East wall of the building, upgraded tables and chairs, and a 

new outdoor seating area that includes tables and chairs with umbrella shades and a water feature. 

The Midway Café is located at the “mid-way” point of the production line and offers a 

soup bar, a “go bar,” pizza, and freshly made sandwiches. When the Midway Café was upgraded 

to accommodate the increasing employee population, new seating was created and now indoor 

tables and bar seating are available to employees. The two small satellite cafés have very limited 

offerings. There is a “hot” lunch line, generally with foods from the Home cooking area of the JET 

Café and pre-packaged salads, sandwiches and wraps. The satellite cafés also have snack and drink 

vending machines available. All of the cafés offer chips, cookies, snack foods, fountain and bottled 

drinks. Interestingly, when I reviewed the cafeterias’ menu online, located under the services 

organization, it only lists menus for the JET Café and the Midway Café, the satellite cafes are not 

listed at all. As an employee, I did not frequent the main cafeteria for lunch very often even if I 

was on that side of the facility for a meeting because it was usually pretty crowded, and if I were 

going to buy my lunch, I would do so on my way back to my desk when I walk by the Midway 

Café. 

JET Aircraft Co. also has an on-site and recently renovated work out facility for employees 

to use before or after work or during lunch. One employee who transferred to headquarters a few 
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years ago told me, “I knew we had a wellness center and a main cafeteria, but the place is so big 

that it was 6 months before I had seen either…” 

Other agencies built into the company include a mail center; a media print center, a 

photographic services department, a photo archive, a visa and passport office, a model shop, and 

a graphics and web department. The company maintains a training center called the Brooks Center, 

a Data Depository that maintains government and JET publications, and two physical research 

libraries, one of which is located at headquarters. While the focus of this study is not necessarily 

on JET Aircraft Co.’s library, collection or staff, I do believe it is important to provide a brief 

overview of the main library at the headquarter facility. 

JET Aircraft Co.’s library at headquarters is called the Company Research Library (CRL). 

In 2011, the CRL had one (1) full-time professional librarian, holding a Master’s degree in Library 

and Information Science from Texas Women’s University (TWU) and two (2) paraprofessional 

full-time support staff members. The CRL was physically located on the second floor of the main 

building across from the Brooks Center (BC) and near the areas where many engineers worked. 

As shown in Figure 16, the CRL comprised about 4000 square feet and included a collection of 

approximately 60,000 books, 300,000 microfiche reports, 3,000 hard copy reports, and 2,500 

journals in both hard copy and electronic format. 

In addition to its physical location and collection, the CRL also provides services through 

their web site which offers employees access to the library’s catalog, a number of subscription 

databases, and other electronic resources. The total CRL material budget, funded by the 

engineering department, totaled about $650,000, and library supplies, equipment, computers, and 

head count were funded separately by the company services department, now the media products 

and support services department. 
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Figure 16. Company research library layout 

 
Beyond the physical and virtual boundaries of the CRL, AERO-SEC Global and JET 

Aircraft Co. have a significant digital footprint. The enterprise has a network capacity of 5,700 

megabytes per second (Mbps) and 21.2 peta-floating-point operations per second (PFLOPS) 

capacity via 26 high performance computing (HPC) systems, which support 2.5 million users on 

430 critical applications. In addition, the enterprise includes 325,000 network ports, approximately 

200 terabytes (TB) of full packet capture storage, 145,000 managed desktop computers, 50,000 

workstations, and over 40 supported networks with 11 data centers across the enterprise. To 

provide additional context around the sheer volume of information that is processed and managed, 

about 4.5 million data posts are processed per day, 6.3 billion transactions per month, and 2 billion 

sensor events per day. 
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JET Lifestyle 

 The term lifestyle refers to an organization’s culture, which includes the organization’s 

history, values, topography, climate, leisure activities, transportation, communication, 

“community-ness,” economic life, and social issues (Grover, Greer, Agada, 2010). To construct a 

mental map of the JET Aircraft Co.’s culture, I examined each of these focus areas, beginning with 

the firm’s history, values and customs. 

 

History, Values & Customs 

The AERO-SEC Global enterprise boasts over 100 years of history. At the business unit 

level, JET Aircraft Co.’s headquarter facility was built in the 1940s, and played a major role in 

supporting the war efforts during World War II. The facility is made up of over 200 buildings and 

is government-owned and operated by the JET Aircraft Co. The facility’s heated and cooled 

production line is one mile long and has been in operation since 1942. 

All JET Aircraft Co. employees, government employees, contractors, and visitors must 

wear a badge for identification and access privileges. Badges are rectangular in shape, generally 

include a photo and may vary in layout and color, depending on citizenship and employment status. 

For security purposes, buildings, office areas, labs, programs, and other area types are 

compartmentalized and access is managed by a badge reader, access code, or a combination there 

of. When an employee scans their badge using a badge reader, the reader emits a negative sound 

to indicate the employee does not have authorization to enter the area and the door remains locked. 

If after scanning their badge, the employee does have access, the badge reader will emit a positive 

sound and the door will unlock indicating the employee may enter the area. For areas that require 

program or other levels of clearance, there are sometimes small, faded signs with comic-style 
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graphics that read, “Watch your tail gator” or “Watch your back jack,” indicating that when 

employees enter the area, it is important to ensure no one is following them that is not authorized 

to enter the area. 

If an employee is meeting another employee in an area they do not have access to enter, 

there is generally a phone hanging on the wall beside the door so that the employee without access 

can call the employee they are meeting with; in this case, the employee who does have access to 

the area is responsible for escorting the non-authorized employee in, through and back out of the 

area when they leave. Providing phones outside of restricted areas is a convenience for employees, 

but not if the employee does not know they do not have access to the area, or if the employee does 

not realize the area is restricted. These caveats are important because if an employee does not have 

knowledge of the area’s restrictions and whether or not they have access, a phone is nice, but only 

if they have the phone number for an employee inside of the area to call. Occasionally, a list of 

phone numbers are posted next to the phones, but that is not standard. It is generally a good idea 

to look up and write down the phone number of the employee being met with to avoid being late 

to a meeting. I would love to say I have never had this problem, but that is not the case. One 

afternoon when this happened to me, I was fortunate that another employee was coming back from 

lunch and he was kind enough to escort me to the desk of the employee I was meeting. If that had 

not happened, I would have had to walk back to my desk to look up the employee’s extension so 

they could meet me outside of the area – that could have easily delayed my arrival by 20 minutes 

or more. 

As an employee, your badge is your life line. If an employee forgets his badge, they must 

check in through security to get a temporary badge, which is generally referred to by employees 

as a T-badge, so that they can access and navigate the facility. When an employee receives a T-
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badge, their regular badge is deactivated until they return their temporary badge or get their regular 

badge replaced in the security badge office. 

The majority of buildings do not have windows so employees only see sunlight if they 

physically go outside or if they stand near an exit that has a full length glass door or a door with a 

window in it. Many buildings on the property have endured since they were originally built. Over 

the years, buildings have been torn down, newly constructed, and maintained or in some cases 

repurposed or upgraded. For example, one building on the property used to be a warehouse storage 

building, but at some point in the past, it was converted to office space and it now houses several 

hundred office workers. Working conditions, in terms of office furnishings really depends on 

where employees are located within the facility. 

In many buildings across the facility, office space was not updated for many years. Legacy 

areas, now referred to as generation one or Gen One areas (see Appendix D), have tan office 

furnishings, tan-beige wall paint or tan-beige textured wallpaper, and various shades of brown 

carpeting. The desks and furniture are metal and very heavy. One employee with 6 years of service 

said: 

If there is ever a tornado, I’d just get under my desk, nothing is going to destroy that 
thing…[laughs]. It’s been there since the 1950s! Really, that’s just kind of a running joke 
because the emergency plan [in my area] is to leave the building – it’s not structurally 
sound – and then go outside, cross the street, and go into a different building. 
 
The quality of carpeting in Gen One areas varied. Some areas had Gen One carpet that 

appeared to be in good condition, but in other areas I saw two or more different shades of brown 

carpet obviously abutting, and in some high traffic areas I saw frayed or torn carpet patched with 

duct tape. In some buildings, I noticed a couple of employees who had brought in rugs and carpets 

from home to put under their desk and chair inside of their cubicles. 
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Depending on the office area, carpet is a very sensitive subject, and while there are certainly 

areas where the carpet is old and worn out, I did not see carpet that I thought was soiled to the 

point that I needed to bring a rug from home. However, my initial reaction upon seeing a Gen One 

area was one of surprise. For a company with such state of the art technology and equipment, I 

was taken aback by such dated furnishings. What was even more surprising was when I learned 

that employee cubicle standards were based on salary grades. 

Employee desk and cubicle space in Gen One areas are standardized based on employees’ 

salary grade. For example, individual contributor employee Level 1-3 are allocated approximately 

50 sq. ft., basically a desk and chair; Level 4 employees receive 80 sq. ft., a desk, p-table and chair; 

and employees Level 5-6 commanded 97 sq. ft., a desk, computer table and a chair. So, tenured 

employees were generally allocated more space and more furniture and accessories in a single 

person cubicle set up. Cubicles that seat one person in Gen One areas are referred to as lead sets 

or chief cubes (see Appendix D).  

On the other hand, less tenured employees receive a smaller amount of space and are 

generally seated together in four-man style cubicles. Some Gen One areas have kitchenettes and 

some do not. I am not sure if there is or was a standard for kitchenettes in Gen One office areas. 

From what I observed, Gen One areas that have some type kitchenette fall into one of two 

categories, either a vice president offices in the area, or the building is separated, meaning not 

connected to the factory, and in some cases, both of the above are true. 

Managers in leadership are referred to as L-Codes because human resources codes 

managers with an L to indicate they are in leadership. In Gen One areas, office sizes vary 

depending on level of leadership. Typical Gen One L-code office standards are: 16’x16’ for vice 

presidents; 12’x14’ for directors and senior managers. JET policies stated that managers below the 
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Senior Manager level received cubes: 7.5’x12.5’ cube for Manager and half of a 12.5’x12.5’ cube 

for Associate Managers; however, it was not uncommon for Managers to have offices in Gen One 

areas likely due to the quantity and availability of offices (see Appendix D).  

From my perspective, legacy seating standards seemed to create invisible obstacles. 

Employees can view seating arrangements and have a general sense of employees’ salary 

grade/level, which seemed to impact how employees were viewed by other employees and in some 

cases even how they were treated. As an example, at one point, my team was seated in a building 

that had a lot of space so I was seated in a cube that was one level higher than my salary grade. 

One day a co-worker I had been working with on a project came by to meet me in person and his 

first comment after introductions was along the lines of “I didn’t know you were that level.” It was 

an awkward moment. 

In the late 1990s, office furniture was upgraded in about 30% of office space to what is 

now referred to as generation two or Gen Two office furniture. In areas that were upgraded to Gen 

Two, modular office furniture was installed and included blue overhead bins, blue rolling stools, 

and blue carpeting. All Gen Two areas that I saw appeared to be in good condition. Office 

standards in Gen Two areas were adjusted when those spaces were upgraded, and individual 

contributor employees, Level 1-6, were allocated approximately 64 sq. ft., sitting in individual 

cubicles. Managers in Gen Two office areas were allocated offices on a similar type of scale as 

Gen One. Also like Gen One areas, some Gen Two areas have kitchenettes and some do not; it is 

unknown if there is or was a standard for kitchenettes in Gen Two office areas (see Appendix D). 

However, kitchenettes and other elements deemed as perks by employees, such as new, 

upgraded office space, seemingly created a disparity between the “haves,” employees in new 

modern office areas,  and the “have nots,” those in Gen One office areas. This disparity surfaced 
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when I had to facilitate an explanation of why one Gen One area was given priority over another 

Gen One area; there are certainly some strategic drivers, but financial drivers are a large factor. 

Over the last couple of years, the company started remodeling and upgrading Gen One 

office space in various areas around the facility. The newly remodeled areas, referred to as 

generation three or Gen Three office space, include new ergonomic desk space configurations with 

adjustable desks, modern ergonomic chairs, black and blue carpeting, and bright blue and grey 

walls. Gen Three office areas were all designed with small kitchenettes, including 2-4 microwaves, 

a large industrial refrigerator, and usually an ion filtered water dispenser (see Appendix D). 

In Gen Three areas, cubical standards are similar to Gen Two areas, but the amount of 

space allocated to individual contributor employees, Level 1-6 was reduced to 56 sq. ft., and L-

coded managers, level 4 and 5, were assigned to cubicles, even if they sat in an office in a Gen 

One or Gen Two area. For example, an employee with 24 years of service shared his frustrations 

on the new office standards, reminiscing: 

In the old days, managers had offices with a shared admin who would act as a gate, and 
she would make the call on whether or not someone really need to see me. Now I sit in a 
cube and my employees come into my cube to talk to me, and I may be working on 
[sensitive materials like] an award or personnel reviews. Sometimes I have to walk around 
the plant to have conversations because my employees sit all around me. 
 
By the end of 2014, over half of Gen One office areas were upgraded to Gen Three. 

However, until all Gen One office areas are upgraded, the disparity that exists between employees 

that “have” modern office furnishing and the employees, the “have nots,” who have legacy office 

furnishing, will continue. 

Also of note, plant medical, the Wellness Center, also has a walk-station, an integrated 

treadmill and desk that employees can sign up to try and use. While walk-stations are an interesting 

concept, certainly supportive of health and wellness, I do not think the company would outfit entire 
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office areas with walk-stations due to costs and infrastructure requirements. However, I could 

envision the company considering walk-stations as a future work option for employees requiring 

medical accommodations. 

The main building, where most of the company’s executive offices are located, seems to 

be in a continual state of modernization because it is the first place visitors and guests are received 

and welcomed. The main building is split in half by a main aisle that runs from the building’s 

entrance straight back to the factory. This aisle is lined with large displays, murals, and 

inspirational quotes from the company’s different programs. 

The main building and all other buildings at the facility operate on a grid system (see Figure 

17); location information is formed by the building number, floor level, and an alpha-numeric 

column locator. For example, if an employee asked another employee where they were located, a 

common response might be: 1/1/A1, which indicates the employee, is located at column A1 on the 

first floor of building one. 

I was initially confused by the grid system because I didn’t know which direction column 

letters and numbers increased and because hallways in many buildings can appear identical, with 

only very subtle differences. Over time, I found that in general column letters run on an East-West 

axis and column numbers run on a north-south axis. Column letters progress through the alphabet 

heading West and numbers increase heading north. To avoid getting turned around, I learned to 

pay close attention to column locations by using the placards that are positioned approximately 

every 25-30 feet, marking column locations along the top of hallways in buildings. The placards 

are usually brown or blue, depending on the area. 
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Figure 17. Sample building grid system 

 

JET Aircraft Co. values respecting others and doing what is right. Diversity and inclusion 

mirror the company’s values and are embraced as key contributors to business success. The 

company considers diversity a tool that goes beyond the legal requirements of Equal Employment 

Opportunity (EEO) and Affirmative Action (AA) because it recognizes individual differences, 

allows for safe exploration of differences and similarities, and leverages those characteristics to 

deliver value. 

Workplace customs that differentiate JET Aircraft Co. from some of the corporation’s other 

business areas and many other large corporations includes the “9/80” work week schedule, which 

are often referred to by employees as 9/80s. In this instance, employees work 9 hour shifts Monday 
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through Thursday and 8 hours on Friday of the first week, and in the second week they work 9 

hour shifts Monday through Thursday and they are off on Friday of the second week. This schedule 

provides every other Friday off to employees. 

As an employee, I adore the 9/80 work week; this schedule basically provides employees 

with 26 extra days off per year. “Long weeks” are 5 day work weeks, and “short weeks” are four 

day work weeks. A new company employee I met said, “…my favorite company benefits is the 

9/80 work week!” Another employee, with 2 years of service agreed: “The 9/80 work weeks are 

awesome. I don't know if I can ever work anywhere else again because of them. If 9/80s went 

away, then I would consider leaving the company” (see Appendix D). 

Another important workplace custom that I was vaguely aware of is the “shift change.” 

Every afternoon, factory employees who work the first shift get off at 3:45pm. So, as the end of 

the day approaches, factory employees slowly migrate to the nearest time clock to badge out and 

then find the nearest exit to leave for the day. One employee with seven years of service said, “…if 

you leave when factory workers are getting off, your life may be in danger. I stopped leaving at 

3:45pm and leave a little later now. I guess when they get off; they really, really want to leave.” 

Since I had never seen the parking lot at the end of the first shift, I decided to leave early 

one afternoon so I could see it for myself. Unfortunately, the employee who told me about the 

parking lot turbulence at shift change was not exaggerating. 

Throngs of employees were exiting the building, most were walking or walking quickly, 

but I actually saw a few men running across the parking lot. The parking lot was crowded with 

employees leaving, and cars were lining up to exit. After I got into my car, I made my way to the 

line of cars inching slowly to the parking lot exit. The line was moving, albeit slowly, but when 

the black truck in front of me made it to the exit; he stopped and did not go even when there were 
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breaks in the traffic exiting the facility. I was not sure if he was planning to take a left or if he did 

not know he had his own lane to take a right. I tried to be patient and wait, but the number of cars 

lining up behind me was quickly growing, so after several minutes, I decided to tap my horn at the 

black truck. I honked once. 

After I honked, the driver pulled up a little and then he turned into the dedicated right-hand 

turn lane excessively slowly. Unsure of what the driver was doing, I slowly turned into the right 

lane following him, and then I immediately put my left turn indicator on to move into the left lane. 

My intention was to go around the driver and avoid an accident. However, as I was moved into the 

left lane, the driver veered into the left lane in front of me. I hit my brakes to avoid a fender bender 

with the black truck. 

Since I needed to be in the right lane, I went very slowly behind the driver, and when I had 

a chance to move over, I signaled my right turn indicator at the last minute and moved into the 

right-hand lane. As I moved into the right-hand lane, the driver of the black truck swerved his truck 

at my car. All of this happened so quickly, and I was so bewildered as the events unfolded that I 

did not think to get the driver’s license plate number. Otherwise, I would have turned the person 

into security for his parking lot conduct. While I do not think the driver of the black truck wanted 

to hit me, I do think he wanted to scare me, and he succeeded. 

When I shared my experience with a salaried employee who as it turned out, happened to 

be a former factory worker, he said, “…you have to be careful in the parking lot during the shift 

change…you know, just last week a person got hit by a car.” The parking lots are big; the parking 

spaces are narrow, and employees should proceed to their car carefully if they leave during the 

shift change. 
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The holiday shutdown over the Christmas break is another work place custom. In planning 

each calendar year, JET Aircraft Co. incorporates a facility shut down of 5-7 business days over 

the Christmas holidays every year so employees can spend time with their families. I personally 

look forward to the Christmas holiday shut down every year because I can usually get approval to 

take a few days of vacation before or after the holidays to extend my time off, which is a nice 

company perk. One employee with 6 years of experience said, “2 days of vacation before the break 

this year will get you 17 days off in a row!” 

Connect and engage week is a yearly event held every October. Connect and Engage 

provides employees the opportunity to learn more about each other. During the week of Connect 

and Engage, employees are invited to exhibit their personal hobbies and talents such as baking, 

quilting, or wood working. Employees can also participate in the talent show or sign up to share 

information on their professional organizations or ERGs. The company also schedules a Connect 

and Engage “Bring your wings to work day” for employees who are pilots and a “Classic Car 

Show” day for automotive enthusiasts. Participating organizations usually have give-away items 

for employees, and on certain days there are foods or desserts given away. Connect and Engage 

week is a lot of fun, but it is not always easy to attend or participate in, depending on your work 

load – participants and attendees generally have to make up their time for events like this one, as 

charge numbers are not provided. 

 

Topography, Climate and Transportation 

Located in the southwestern United States, the company’s headquarter facility is set in an 

urban area with a diverse economic base concentrated in the manufacturing and service industries. 

Excessive heat, sprawling parking lots, competition for parking spaces, and a 45 minute lunch 
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break make leaving the facility during working hours impractical for many employees. However, 

some employees still go out for lunch outside of the facility. 

One afternoon I saw a co-worker who sits in my bay getting ready to go to lunch. I knew 

she was not going to the cafeteria, she rarely does, so I asked her where she was going, and she 

said, “I don’t know... you wanna to go?” My co-worker goes out to lunch all the time, and it never 

really occurred to me to ask her why, so I decided to do just that. When I asked, she looked at me 

and sighed and replied, “I like to get a real break from this place, an office with no windows…I 

like to get out of here! [laughs] Don’t you? So, you coming?” While I like to go out to lunch off 

site, and I do occasionally go out with my co-worker – it helps that she has a reserved parking spot 

that is close to the facility – I do not like to extend my work day to make up my time for a long 

lunch. So, on that day I decided to not to go. 

Occasionally I eat lunch at one of the company’s cafeterias, but more often than not, I just 

go to pick up a snack or something I forgot to bring, such as a drink. The company’s cafeteria 

prices are comparable or more expensive in some cases than nearby restaurants. In either case, 

employees have to walk ten minutes or longer, depending on their location and how much chit-

chat they engage in as they bump into people they know along the way to their car or the cafeteria, 

so it is really a personal preference. Of course, employees can always bring their lunch, and many 

employees do. I now sit in a Gen Three office area so I have access to a nearby kitchenette to heat 

up my lunch, which is very convenient for me and the other employees in my area. 

Parking is another delicate subject. The company’s parking lots are so big that they were 

not built with drainage systems. When it rains, water puddles form in low spots that are arbitrarily 

grouped and scattered across the lots. I ruined a good pair of black pumps trying to walk to my car 
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in the rain; from this I realized that in addition to sturdy umbrella, it is a good idea to invest in a 

pair of rain boots. 

The company’s parking lots are divided into seven named and color-coded lots to assist 

employees with recalling where they parked. However, even with this visual help, I completely 

forgot where I parked one afternoon. I knew the general area where I parked, so I walked around 

the parking lot for what felt like an eternity pressing the alarm on my key fob. In actuality it only 

took about 15 minutes until my car alarm finally sounded, and I located my car. It was visually 

hidden behind a large blue sports utility vehicle (SUV). I have since learned to park in the same 

general area every day to avoid aimlessly walking around in the parking lot looking for my car. 

One employee that over 20 years of service to the company and has an assigned parking space 

said: 

…there are a lot of assigned parking spots, probably the majority, but after not having one 
and parking in the expansive lot and not being able to find my car, I really appreciate it. I 
feel bad for all of the employees that don’t have assigned spots and have to park way out 
there, and then walk past all of these empty spots that are numbered, reserved spaces….for 
no one in particular. 
 
Reserved parking spaces are only available to employees that are in leadership or that have 

20 years or more of service to the company. Reserved spaces are numbered and located in the rows 

closest to facility entrances. Executive vice presidents (EVP) and vice presidents (VP) have a small 

parking lot that is separated from the general employee parking lot; it is adjacent to the main 

building where many of them office. Employees that are individual contributors with less than 20 

years of service must compete for the unassigned parking spaces located closest to facility 

entrances. 

For employees such as myself that do not have a reserved parking space, the walk from my 

car to my desk takes about ten minutes, depending on where I am able to find a place to park. If 
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an employee has to leave during the day and he does not have a reserved space, it can be 

challenging. I had a doctor’s appointment late one morning, and when I came back to work after 

my appointment someone else had already parked in the space where I was parked that morning 

so I had to circle around to find another parking spot. An employee with two years of service to 

the company shared: 

One of the reasons that I get in so early is so that I can find a decent place to park. The 
rows are not marked very well, and it is very difficult to tell which spots are reserved and 
which aren’t until you are right up on them. There are so many reserved spots out there, 
and the non-reserved are just scattered throughout the lot. It would be better if they were 
all in one area, even if that area was far away from the building. And if you can't find a 
spot on the row you're driving on, you have to leave the lot and come back because all of 
the rows point the same direction…All of the parking spots are small, even though 70% of 
people working here drive big trucks. I've had to climb in the passenger side door before 
because someone parked too close to my driver's side door. 
 
Occasionally, employees with reserved parking spaces feel sorry for those of us without a 

reserved space, and they give their co-workers permission to park in their parking spot on days 

they are out of the office or on vacation. I used to keep a list of all of the people I knew who had 

reserved parking spots so if they contacted me, I didn’t have to ask them what their parking space 

number was or where it was located. Some employees have developed a system for determining 

parking spaces that are reserved but unassigned to specific employees. An employee with 3 years 

of service said, “I've parked in spots that don't seem to have owners…You can watch parking spots 

on a daily basis and when they are consistently without vehicles in them, or you see a different 

vehicle in them every day, then you know no one owns it.”  

Parking in a co-worker’s reserved parking space when they are out of the office is a fairly 

common practice. It is kind of an unwritten rule that administrative assistants park in the parking 

space of the senior managers and directors they support when they are out of office, that is, unless 

the administrative assistant has a closer parking spot, which occasionally happens. Regardless, 
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employees have to be careful because if they park in the wrong space, it is very likely they will be 

reported to security. According to company policy, for a first offense, a wheel-lock or boot will be 

affixed onto the violator’s vehicle and a citation will be issued. For a second violation, the 

violator’s vehicle may be towed at the owner’s expense and a citation will be issued. Notification 

of violation may also be provide to human resources for appropriate disciplinary action.  

The size of the facility makes getting from place to place trying at times. For example, if I 

needed to walk from my desk to the main building, it takes about 12 minutes walking briskly. In 

addition to walking, other available methods of transportation include bicycles and scooters that 

can be checked out for blocks of times. Bicycles are primarily assigned to and utilized by 

production workers on the factory floor. Scooter pools are assigned and controlled by individual 

departments. To obtain access to a scooter pool, employees have to first determine the controlling 

department to request access. Once an employee has been given access, they can check out scooters 

that belong to that pool. There are also a couple of 15-20 person shuttles that run dedicated routes 

to the more distant areas of the facility. 

 

Leisure, Communication and Community 

In general, company employees do not spend a lot of time on leisure activities. JET Aircraft 

Co. is a government contractor, so accurate time charging for work performed is essential. 

Company events occur frequently, but events are often not well attended unless a charge number 

is provided. Generally speaking, employees do not want to stay late or come in early to make up 

time for an event that they had to attend on their own time, meaning they do not get paid for their 

time while attending the event. 
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Based on my experience, time charging is the primary point of contention regarding leisure 

type activities during working hours. A recently hired employee with two years of service said, 

“This company is the least fun havingest place that I have worked…a lot of that has to do with the 

hours being tracked. Tracking hours isn’t actually difficult to do…but it's a crazy idea when 

[you’re in a salaried] job.” Other employees disagreed. An employee with 27 years of service said, 

“By and large, JET is a fun company to work for. I enjoy the people I work closely with, and I am 

a complete aircraft groupie, it will never not be jaw-droppingly cool to see a jet take off.” 

Common leisure activities include guest speaker events, lunch and learn sessions, as well 

as the option of working out at the fitness facility or walking, and watching aircrafts take off and 

land. The company has six “wellness walking paths” – four outdoor and three indoor. There are 

multiple outdoor seating areas for people to eat lunch or enjoy the weather on nice days. Some 

seating areas are simply a bench or a picnic table while others consist of multiple tables and chairs, 

and some are covered. Most of the larger outdoor seating areas are located closer to the main 

cafeteria while benches or tables are located outside of facility exits, particularly exits that face the 

landing strip. 

Everyday communication between and among employees, whether spoken or typed, may 

seem foreign to outsiders and new employees because the company language is steeped in 

acronyms. Due to the high degree of acronym use, the company has a web site called Acromania 

that is dedicated to acronyms, both for documentation and look-up purposes. Employees can look 

up and also add acronyms and definitions to Acromania. However, almost every acronym in 

Acromania has more than one entry, and sometimes there are so many entries and possibilities for 

an acronym that even context does not help determine the acronym being used. For example, 

during a discussion with a co-worker that has approximately 30 years of experience, she was 
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explaining where groups were moving to, and she mentioned that the “TOs” (pronounced tee-ohs) 

group sat in the bay down the hall. 

Unsure of what TO, pronounced tee-oh, meant or what group she was referring to, I went 

to Acromania, and to my surprise, there were 21 possibilities for the acronym TO. I was able to 

weed out some of the entries, but I was still not sure which acronym she was using. Later, I 

followed up with the co-worker I was talking to and I asked her; come to find out, she was referring 

to the group that manages technical orders (TO) (see Appendix D). 

Acronyms are so ingrained in the language that occasionally employees forget what the 

acronym actually stands for even though they understand what it is or means when it is referenced 

or discussed. For instance, I was talking to a co-worker about an upcoming “SIA” event that was 

being planned and where it would be held, and as we were talking, he said, “I know what an SIA 

is, but what does it stand for?” His question took me off guard, and I actually had to think about it 

for a minute before I responded, “It stands for Structured Improvement Activity” (see Appendix 

D). 

A co-worker that I indirectly worked with a few years ago recently moved to a new 

program, and she shared this story: 

The language on the program has levels of acronyms – company, program, military…I feel 
like I’m constantly trying to figure out what things mean. Just the other day I received an 
email, and in the body it said ‘FYSA.’ I had no idea what that meant. [Laughs] I tried to 
look it up, but I couldn’t find anything so I called [another co-worker], and after 15 minutes 
or so of looking together, we found out that FYSA means for your situational awareness. I 
am drowning in acronyms over there. [More laughter] 
 
Acronyms used within the company are distinctive at the program level, the company level, 

the aerospace and defense (A&D) industry level and even on a general business level. For example, 

an acronym that is commonly used within the finance department, return on sales (ROS), is likely 

a common acronym within the finance department of any business organization. However, other 
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acronyms, such as global address list or listing (GAL) are likely more company specific (see Table 

2). 

 
Table 2  

Sample List of Acronyms and Idioms 

Acronym / 
Idiom Definition 

Competimate A person who works for a competitor company that is also a teammate for a 
project. 

ELT Executive Leadership Team 

GAL Global Address List or Listing(s) 

ROS Return On Sales 

Voluntold A term used to describe when a person is directed or “told” to volunteer for 
something. 

 

In addition to acronym speak, there are a number of commonly used idioms within the 

company, some of which are likely common in business and industry due to the fundamental 

attributes that business organizations share (Daft, 2004; Dwyer, 2005; Stueart and Moran, 2002). 

For instance, idioms such as, “don’t re-invent the wheel” are very commonly used within the 

company, but this particular idiom is likely widely used by many different types of organizations. 

On the other hand, the phrase “competimate” is likely an aerospace and defense (A&D) industry-

specific term that is used to describe a person who is employed by a competitor company and also 

a teammate (see Table 2 and Appendix D). 

The communication department flows down official company memorandums and 

communications to leaders and individual contributors through email and the internal company 

web site called JETsite. Information and news on JETsite is generally business area specific; news 

for the corporation’s other business areas is separate and can be found if employees know how to 
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navigate to the other business area home pages. Even though the business areas are the units that 

make up the whole of the corporation, the business areas and the news and information about them 

are very separate. Even as an employee, I lack knowledge about other areas of the enterprise. A 

few weeks ago, my dad sent me a text message that said the corporation made a new technological 

innovation. I honestly knew nothing about it. I am certain that this information was internally 

announced within the business area where the innovation occurred, and it may have even been on 

the enterprise news web site, but since my internal business area home page is JETsite, I do not 

see news and information at the enterprise level unless I specifically look for it. 

For years, the corporation’s business area web sites have been separated; however, at the 

end of October, the enterprise announced it would be consolidating all of the business sector 

homepages into one web site that displays the news for the corporation in one place and effortlessly 

links all of the business areas. As an employee, I will still have access to local information and 

news about JET Aircraft Co., but the home page begins at the enterprise level instead of the 

business unit level. While this change may not seem significant or even very worth mentioning, 

this change is remarkable because it provides employees across the enterprise with one platform 

for easily accessing news, achievements and announcements for the entire corporation. Before this 

change, if I wanted to go to the home page for another business unit, I would have had to click 

through about 6-8 different links depending on the path I took to find a particular business unit’s 

home page. After the new consolidated enterprise site goes live, the path to get to another business 

unit’s home page will be cut down to 1 or 2 link clicks. 

Information that is flowed down through management channels to individual employees, 

however, seems to flow slowly, and sometimes information is simply withheld due to information 

sensitivity. An employee of 27 years shared, “I have a privileged vantage point now, but when I 
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got here I didn’t. If something big were happening, I would basically overhear it.” Another 

employee indicated the company has communication barriers: “We work in silos here and we only 

talk to other silos when we have to, which is a major problem for management in trying to break 

them down… Most communication is done by word of mouth or email.” 

An employee with 5 years of service shared an interesting account of company reductions: 

We have a lot of communication within the company and then again, we don’t have a lot 
of communication within the company. One time I was watching the news and there was a 
story about plant closures and a reduction in force. The next day the company 
communicated that everything was fine and that was not in the plan. Of course a few 
months later, they closed some facilities and laid people off. 
 
The culture of the defense firm is complex and truly depends on who you talk to. At the 

surface, the company has a traditional, hierarchical structure that reflects the company’s biggest 

customer, the US government, but at the same time, there are pockets of culture that are more 

progressive and also pockets of culture that are more antiquated, reflecting rules of a time long 

since gone. “The culture is very old school, very government focused and driven and also similarly 

run….That’s also what drives all the secrecy, but not the way it should. It’s a good ole’ boy 

network – the good ole’ boys take care of each other,” said a female employee with over 25 years 

of service. Even executives were aware of the reference to the “good ole’ boy network:” Julianne, 

a vice president said, “I can understand why new people find it difficult; the good ole’ boy 

network…I don’t know if it’s that or if it’s just the complexity and the largeness of our company; 

having time here eliminates a lot of that…” (see Appendix D). 

Providing a little more insightfulness, an employee with 5 years of service was acutely 

aware of some of the challenges that contribute to the company’s culture: 

We’ve had entire programs get cancelled where literally thousands of people were let go 
the next day. So people have developed a mindset where they need to ascertain that they 
are a gate keeper to something because they think that will preserve their job. So, instead 
of being open to sharing and training others so they can be mobile, they hold onto the 
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information they think will make them necessary to the company to hopefully keep their 
job. 
 

Executives were also aware of the company’s challenges related to information control: Jarvis, a 

director with 33 years of service said, “From time to time, we’ll have program customers and 

metrics [that] were generated and put on an internal server and then it will disappear…it’s a cultural 

issue related to control.” 

Legacy practices, routines that were in place long ago, still exist within some organizations. 

For example, in the past, employees were required to post their working hours and lunch time, and 

they are not allowed to deviate from their schedule. However, with the company’s shift to flex 

scheduling, which gives employees the ability to flex their schedule within a given week, strict 

work schedules are a thing of the past; yet, employee hours can still be seen posted outside of 

cubicles in some areas (see Appendix D). 

On legacy holdovers, an employee with 4 years of service had this to say: “There is a 

mentality in [my organization] that butts-in-seats equals productivity. I’m really thankful that my 

manager isn’t like that.” I would have to agree with this employee. Depending on the day, the 

quantity and location of my meetings, I may not be physically located at my desk for several hours; 

however, with my laptop and the ability to connect to the internet, I can work from a conference 

room or café without issue. My work is portable as long as I have my laptop, and thankfully my 

manager knows that and is comfortable reaching me online if I am not physically at my desk. 

Again, Julianne, a vice president, touches on her experience with the company’s culture: 

“I don’t like to live in the hierarchical military precision organization. I will let the leaders know 

what I’m up to, but I have no issue with contacting the person who can do the job for me. It’s 

important for people to have recognition and ownership.” Here, Julianne discusses the 

management need or requirement in some cases for chain-of-command directives to flow from the 
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top to the bottom as opposed to going from the top directly to the person who will perform the job. 

An employee with seven years of service came by my cube to vent one afternoon and had this to 

say about the company culture: 

The community here feels forced. It feels like someone used a work-book exercise to check 
a list of things you’re supposed to do, and we did, but it’s not working. You can’t synthesize 
or fake something and expect a real result. I don’t care how many popsicles they hand out 
in the rose garden for employee engagement, I still have to go back to my desk and work 
for a boss that doesn’t care. It’s not the right band-aide. 
 
Such statements and sentiment are likely one of the reasons why the company is so focused 

on knowledge sharing and best practices; the other reason is likely the high percentage of 

employees eligible to retire. Phrases such as “don’t reinvent the wheel” are commonly heard in 

meetings and hallway conversations. On average, I heard the phrase, “don’t reinvent the wheel” 

spoken aloud once every couple of weeks. However, while the mindset is “don’t reinvent the 

wheel,” the practice is more along the lines of: “I don’t share it [knowledge]. If I train you, then 

you [have the ability to] replace me, then where do I go? This is called “brining new lambs into 

the herd.” There are a lot of people here that feel that way,” said an employee with almost 38 years 

of service (see Appendix D). 

 

Economic Life  and Social Issues 

 The economic life of employees at JET Aircraft Co. is healthy and reliable. Salaried 

employees receive competitive market based compensation (MBC) packages that include a regular 

salary, healthcare benefits, rewards and recognition, paid vacation and holidays, training and 

development opportunities. Likewise, union employees receive job packages that are competitive 

with the industry marketplace. While each union negotiates work contracts on behalf of their 
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members, packages generally include regular pay, paid time off, overtime pay, retirement options, 

and healthcare benefits. 

  The biggest social issue that seems to have a long and deep-root history at JET Aircraft Co. 

is the struggle between union and non-union employees. I have personally had the most interaction 

with Office and Professional Employees International Union (OPEIU) represented employees. 

While I am not very familiar with specific OPEIU employee job titles and responsibilities, I know 

they typically perform clerical and administrative office tasks. OPEIU employees may work in 

office groups such that employees may not immediately realize they are represented. For instance, 

I worked with a couple of employees that I did not know were union; their union status did not 

really make any difference to me because they were hard workers just like everyone else in the 

group. 

While union employees in offices may be difficult to distinguish at first glance, many union 

employees can be identified based on the job or the task they perform. In addition to the tasks 

workers are performing, dress code may be another indicator. The majority of employees who 

work in the factory are union represented. Factory employees are usually casually dressed in blue 

jeans or shorts, sometimes wearing aprons, smocks or lab coats and protective eye and ear gear. 

Union jobs in the factory include over 80 different jobs ranging from mechanics and assembly 

workers to painters, fabricators, and material handlers.  

While I have worked with union employees I consider my experiences with union 

employees fairly limited, as my role does not have direct, daily interaction with union personnel. 

Several co-workers who work closely with union employees had varied experiences due to the role 

of union employees in their daily work. For example, an employee with 5 years of service said: 

Working with union employees is…different. What a union employee does is really more 
based on the person as opposed to their job title or role. On the program we had union 
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workers who were clerks and part of their job is to distribute correspondence. So when I 
needed to send correspondence on a contract to my counterpart [at another organization], 
I had to write the letter and then send it to the clerk who copied and pasted it onto company 
letter head and then sent it. Some clerks are better than others. The one in my area [now] 
actually spellchecks and looks for typos before she sends correspondence. I’ve worked 
with others though who tried to do as little as possible. It can be frustrating… 
 

Another employee with 11 years of service who works on a program agreed: 

I don’t know how many times there has been confusion from our customers over something 
supposedly not being sent that was actually sent. It happens all of the time. When I draft a 
letter or correspondence that needs to be sent to customers, I can’t send it myself. I have to 
send it to [another person] because part of her job is to distribute correspondence. So, when 
[customers] receive letters from me, they aren’t under my name, they are under [another 
person’s] name. I usually call the customer to follow up if I don’t hear from them, and 
when I call I have to remind them that the email was from [another person] and not me. It 
just seems silly and it really slows things down if you ask me. 
 
During my facilities assignment, I was managing work and systems that touched multiple 

unions. Task reviews were a built in part of the process I was managing, the problem was system 

usage – sometimes employees used the system for task reviews and sometimes they used email 

because it was faster, but in either case documentation had to be included in the system to ensure 

due diligence was documented, should questions or issues arise at a later date. This step was critical 

in getting work accomplished. One afternoon, the team leader over facility moves pulled me aside 

to reinforce the importance of having tasks accepted or denied by the lead union representative 

before any work was bid out to external contractors. As a result, I had to return several work 

requests back to employees because they forgot or overlooked documenting the union 

representative’s acceptance or denial of work in the system. 

The relationship between union and non-union employees requires a delicate balance. 

Based on my observations and experience, the challenges and struggles for union workers are 

inherently tied to the evolution of technology, work and practices, which are strained by 

employees’ desire for job security, thereby driving information control in a manner that so closely 
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mirrors the hierarchical structure of the organization that its existence is almost unnoticed 

(Chandler and Cortada, 2000; Grover, Greer, Agada, 2010). 

Now that I have explored and described an organizational model of JET Aircraft Co., I now 

turn to the company’s executives and discuss interview findings.   
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CHAPTER 5 

EXECUTIVE INTERVIEW FINDINGS 

Executive interview findings are categorized into the three general areas of knowledge, 

attitudes, and behavior. While some questions may overlap into more than one area, such as fitting 

both the areas of knowledge and attitude, I made an assessment based on my research questions 

and the goal of each interview question in determining what area to discuss the results. 

Additionally, a discussion of executives’ knowledge, attitudes and behaviors as they specifically 

relate to libraries, information professionals, and the Company Research Library (CRL) are 

separated from the general discussion of executives’ information seeking knowledge, attitudes and 

behaviors. Executive interview findings are discussed below, beginning with a review of 

executives’ knowledge of information seeking. 

 

Executive Knowledge 

I began my investigation of executive knowledge by asking the executives I interviewed to 

define the terms “information” and “information seeking.” I asked executives to define these terms 

because the methods an organization uses to seek information is dependent upon how the 

organization defines information (Karim, 2004; Owens, Wilson, and Abell, 1997). 

Executives did not view questions in advance, so when they were asked to define 

information and information seeking, most took a pause, repeated the question, or started with 

phrases such as “That’s interesting…,” or “That’s a tough one…” Jayce, a vice president with 33 

years of service clarified by asking, “Um, this is in the context of decision-making and my job, 

right?” 
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In reading and reflecting on the interviews, it was evident to me that executives were not 

expecting to start the interview by defining terms. Several executives even mentioned that they 

had never given much thought to defining information: Jerome, a director with 31 years of service 

said, “Believe it or not that’s not something I think about often… it’s actually kind of hard to 

describe, but it’s a variety of data I need to make decisions on a daily basis.” Jimmy, another 

director who has 28 years of experience said, “Golly, I’ve never thought of [that]…generally to 

me I would say…it’s data or content that informs me…” 

In defining the term “information,” the words executives most frequently used included: 

data, make, information, decision, use or need, and fact. Relying on the most frequent words 

executives used to define information, the JET Aircraft Co. executive definition of information 

could be summarized as: Data and facts used to make decisions. While executives in this study 

overwhelmingly said they rely on valid facts and data, almost one quarter of executives mentioned 

the need to occasionally rely on intuition. See Figure 18 for the words executives mostly frequently 

used to define the term information. 

 

 

Figure 18. Words frequently cited by executives to define the term information 
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Most of the executives I interviewed used a practical, working definition to describe the 

term “information.” Jory, a vice president with 20 years of service said, “Information is data that 

I obtain and is needed to make a decision or maintain awareness of something of interest.” Some 

executives described information (see Figure 18. ). For instance, Jared a vice president with 29 

years of service said: 

…[Information is] verbal, communicative not written, but extracted information from 
systems – raw data, not synthesized, data that has been synthesized into a coherent package, 
written text that has been broadly acknowledge internally and externally…it’s collectively 
accepted principles. 
 

Only 1 executive, Jules, a vice president with over 31 years of service, used a more common 

dictionary definition simply stating, “Information is data in context.” 

The second term I asked executives to define was information seeking. In defining the term 

information seeking, the words executives most frequently used included: information, need, and 

seek, research, or search. Relying on the most frequent words executives used to define 

information seeking, the JET Aircraft Co. executive definition of information seeking could be 

summarized as: A need to seek or research information. However, when executives described 

information seeking, they were generally describing their ability to seek people who could provide 

them with information, not the information itself. 

In their responses, 12 executives replied with their understanding of the term in the form 

of a definition; 5 executives responded with a description of methods or resources they use or have 

available to them, and 14 executives responded with a combination of both. For example, Jimmy, 

a director responded with his version of the definition of information seeking: “Information 

seeking is the result of wanting to know something more than what you know currently. Usually 

you have a question in mind and need to resolve it.” Alternatively, Jack, a vice president with 18 

years of service defined information seeking by describing the methods he utilizes to seek 
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information: “…Meetings, sending letters of request for information, [using the] internet for 

topical information, going to company archives [or the] internal internet for company policy, books 

from my past experiences, and visiting with [subject matter experts] SMEs. The words executives 

most frequently used to define the phrase, “information seeking,” are shown in Figure 19. 

 

 

Figure 19. Words frequently cited by executives to define the phrase information seeking 

 
Questions relating to knowledge of the company library were not asked until the end of the 

interview. However, two directors alluded to their thoughts on libraries up front in their definition 

of information seeking: Jarvis, said, “I guess it’s [information seeking] analogous to going to a 

library, but we do it through the internet and phone/email networking.” Jake, another director, with 

30 years of service said, “…There are hundreds of ways to seek knowledge or information and 

you know, you have the computer, libraries, most people don’t use libraries, but old people do, so 

again…it depends on the information you’re seeking.” Both Jarvis and Jake seemed to have 

underlying opinions about libraries and library users. While their opinions regarding libraries are 

relevant, more discussion on this topic is presented later in the discussion under Executive 

Attitudes (see Figure 19). 
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Awareness of Information Needs 

After defining information and information seeking, I asked executives to think about how 

they identify or know when they need information or additional information to make a decision or 

be better informed. Over one third of executives described situations where they self-identified a 

lack of information, knowledge or experience (see Figure 20). Jerome, a director said it this way: 

“I think that depends on how much you know in the first place…do you know what you don’t 

know?” Experience and knowing the questions to ask were identified as facilitators in identifying 

information needs: Jayce, a vice president said, “Experience is really what drives you to know 

[what] to ask…if I’m technically competent, then I may only need to ask 5 questions, but if I’m 

not, then I may need to ask 15 or more questions to get to the answers I need. We all work 

differently.” 

 

 

Figure 20. Self-identified triggers that cause executives to seeking information 
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confidence...you can keep collecting data, but you don’t want to boil the ocean. What is 
the hypothesis? Does it fly with the data? If it doesn’t…why? For decision making to be 
good enough to get to the next level, 70/30 or 80/20 is about where I need to be. 
 

Other triggers executives cited as drivers for seeking information included: intuition, risks, gaps 

in the data, metrics beyond the desired tolerance level, and the plan not executing as intended (see 

Figure 20). Jude, a vice president with 18 years of service shared this example: 

I’m an intuitive thinker, I tend to form judgments quickly and then test them based on the 
information I receive. It’s a model that has worked well for me. We had an acquisition 
target that we’ve targeted and acquired. It’s a small company that does special work. I got 
an intuitive feeling based on data that wasn’t jiving in my head…that they were having 
financial problems they weren’t disclosing, so we went and pulled a D&B [Dunn & 
Bradstreet report]. The information there led us to find they had a debt covenant and we 
were able to factor that into the conversation. I can’t take credit for it; the team dug this all 
out. The team is really talented. I take credit for sniffing the pile of data and saying that 
doesn’t look right. The creditor did not align with their financial arrangements. 
 
Executives seek information when they identify a need, and they acquire information based 

on that need or when others see a need to push information to them. Thus, information overload, 

or too much information at once, is a common experience among executives interviewed (see 

Figure 21). Only 5 executives said they have never experienced information overload. Jules, a vice 

president said, “I don’t know that you can give me too much information, but you can give it to 

me too fast. I’m a curious person so I don’t think I ever experience information overload…” while 

Jarvis, a director, simply stated, “No, I don’t allow that…The information of the universe is 

overwhelming. We need to be responsible about how we mine and gather information; if you have 

information overload, you’re just being lazy.” 
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Figure 21. Executive acknowledgement of experiencing information overload 

 
The majority of executives confirmed experiencing information overload, but when I asked 

them how they managed it, the methods they identified included: focusing on the problem or end 

state, filtering or sorting the information down to what they consider relevant, prioritizing, and 

providing guidance and setting expectations for the people gathering the data (see 

 

Figure 22). Joe, a director with 34 years of service explained it this way: “…It’s like the 

mail you get at home; some is junk mail, some is real. You just need experience as to what is valid 

and what isn’t.” 
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Jude, a vice president thought information overload had more to do with how information 

is requested: 

If I asked the head of my M&A [mergers and acquisitions] group for a broad data set, I’m 
going to get overloaded. If I ask for data with parameters and I trust the person I ask, he 
will do the analysis and the data will come to me so I can make a decision. I’m convinced 
executives get information overload because we don’t ask the right questions. 

 

 

Figure 22. Methods executives identified for managing information overload 
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I don’t need to know every detail. I will reset the discussion and get back to the 
fundamentals we are trying to understand and remove the details which often confuse 
things instead of clarify things. 
 

Jonathon, a director with 28 years of service relayed a similar account: 

I rarely get into a situation that’s unmanageable. I usually stop that nonsense pretty early 
in the process. I guess the most frequent example; the way I get information is to assign 
someone. So when you bring them in, they are really wanting to demonstrate their 
knowledge on the research they’ve collected or their analysis. The younger the folks are, 
the more likely I am to get ‘feedback on the model.’ So I give more refined direction to 
help them answer the question. Most folks will get it and make that differentiation. 
 
Additionally, some executives were aware that the quantity of information is not 

necessarily an indication of accuracy. For example, Jake, a director said, “…you can have 

information overload and it’s still not enough because it’s not the right information,” but as Jude, 

a vice president remarked “…[perhaps that] means I’ve asked the wrong question…” Two 

executives, Jack, a vice president and Jane, a director both mentioned that sometimes an abundance 

of information is not useful because it is “ …information you don’t need…,” and too many 

“…details confuse things instead of clarify things,” said Jerrell, a vice president. 

The types of data and information executives frequently cited as most important to their 

role included financial data, supplier or supply chain metrics, and contractual data and 

requirements (see Figure 23). Other types of data and information executives cited as important 

included: HR/Staffing data, government and customer market data, program performance metrics, 

company/government policies and regulations, political data, company strategy, threat-based 

operations data, legal, program service/support metrics, IT system metrics, and technology trends. 

All executives cited one or more types of data that are important in their job role except for 

2 executives, 1 director and 1 vice president. Instead of describing types of data, both executives 

described the quality of the data they rely on: Jasmin, a director with 12 years of service said, “[I 

use] accurate information that is deep enough to make an informed decision” while Jerrell, a vice 
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president said, “…well I think objective data is probably the most valuable because it is factual, 

measurable, and there is a grounded truth to it; assuming you are looking at the right objective 

data, it’s informative.” 

 

Figure 23. Types of information cited as important to JET Aircraft Co. executives 

 
Of particular interest, Jules, a vice president referred to feedback as a type of information 

that is important to him: 
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data was the most important type of information cited by executives in this study (see Figure 7 and 

Figure 23). 
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Awareness of Information Seeking Methods, Tools and Resources 

Of the 31 executives interviewed, 19 executives included a description of their methods for 

seeking information as part of their definition of information seeking, and all 19 described human 

beings, people, as a resource, either directly or indirectly. The terms executives explicitly used to 

describe human beings as an information source included: people, customers, subject matter 

experts (SMEs) or experts, teams, employees, peers, individuals, networks, others, or self (through 

self-investigation or past experiences) (see Figure 24). 

For example, Jax, a director said: 

So information seeking is when… I look to my employees to provide me with the 
information, the details and a recommendation. I also expect them to coordinate with their 
peers so that the hypothesis makes sense across functions and not just within their small 
block. The hardest part is really communicating it so the points come across. Executives 
don’t have time to delve into the details. 
 

Alternatively, as Judd, a vice president with 38 years of service said, “I would probably define it 

as setting out a course of action – self investigation and research or tasking/asking others to go 

collect data for a specific question or situation.” Additionally, 3 executives indirectly referenced 

people as a resource for seeking information, indicating oral or verbal communication in their 

definition of information seeking. For example, Jeffrey, a director with 33 years of service said 

information seeking is defined as “…the act of obtaining…a stream of facts or opinions whether 

written or oral to address a particular need.” While Jeffrey did not specifically state that a human 

being was a resource, his response indirectly implied working with employees via written and 

verbal communication to find information (see Figure 24). 
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Figure 24. Terms executives used to describe people as an information resource 
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external to the company, hard copy documents, such as letters or files, books, libraries, computers 

or systems, and events such as meetings or interviews (see Figure 24). 

During the interviews, executives seemed to more adept at citing generic types of tools and 

resources that they use, such as “the internet” or “the news” (see Table 3 and Appendix E). 

 For instance, Jenny a director with 15 years of service said, “The internet definitely. It’s a 

broad database of information, it’s easy…[A] Google search is what I use for the most part. [Enter] 

key words and just search, even if it’s a technical search…People and the internet are the go to 

sources.” In many cases, executives only named specific resources when pressed to do so: Jasmin, 

a director, said, “I probably rely heavily on market and news information.” However, when I asked 

her to be more specific, she continued saying: “…company press releases, competitive intelligence 

that comes through the trade press – Aviation Week, Defense News, and public filings and 

regulatory filings, which tend to be sort of stale and government release information.”  

 
Table 3  

Executives' Frequently Cited Tools and Resources (Generic)  

Generic Tools & Resources 

Internet – Internal and External Other companies 

Industry Articles, Magazines, Journals News/Media 

Books Metrics 

Conferences, Symposiums 

Internal databases 

Financial data 
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The specific company tools and resources most frequently cited by executives included: 

JETsite, the internal company web site; JETcode for accessing company policies and procedures; 

and JETpeople for accessing the company’s human resource (HR) data. The specific external tools 

and resources most frequently cited by executives included: search engines such as Google, Bing, 

and Yahoo; and aerospace and defense (A&D) industry news sources such as Aviation Week, 

Defense News and Defense Daily (see Table 4). 

 
Table 4  

Executives' Frequently Cited Use of Company Resources

Specific Company Tools & Resources 

JETsite website – Company homepage Situational Reports (SITREP), Status reports/4-
Blockers 

JETcodes – Policies & Procedures JET Early News and Blog Watch 
JETpeople (human resource data)  Books 24x7 
Procurement and Supplier Dashboards Global Address List (GAL) 
Email, Instant Messenger (IM) SAP 
Phone Simulation Tools 
Items of Interest (IOI) – Leadership email Leadership Resource Center (LRC) 

 
 

In addition, when executives discussed tools, they generally focused on tools they used for 

communication. Of the 31 executives interviewed, 3 executives mentioned use of their iPhone, 13 

executives talked about using their land line phones, 3 executives brought up instant messenger, 

and 15 executives discussed using email (see Table 5 and Appendix E). 

 

 

 

 

126 



 

Table 5 

Executives' Frequently Cited Use of External Resources (Specific) 

Specific External Tools & Resources 

Internet Search: Google, Bing, Yahoo 

Aviation Week 

Defense News and Defense Daily 

Other News sources: Bloomberg, Business Week, CNN, Wall Street Journal (WSJ), 
Washington Post  
Department of Defense (DoD), Government Accountability Office (GAO), Regulatory and 
Public filings 

Federal Acquisition Regulations (FAR)/Defense Federal Acquisition Regulations (DFAR) 

Defence Contract Management Agency (DCMA)/ 
Defense Contract Audit Agency (DCAA) 

 

For instance, in his explanation about his reading preference, Judd, a vice president reveals: 

“I never read stuff on my phone, it’s too small for me, I don’t know if I need to see the paragraphs 

or what...” Jason, a director shared, “I use email and IM [instant messenger] all of the time – that’s 

how I reach out to people. I actually mostly call people.” Several executives, such as Jenna, a 

director, also discussed the volume of their email:  

Let’s take my daily email. Some days I get 150-300 emails per day. I look for key words 
in the title, such as “action.” Or if one of the program VPs send me something, it’s usually 
pretty urgent. Things that say awareness I’ll file and then go back and read when I have 
time. Most of the programs will include ‘action or urgent’ so I go directly to it, and I tell 
them if they need a quick response, they need to pick up the phone and call me. Before 
electronic mail, when you wanted to communicate one organization to another, there was 
a form you filled out, an AVO – Avoid Verbal Order – advising someone of something. 
 
Julianne, a vice president with almost 30 years of service, said she manages her email a 

little differently: “…I delete so many emails that I never read. If I read everything I received I’d 

be working 75-80 hours per week. If I am not a decision-maker on it, I delete it.” Although I did 
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not specifically ask executives questions about their communication tool preferences, based on 

how frequently they were mentioned, executives seemed to prefer using land line phones and email 

(see Figure 25 and Appendix E). 

 

 

Figure 25. Communication tools frequently cited by executives 

 
 A few information resources that executives mentioned that I thought were particularly 

interesting included the use of chat rooms, student research papers, and social media web sites 

such as LinkedIn and Facebook. Justin, a director with 29 years of service said: 

I’ll ask an [entry level employee] to go research everything on ‘x’ technology….use chat 
rooms and student research papers [from other countries]. We will translate these papers 
and usually get a lot of really good information and intelligence. …Then I have to project 
what we found from a graduate paper, combine that with what we see in [special] reports 
to determine when the technology would be…ready. 
 

Additionally, in a conversation I had with an employee with 13 years of service, he shared: “I’m 

friends with the [customer] on Facebook and 24 hours after the [aircraft] landed, they changed 

their Facebook photo.” Vice president, Jewel, also used social media to discover a company was 

having financial issues: 

…I sent a technical person to help a supplier. The technical person noticed…things that 
raised some red flags. We decided we needed to do a little homework to see what was going 
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on; there was nothing on the surface that indicated financial issues or buyouts. Believe it 
or not we started seeing information on Twitter from [the supplier’s] employees about what 
was going on. None of the official data gave us any clues – the social [media] data gave us 
the skinny. The company was getting ready to close their doors. 
 

 Executives overwhelmingly asserted that their knowledge of the resources and tools they 

use to find information were acquired through experience and the development of a network: 

“Some of it is just experience, and some is the marvel of the internet. Some is just knowing who 

to contact and they can pull the information for you,” said Jeffrey, a director. When I asked 

executives how often they use the resources and tools they rely on to find information, frequency 

was dependent on the resource type. For example, when referring to people, almost all executives 

responded all of the time or daily: Jax, a director said: 

…If you have a good network, you can put your hands on the right people, internal or 
external so cultivating your network is really important. A network is an important thing 
to foster and build on. You interact with people all day, every day and learning about 
people, following up, showing a generous interest in their life personally and 
professionally… I had one [a problem] today…we had a risk on a program, and through 
my network I know the person who runs the program so I was able to reach out to that 
person who I know – I know their family and who they are – my team had been working 
this for several weeks, and it took me five minutes to find the right person to solve the 
problem. 
 
Executives’ primary method for seeking information, internally and externally centered on 

using a variety of people and internet resources. While executives demonstrated some knowledge 

of specific internal and external information resources, most provided generic tool and resource 

references (see Table 4, Table 5, and Appendix E). 

 

Awareness of Information Value and Cost 

Regardless of definitions or methods, executives unanimously agreed that information is 

valuable. but when they were asked why, they gave different answers that naturally sorted into 

three areas: decision-making, informing or validation, and job performance. Of the 31 executives 
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interviewed, over half provided responses involving decision-making. Jeremy, a director with 34 

years of service stated: 

…without information we’re making uniformed decisions…largely relying on past 
experience, and the way things change in our current environment, the past doesn’t 
necessarily tell you where you need to be going. It’s like driving with your eyes in the rear 
view mirror; most of the time you want to be looking forward. 
 

Another director, Jenny said, “…when you make decisions, they should be educated decisions and 

in order to do that, you need information – whether it’s historical data or data from other people 

or sources.”  

Of the 6 executives whose responses focused on job performance, most answers revolved 

around the notion that information is valuable because “I need it to do my job.” Jax, a director 

said, “I can’t do my job without information, right?” Then he elaborated, sharing his awareness 

and insights on the company’s culture: 

What I would tell you is that some people find it [information] so valuable that they don’t 
want to share it. That’s a pet peeve. Information is valuable, but it shouldn’t be used as 
power. It should be made available to the team. 

 
Other executives agreed that people are not generally open to sharing, including Jacob, a vice 

president who said: 

Finding where the information is isn’t hard, accessing it can be very hard. If I sit on the 
data, I’m securing my job. It’s more painful to get the data than to find the data. It’s a fact 
of life. It’s part of the culture. 
 
The last topic executives focused on was the value derived from the informative nature or 

validation that information provides. One quarter of executives focused on informing or validating 

including Jasmin, a director with 12 years of service: “The root of the word is ‘inform’ – it is data 

that informs a person about a subject matter. It broadens your knowledge on a subject.” Lastly, 

only one executive, Jack, a vice president, mentioned the capacity for remembering information 

as a contributing factor to the value information: “…I don’t have a store house in my head of 

130 



 

everything I need to know so I have to gather information from reliable and sometimes unreliable 

sources and then you make a decision in how to use it.” 

All executives interviewed unanimously agreed that internal and external information 

comes at a cost. However, to develop a general sense for executive awareness for the cost of 

information, I asked executives to speculate how much the company spends on information per 

year. While it was known that executives would not be able to provide me with a valid estimate, 

the point of the exercise was to glean how well-informed they were about information costs to the 

company. The primary information cost executives identified was employee time and labor. In 

fact, Jules was quite conscious of how much time employees can spend searching for information, 

particularly in response to an Executive as his level: 

Being a vice president, if I ask what time it is, they will get a committee together to tell 
me. You can ask a question and it will spawn work that wasn’t really needed. I was looking 
for a yes/no [answer], and then I get a five paragraph response…maybe from a person I 
didn’t even ask the question from. There is a cost to the informal information gathering 
from work that is probably not needed. 
 
Less than one third of executives mentioned two cost types (see Figure 26). Only 1 

executive, Jerome, a director, mentioned more than 2 cost types: “…Internally it’s the fabric of 

our jobs; the people, the systems, and the tools we need to manage the data – computers/software, 

integration, system errors – it’s a significant cost to collect and manage data.” Several executives 

only focused on IT-related costs, for example, Jack, a vice president told me, “Yes, I’m sure there 

is [a cost] if you talk to [the vice president of IT].”  
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Figure 26. Executive-identified costs associated with obtaining information 

 
When I asked executives how much they thought JET Aircraft Co. spends to obtain 

information on an annual basis, most executives said, ‘I don’t know.’ Some executives tried to 

skinny down the costs to include or exclude certain costs in an attempt to create a rough formula 

for an estimate: “…maybe you could say every employee spends somewhere between 10-25% 

looking for stuff and then just do a calculation on average labor rates, but that’s a really broad 

brush,” said Julianne, a vice president with almost 30 years of service. Another executive, Jimmy, 

a director said, “…subtract all of the production people, subtract all of the materials, travel…it’s 

mostly labor and IT. Every person that does their job needs information. Every bit of labor we do 

is tied to information.”  

Juliet, a director with 28 years of service focused on security: “We probably spend more 

to protect information than to get information,” and Jarvis, a director said cost was irrelevant: “I 

don’t think it [cost] really matters. It’s a cost benefit question and if it’s a cost benefit, then the 

cost doesn’t matter…” 
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Of those executives that did speculate on the amount of money the company spends on 

information per year, the range was as low as “…a couple 100 thousand a year, definitely less than 

$1M” to “…hundreds of millions of dollars…” to a “Minimum of a billion dollars.” Jude, a vice 

president put it this way: “The cost of information collecting is enormous, but the cost not to collect 

it may be more, so the trick is to balance data collection with decisions…Exactly where that line 

is, I don’t know. You have to get it wrong a few times to find the limits.” 

Overall, executives recognized the value of information, and they recognized that 

information is costly, both to obtain and secure, but overall, the majority of executives cost focus 

was tied to company employees’ time and labor. Some executives were more keenly aware than 

others of the sheer amount of time that can go into answering a seemingly simple question. Yet, 

several executives thought the cost of information equated to the line item for information 

technology (IT), certainly a misconception (see Figure 26). 

 

Awareness of the Company Research Library 

JET Aircraft Co. operates two physical research libraries, one at headquarters and one at 

JET Location 3 (see Figure 3); both are available to company employees for general use; however, 

some information maintained by the libraries may be restricted based on its level of classification, 

such as secret or top secret; its sensitivity and need for compartmentalization, such as Special 

Access Programs (SAP), or handling restrictions such as no foreign nationals (NOFORN), which 

restricts access to non-United States citizens, regardless of clearance or access permissions. The 

company’s headquarters also maintains a training center called the Brooks Center, which provides 

training materials and schedules training, and a data depository, which stores government 

publications, JET data and publications, supplier and vendor data. 
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Of the 31 executives interviewed, 26 positively indicated that the company maintained a 

library and 8 indicated that the library offered a website. I was intrigued by 3 executives that 

seemed confused about the nature of the library I was inquiring about: “…It depends on what you 

consider a library, some groups keep reference books,” said Jax a director. Another director, 

Jasmin said, “…I think our strategy group has a separate library,” while Jacob a vice president 

offered: “I’ve heard about technical libraries but I don’t know where they are or use them.” Their 

confusion regarding what “library” I was referring to in my question seemed to hint at a possible 

disconnect between the Company Research Library and executive leaders, at least for some 

executives (Matarazzo and Prusak, 1990, 1995). 

 

Figure 27. Executive awareness of the Company Research Library (CRL) 

Yes

No

I don't know.

134 



 

 

Figure 28. Executive awareness of the CRL website 

 
Of the 5 executives who said the company did not have a library or were uncertain if the 

library was still supported, all indicated that the company used to have a library: “They did in 

1984, I think it closed up. I don’t know of one anymore…It probably should have closed a long 

time ago; it’s not needed,” said Justin, a director, and Jerome, another director agreed: 

We did – the engineering library for many years. I think I even used it a long time ago to 
get information on industry trends. I think it was displaced and books were given away or 
put in storage. As far as I know, I don’t think it exists anymore. A physical library is not 
as important as it once was, especially with the internet.” 
 

Jerrell, a vice president also agreed that there is no longer a physical space requirement for a 

library: 

[With] the accessibility of computers and the internet…how many companies have libraries 
now? The need to…allocate some large space in a facility when most information is 
available online…A company doesn’t decide to need or not need a library, it’s really the 
accessibility of the information. 
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Moreover, none of the executives who indicated the company did not have a library or were 

uncertain if the library was still supported, were familiar with the data depository and none of the 

executives could differentiate between the three resources. 

When I asked executives how many physical libraries the company housed, the majority 

of executives did not know (see Figure 29). John, a director was not certain saying, “I don’t know, 

one, but I could be wrong.” Jenny, another director seemed to guess: “I don’t know…3? One at 

each [major] site, but at least one…” 

 

 

Figure 29. Executive knowledge of all physical libraries within the company 

 During my interview with Jenny, a director over the Company Research Library (CRL) 

and the Data Depository, I asked her if the CRL had a website, and she said, “No, not really…We 

have a link to the library, but I think it just shows contact information. I guess I should know 

this…” At this point during the interview, Jenny paused and turned to her computer to look up the 

library’s website. First, she went to her organization’s website to find the library, and she found 

the page she was referring to that had contact information for the library, which she quickly 

realized was very outdated because it listed a point of contact that retired in the 2011 timeframe. 

After a little more searching, Jenny found the actual library website, and said, “Oh yes, yes, we 
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do.” Unfortunately, this seemed to confirm, at a minimum, a disconnect between the CRL and 

executive leaders over the library (Matarazzo and Prusak, 1990).  

Shedding more light on the subject, Jenna, a director, pointed to the vagueness surrounding 

the “library” online. Jenna was the only executive that said the company did not have a library, but 

then indicated the company had a library online: “…There’s a career development library, the 

policy library, we do have libraries I guess…well, if you look under links, there are some [things] 

called libraries.” During the interview with Jenna, I did not understand what she was referring to 

so after her interview, I went to the internal JETsite homepage and did some investigation. 

What I discovered is that the JETsite homepage offers users the ability to sort links by 

category, and one of the categories that is available is called “Library.” When a user clicks on the 

“library” category, over 50 hits are returned for links that are classified under the category 

“library.” Some of the links under this category include the Company Research Library (CRL), 

the Forms Library, the Program Data Library, the JETvision Library, the Photo Library, the Data 

Depository, the Process Asset Library, the Tech Pub Library…the list goes on and on. A number 

of links in this category have the term “library” in their name, likely because they contain semi-

organized collections of various types of content; however, for the majority of links categorized 

under “library,” I would not necessarily classify them as a library. A number of links point to 

databases or archive locations for various types of company charts, reports, or program-specific 

data (see Appendix F). 

In discovering the paradox surrounding the lack of a clear definition for a library and the 

indistinctiveness of the Company Research Library (CRL) from other ‘things’ called libraries, I 

realized that executives’ confusion was quite valid and emphasized the Company Research 
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Library’s (CRL) detachment from the company’s overarching strategic plan and objectives 

(Marshall, 1993; Matarazzo, 1981; Matarazzo and Prusak, 1990, 1995) (see Appendix F). 

Consequently, when I asked executives if they knew the difference between the company 

library, the Data Depository, and the Brooks center, it was not surprising that 11 executives said 

they did not know the difference and 2 executives said they were all the same thing. Of the 26 

executives who were asked, 13 executives tried to make a differentiation, but in doing so, 8 

executives ended up saying, “I don’t know” or “I’m not sure, I’ve never used it” about one or more 

of the resources. For example, Jory, a vice president said, “I’ve never used the Brooks Center so I 

don’t know what they do. I’ve used the library to obtain books and periodicals, but I can’t 

differentiate between the three because I haven’t used all of those services.” 

Jane, a director, was very upfront saying, “To be very honest, I’ve never used any of them. 

That’s not to say the people I rely on don’t use them, but I don’t.” Another director, Jason, matter-

of-factly stated, “At my level, I will have someone else track things down.” On the other hand, 

Jax, a director was on target in his differentiation and also straightforward about his usage: “The 

library is more published research and information; the repository is storage of technical 

information, and the Brooks Center is a training and learning center. I don’t use any of them.” 

To further investigate executives’ routines, I asked additional questions of a general nature 

about the Company Research Library’s (CRL) users, organizational placement, staff, services, 

collection, and costs. Of the 26 executives that were aware of the CRL, half indicated that the CRL 

is intended to serve company employees and 5 executives pointed to the engineering or technical 

community as intended users. Really both responses are accurate since the engineering department 

is a subset of the company’s employee population, and due to company reorganizations and 

changes in the library’s scope, the library’s intended user population is any employee. 
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It is unknown when JET Aircraft Co.’s library was established, but for a long period of 

time, the company’s library was a service arm for the engineering department, providing primarily 

written sources of information for engineers working on research and development. At the time, 

the library’s name was the Division Research Library, but it was known to users as the Engineering 

Library. It is unknown when the Division Research Library name was changed to the Company 

Research Library (CRL); however, the name change likely occurred when the library staff’s head 

count was moved from the engineering department to the company services department (see Figure 

30). 

 

 

Figure 30. Executives’ awareness of the company library’s intended users 

 
In terms of organizational placement, most executives said the Company Research Library 

(CRL) reported to Company Services, Engineering or Communication, and to a degree, all of those 

responses are accurate (see Figure 31). The library is organized with other service departments 

under media products and support services (MP&SS), formerly known as company services or 

department #17. Media products and support services now rolls up to the Communication 
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organization; however, when MP&SS was called company services, the department was under 

company operations, which is now known as operations. 

During one of the last reorganizations, department and organization names were changed, 

and the Company Research Library (CRL) and the Data Depository were physically combined and 

then moved to a new consolidated location, but services and websites were kept separate even 

though the groups actually sit in the same bay at headquarters. 

 

 

Figure 31. Executive awareness of the company library’s organizational alignment 
 
Of note, when a user goes to the Media Products and Support Services website, the CRL 

and the Data Depository are listed under the “Resources” tab, but the page does not display 

properly, so the resources tab is not readily seen by viewers, making it seem as though the CRL 

and the Data Depository are not present. As well, under the option to “Request a Service,” on the 

MP&SS web site, the Data Depository is listed while the CRL is not listed. 

Next, I indirectly asked executives about the Company Research Library’s (CRL) staff by 

asking if the company employs a librarian or information professional, and two-thirds of 

executives positively answered that the company does employ a librarian or information 
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professional, and over two-thirds of executives did not know how many (see Figure 32). However, 

several executives had misperceptions. For example, Jerome, a director said, “Yes, I think we have 

lots of information professionals as I define them – people involved in IT [information technology] 

systems…Lots of people employed to maintain, collect, save and back up information. As far as a 

librarian, I don’t know.” Jerrell, a vice president just asked, “Okay…what is the difference between 

a librarian and information professional? I’m not sure I know.” 

 

Figure 32. Executive awareness of company librarians or information professionals 

 
Yet another executive, Jenna, a director said: 

I see we do have a link that says, ‘Ask the librarian;’ that goes to someone so they are 
responsible for providing feedback to the requestor. That may not be their full time job so 
this may go to several functions to get the answer. A while back we had [used] ‘Ask the 
President,’ and it got filtered down to the right people to answer the question.” 

 
The link for employees to ‘Ask the President’ is an engagement tool managed by the company’s 

communication organization while the ‘Ask the Librarian’ is directly managed by the Company 

Research Library staff. 

In 2011, JET Aircraft Co. employed 2 full-time professional librarians, each holding a 

Master’s degree in Library and Information Science; 1 librarian was located at headquarters and 
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the other librarian was located at JET Location 3. However, mid-year of 2011, the company 

announced a reduction in force or RIF as most employees refer to headcount reductions, and the 

librarian located at headquarters was identified as part of the RIF (see Appendix G). 

A couple of vice presidents remembered this taking place, and brought it up when I asked 

about the number of librarians or information professionals employed by the company: “I don’t 

know how many, but I do recall reducing them from 2, two or so years ago,” said Jared, a vice 

president. As of December 2011, the Company Research Library at headquarters no longer has a 

professional librarian on staff (see Figure 3 and Figure 32). The CRL at headquarters is now staffed 

by paraprofessional, represented employees, some holding Bachelor degrees, but none with a 

professional library degree or training. Additionally, as part of the facility consolidation effort, 

physical access to the Data Depository and the CRL were physically combined into one area, but 

the electronic systems and websites that employees use to access their services were left separated. 

Additionally, the library website maintains an “Ask the Librarian” form that employees can utilize, 

but most website questions are likely answered by CRL headquarter paraprofessional staff 

members as opposed to the 1 professional librarian on staff in the West Coast facility. A female 

employee with 36 years of service had this to say about the library: “The library is in the 

communication department and it is the least communicated resource in the company.” 

To determine executives’ familiarity with the Company Research Library (CRL), I asked 

what type of services the CRL offers and what type of information the CRL maintains (see Figure 

33). The services executives frequently cited notary services, requesting research, purchasing 

books, or requesting books and articles. In discussing the library’s services, Jimmy a director said, 

“I don’t know. Not many [services]. I think they only have one person right now. If you want to 

buy books for the company, you have to go through the company library or you get your hand 
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slapped.” Several executives looking up the library’s website during the interview: “Well, I’m 

probably cheating now…Their website says notary services, a career development library, ebooks, 

loans, databases…,” said Joe, a director. Other services that were mentioned once included: 

databases, ebooks, subscriptions, periodicals, and the career development library collection. Most 

executives did not know what services the library offered, and a couple of executives were able to 

find the library’s website and look up the information. 

 

 

Figure 33. Executive awareness of company library services 

 
When executives discussed the type of information the library maintains, they categorized 

the library collection into subjects, such as engineering or management, and also types of content, 

such as books and journals. Over half of executives indicated that the library collection is focused 

on industry, engineering and technical data, and is largely made up of books, magazines, and 

journals. 

On costs, over half of executives indicated that there was not an additional fee over and 

over operating costs for using the library (see Figure 34). While this is certainly true, there is no 

charge for using the library, borrowing books, or requesting research or articles, some executives 
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pointed out that since subscriptions are a cost that the library does not cover, that is technically an 

additional cost. Also of note is that the library actually has not provided notary services in several 

years since the service left with the person who was a Notary Public, several years ago. 

 

Figure 34. Executive awareness of company library costs 

 
Executive misconceptions occurred several times in regards to the Company Research 

Library (CRL). For example, when Jax, a director said, “…It depends on what you consider a 

library...,” and further supporting that when another director, Jenna, mentioned the library online, 

which led me to the discovery of numerous resources categorized as libraries.  

Another misconception arose when Jane, a director referred to the library as “…that little 

Brooks Center up stairs,” and when several executives said the Company Research Library (CRL), 

the Data Depository and the Brooks Center were all the same. I was actually a little surprised more 

executives did not perceive the Brooks Center and the CRL to be the same resource, primarily 

because before the reorganization and subsequent movement of the CRL, it was physically located 

directly across the hall from the Brooks Center.  
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Lastly, when Jacob, a vice president said he went to the library website “searching for a 

book,” and then disclosed he was using Books 24x7, which is an online library of full text books 

that is managed by corporate and housed within the corporation’s human resource tool, JETpeople; 

it is completely separate from the CRL. In each of these examples, executives’ misconceptions 

surround the lack of a clear definition of a library, combined with the indistinctiveness of the CRL 

from any other company resources that are labeled or categorized as libraries. For example, I would 

consider Books24x7 a library for full text books, but Books24x7 is not a resource that is provided 

by or associated with the CRL (see Appendix F). 

Overall, executives interviewed seemed self-aware of their knowledge and experience and 

particularly attuned to their network of colleagues and experts. Executives were also aware of the 

Company Research Library (CRL). However, the majority of executives were unaware of the 

CRL’s website, and none of the executives use the library on a regular basis. The only executive 

routinely visited the company library was Jenny, the director over the CRL, but she said her visits 

were employee focused: “I’d say [I go to the library] every 2 weeks; it’s more to see the people 

than to gather information though…” 

 

Executive Attitudes 

Attitude impacts behaviors and success (Schawbel, 2012). To understand executives’ 

attitudes and opinions on information resources and formats, I focused on information value, 

preferences, trust and confidence. 

Using a scale of 1 – 5, with 5 being most valuable, I asked executives to rate the value of 

information as it relates to their job performance and success (see Figure 35). In rating the value 

information contributes to their job performance, over half of executives rated the value of 
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information as a 5, most valuable, including 10 of 11 vice presidents. One vice president, Judd, 

said, “I don’t know how you would do your job without it…” Other vice presidents agreed, 

including Jewel, who said, “I base all of my decisions on information. I do not believe you should 

manage with just your gut or just emotions; you need to have information based decisions.” 

However, as a few executives pointed out, decisions have to be made even when 

information cannot be obtained. As Jude, a vice president said, “There are many occasions in my 

job…where information is simply unavailable and you have to make a decision based on 

experience, gut instinct, [or] best guess. Information may be closely held by a company and they 

just won’t give it to you.” 

 

Figure 35. Executives’ perceived value of information to job performance 

 
 Again, using a scale of 1 – 5, with 5 being most valuable, I asked executives to rate the 

value of information as it relates to the company’s success (see Figure 36). In rating the value 

information contributes to the success of the company, over three quarters of executives rated the 

value of information to company success as a 5, most valuable. Only 1 executive, Jonathon, a 

director, rated the value of information to company success lower than a 4, saying, “The company’s 

0 00

5

10

15

20

25

1-Least
Valuable

2 3 4 5-Most
Valuable

VP

Director

146 



 

performance is about execution, not information. Information is a contributor. I rank it 

[information] with successful program management and those sorts of things.” 

 

Figure 36. Executives’ perceived value of information to company success 

 
When I compared executives’ perceived value of information to job success with 

executives’ perceived value of information to company success, responses indicated that 

executives perceived information to be slightly more valuable to the company’s success than to 

their own job success (see Figure 36 and Figure 37). Jenna, a director with 34 years of service said, 

“Without information, you don’t know where you’re going. You have to have information to tell 

you how you’re doing, identify gaps, make decisions, understand performance and your position 

to develop strategies – basically operating the business.” 
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Figure 37. Perceived information value to executives’ job versus company success 

 
Using a scale of 1 – 5, with 5 being most important, I asked executives to rate the 

importance of immediate access to information when it is required (see Figure 38). Executives 

overwhelmingly rated the importance of access to information when required very highly. Only 3 

executives, 1 director and 2 vice presidents, rated the importance of information when required at 

less than a 4. Jules, a vice president said, “…[It] depends on the word ‘required.’ Is it a deadline 

or is something bad going to happen? Circumstances could change where that number falls.” 

Another vice president, Jude, rated immediate access to information when required as a 5, and 

further added, “This is a key skill as an executive [balancing] – immediate information access 

versus a delayed decision for higher quality information. The question assumes singularity and it’s 

a continuum in my mind. My decision will be less fact based if I need to make a decision right 

now.” 
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Figure 38. Executives’ perceived importance of immediate access to required information 

 

Information Preferences 

Considering that executives place a high degree of value on information, it is essential to 

understand executive preferences with regards to information (Matarazzo and Prusak, 1990). 

When I asked executives how they preferred to receive and access information, over 60% indicated 

a preference for accessing information electronically. Reasons executives leaned towards 

electronic access focused on the flexibility of electronic materials: the ease of carrying, storing, 

sharing, and managing electronic information; environmentally friendly; instant access; efficient; 

and offers search and edit capability. Jacob, a vice president preferred electronic for the ability to 

search documents: 

Electronic. It’s very efficient and allows for active reading, searching/finding, and it’s less 
time consuming to narrow down. Yesterday, I got a 600 page report. If I had received it in 
print, it would have taken me several hours to go through it. Because I got it electronically, 
I was able to search the document and find what I needed. 
 

Joe, a director with 34 years of service agreed pointing out that printing is unnecessary for him: 

[There is] no reason to print paper. It’s not environmentally friendly. We have these huge 
TV monitors in our offices now, and we can put [information] on the screen and look at it. 
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I don’t keep all my stuff because the people who sent it to me usually keep it so I know 
where to get it if I need it. 
 

A point of interest that Joe reveals is that he does not necessarily keep electronic materials he 

receives because he knows the “the people who sent it…[will] usually keep it…” In thinking 

through Joe’s response, my attention is drawn to the idea of holding onto information. From my 

own observation and experience, I believe Joe’s reasoning is indicative of the ‘keep everything’ 

culture that is prevalent within the company; however, his comment may also allude to executive 

practices that are based on that very culture (see Figure 39). 

Of the 20 executives that indicated a preference for accessing information electronically, 

over one quarter also provided a first-hand account of their work behaviors. All of the executives 

that indicated they did not have a preference for electronic accessing provided insights into their 

work behaviors as well. For example, Josh, a director with 27 years of service said, “Electronically. 

I like accessing it online, but I like reading it in print. It’s just the way I work.” Another director, 

Jeffrey, said, “It’s easier to get information electronically, but I print everything. I’m a print guy; 

I’m old fashioned. I probably kill a lot of trees – I just don’t like reading on an electronic screen” 

(see Figure 39). 

 

Figure 39. Executive information access preference 
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To further investigate executive preferences, I asked executives if they had reading 

preference for information they received or accessed. Of note, only 2 out of the 20 executives who 

said they preferred accessing information electronically also preferred reading information 

electronically. Overall, most executives said they preferred to read information in print, even if 

they actually read information electronically most of the time. For example, Jerrell, a vice president 

said, “I think it’s easier to read stuff in print. Maybe because I can sink into a chair, put my feet 

up, and flip pages…But I read 80-90% of information electronically because that’s how I receive 

it.” 

Reasons executives stated for their preference towards reading information in print 

included: eyesight, memory/recall, ability to highlight or make notes, length of document, level of 

interest, comfort, and the ability to see the information in its entirety (see Figure 39 and Figure 

40). Jane, a director with 26 years of service said, “Oh, I’m old, in print. Back before we had 

computers, that’s what we did and that’s what I’m comfortable with. My proposal analysts will 

email everyone except me, they bring me a hard copy because they know I need to feel it and see 

it.” 

 

 

Figure 40. Executive information reading preference 
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Of the 31 executives, 24 executives were self-aware that they were in a transitional state 

between print and electronic formats. For example, Jenny, a director said, “My preference would 

probably be print, but I do have an IPad air, and I’m migrating to the electronic side…I’m in a 

transition period in that regard.” Age and tenure had no bearing on executive reading preferences. 

For example, Jess, a director with 28 years of service said, “I do spend a lot of time reading 

electronically, [but] I like to write and print on paper so I prefer to read information in print, it 

sticks in my mind better.” Another director, Jillian, who has 12 years of service said, “I prefer it 

electronically, but sometimes it’s half and half…if I want to highlight, underline, or make notes 

I’ll print it, but I prefer it electronically to eliminate the clutter.” Jake, a director provided a truly 

introspective response stating, “[I prefer] print, but it’s a quirk of mine…I can read from my 

computer, but if I want to retain it, I truly prefer listening.” 

When executives were asked about their preference to delegate the search for information 

or search for information themselves, over half indicated a preference for delegating the search for 

information (see Figure 41). However, 7 executives responded by stating a preference and then 

describing their behavior, which did not necessarily align with their preference. For example, 

Jonathon, a director said, “I prefer to go get information myself; I just don’t have the flexibility to 

do it. I enjoy finding things out. I just don’t have the bandwidth...I’m bounded by the reality of the 

situation.” In this case, Jonathon, prefers searching for information, but in reality delegates the 

search task because of time limitations. John, another director, who has 30 years of service said, 

“I prefer to delegate it, but…I don’t do it as well as I should. I’ve found that I dig into details more 

than I should as an executive.” 
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Figure 41. Executive preference: Self-search vs. delegate search 

 
The most frequently cited factors executives identified that influenced their search 

preference included: time limitations and lack of expertise in a given subject area. For example, 

Jewel, a vice president said, “If I know I can get to it easily, I would just assume go to it and do it. 

But I don’t want to waste time trying to get my fingers on it. If I’m not certain and know someone 

who can get to it quickly, then I’ll delegate it.” What I found most interesting about Jewel’s 

response is how she delineates delegating a search – asking someone she knows can obtain the 

information versus assigning someone to track down the information (see Table 6 ). 

 
Table 6  

Factors Influencing Executives to Self-Search or Delegate a Search 
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On the other hand, Jules, a vice president said he prefers to search himself when it is a 

subject he is unfamiliar with: 

I’ll delegate, unless it’s an area where I have no expertise and feel like I need some 
grounding in the technology, that’s usually what it is. When some new technology shows 
up and it starts popping up in the press or wherever…for example, Hadoop, I’m not going 
to ask for a presentation on it, I’m going to go look myself.” 

 
A director, Jax, had a firm opinion: “I prefer to delegate. If you’re an executive and you 

spend a lot of time searching for information, then they probably hired the wrong person. At this 

level, you should be relying on your team.” Executives mentioned multiple drivers that influenced 

the need to delegate the search for information or perform the search for information themselves 

(see Table 6). 

 

Trust and Confidence 

Trust is an important component when evaluating a resource, it facilitates establishment of 

validity and reliability (Fidel, 1992) (see Appendix E). As Justin, a director said, “Trust and 

knowledge are critical.” In exploring the fabric of trust among executives at JET Aircraft Co., I 

found that 26 of 31 executives referred to trusted networks, advisors, or other trusted ‘people’ 

sources that they rely upon to gather information. For example, Jess, a director said, “For me, it’s 

not hard to find information….it depends on your experience level. For new people, I’d imagine 

it’s very hard. People tend to protect information, so the speed of trust is very important.”  

Jerrell, a vice president identified trust as source dependent: “I think there is a direct 

correlation between the source and the trust. So individuals I work with that I’ve come to trust and 

respect – I look at the information they provide me with more confidence than perhaps other 

individuals…” Jerrell further explained that his trust is also grounded in company policies and 

processes: 
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When I look at the information I need for me to execute my responsibilities it’s largely 
coming from inside the company; it doesn’t have its roots externally. External information 
is more a footnote…I don’t read [or] believe everything I see on Wikipedia…90% of the 
time information I work with has been gathered from processes etc. internally. 
 
On the other hand, Juliet, a director, said she trusted company systems more so than people 

sometimes: “…Most of the information I need is system information…I would say internal system 

information is probably more reliable than calling and asking someone in some cases.” However, 

other executives argued that it did not matter if a system or a person was used to gather information 

because systems are run by people: 

If you trust someone because they’ve been able to gather credible information…whether 
it’s a person or a system…but if people don’t trust it [the system], they won’t use it. I trust 
the supplier intelligence dashboard system [but it is] only as good as the people inputting 
data…a lot of times we blame the system, but really it’s not the system, it’s the people not 
putting data in correctly or not following a process,” said Jax, a director. 
 

Another director, Jake, agreed that he trusted his staff to provide him with accurate data: 

I trust my people to provide me with accurate information. That who / where I go to most 
to get information…It’s a leadership thing…you hire people and that’s what they are there 
for, to derive information. So you better hire good people you can trust. The reality is you 
have to trust the people who are providing you with the information. If you say you trust 
your computer to provide you with information, you have to realize a human somewhere 
initiated that information, so you have to rely on the people who work for you. 
 

Yet another director, Jenna, shared some advice that she was given to her: 

…I was told I would develop at least 10 people who I knew and could go to and trust for 
information, such as a SME [subject matter expert]. I don’t know everything about 
compliance, but I know who to go to get the information. It’s really knowing who to go to 
get the information to clarify and make decisions. 
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Figure 42. Sources executives trust 

 
In addition to trusted ‘people’ resources, executives also said they trusted external internet 

sources such as Forbes and the Wall Street Journal; company policies and processes; company 

databases and systems such as the cost ledger or the SAP system; federal government resources 

such as the Federal Acquisition Regulations (FAR), Defense Federal Acquisition Regulations 

(DFAR), and Financial Accounting Standards (FAS); and lastly subscription databases and 

services such as Jane’s and Dunn & Bradstreet (see Appendix E).  

When I asked executives why they trusted the resources they specifically identified, it was 

clear that long-standing established relationships, experience, and a proven track record using a 

resource were key components in the formation of trust. Josh, a director said, “Publicized data 

from a trusted source…corporate policies and processes, Bloomberg for financials…and SMEs 

[subject matter experts] that are proven and have a history of positive track record.” One director, 

Jillian acknowledged: “…the higher you go in the company, the farther from the data you 

are…SMEs [subject matter experts] are much closer to the actual data…,” which is likely why 

Jack, a vice president asserted that “…frequency of use [of a resource] drives trust…”  Another 

vice president, Jewel shared: 
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I know for sure those things that I no kidding know where to go look, and then there’s some 
gray area that I kind of know where things are…and I know SMEs [subject matter experts] 
in every area because I’ve done this so long. I realize that doesn’t help someone that’s new 
and just starting out, but I can pick up the phone, call someone, and generally get the 
information I need. 
 

 While Jack vaguely alludes to “…those things that I no kidding know where to go look…,” 

he never mentioned with any specificity what “those things” were; however, based on the entirety 

of his response and interview, I would surmise that Jack’s “things” are indeed a reference to his 

experience and the network of people he has established over the years. What's more, all executives 

interviewed unanimously agreed that they were confident in knowing where to go to acquire 

information when they needed it; and 23 of the 31 executives that were interviewed said that 

experience and knowing the right experts contributed to their level of confidence. For example, 

Julianne, a vice president said her tenure reinforce her confidence: 

A lot of my confidence is my tenure with the company…I’ve been in this industry for 
almost 30 years and so even when it’s a new problem, it’s still a very familiar subject in a 
lot of cases, so that boosts my confidence. Knowing so many people in so many types of 
roles…It’s abundantly unusual to get something not familiar… 
 

Another vice president, Jared, shared that even when information is not available, he still has 

confidence: “I feel confident I can find information as I need it. The corollary to that is that…there 

are instances where information you need is non-existent, so you have to be confident in getting it 

and also confident in accepting or pushing to receive something that isn’t achievable or existent.” 

Still, Jess, a director indicated his confidence in obtaining information is strengthened by his 

network, not his authoritative leadership position: “…I have enough experience and a network, 

and I have enough reach. I’ve always had access to data; it’s not position driven, it’s knowing 

where to go.” 

Only 7 executives noted factors other than experience and experts; those factors included: 

company system data and the ability to buy information or access to information (see Figure 43). 
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For instance, Jules, a vice president said, “We have the ability to buy information from consultants 

or any sources we need, the internet is full of stuff…I can’t remember the last time I was like; ‘I 

can’t find the information I need.’ We live in a wonderful age of access to information.”  

 

Figure 43. Factors that contribute to executive confidence 

 
Although I did not specifically ask executives about factors that decrease their level of 

confidence in obtaining information, 10 executives noted variables that decreased their confidence 

(see Figure 44). Variables that executives said decrease their level of confidence included: a lack 

of familiarity or experience with a given subject, the type of information needed, such as customer 

or competitor data, the inability to find the right person or extract the right level of data, and the 

retrieval source or method, such as people versus the internet. For example, Jimmy, a director said, 

“Yes, [I’m confident] if I’m going to individuals. If I’m going to the web, I’m not, I have anxiety 

getting lost in the web….where do I start, what was I looking for?” 
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Figure 44. Factors that contributed to decreased executive confidence 

 
While all executives stated they were confident in knowing where to go to get information 

when they needed it, one third of executives’ revealed factors that decreased their level of 

confidence (see Figure 43 and Figure 44). All of these executives were over age 50, and only one, 

Jacob, a vice president, had less than 15 year of service to the company; however, given Jacob’s 

25 years of leadership experience, his company tenure is deceptive. I cannot say with any certainty 

why one third of executives, all over age 50 and with 20+ years of experience, cited factors that 

increase and decrease their confidence, but from my perspective, I think that these executives 

seemed secure in their self-awareness of what they know and what they do not know. 

 

Attitudes toward Finding Internal and External Information 

Executives need both internal and external information from a variety of sources to make 

decisions (Castiglione, 2008; Edgar, 2004). To understand and assess the ease with which 

executives are able to find the information they need, I asked executives if it was easy or difficult 

to find information such as reports, data and metrics within the company (see Figure 45). Over 

half of executive responses indicated that finding information within the company was somewhere 
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in the middle between easy and difficult. For example, Josh, a director explains: “Some things are 

easily sought after and found; other things, not so much…it’s not about finding the database that 

has the information, it’s finding the right point of contact, which isn’t always easy.” Jimmy, 

another director agreed: “[It’s] fairly easy. It’s just finding the source who is the contact point; 

that’s the difficulty. The data is available.” Other executives described obstructions to finding 

information. For instance, Jerome, a director said, “We tend to store everything on ‘the server.’ 

Okay, great, but you could spend a month trying to find it,” and Jason, also a director explained, 

“Information that exists is easy to find, but not everything is captured or tracked.”  

When I asked executives to rate the difficulty in finding information internal to the 

company on a scale of 1 to 5, with 5 being most difficult, over half of executives ranked finding 

information around a 2, not very difficult, on the scale. One director, Jerome, provided some keen 

insight: “[It would be a] 2. If I was looking for something on my own when people are not in the 

office, it would be a 4, make sense?” 

 

 

Figure 45. Executive perception on finding information internal to the company 
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4 executives who offered two methods. Of the 31 executives, 28 said the best method for finding 

information within the company was contacting a people resource such as an expert, peer, staff, 

administrative assistant, or data owner. Several executives provided responses that offered a 

window into their work practices: Jasmin, a director said, and “I tell you, if you know the right 

people in the company – that is the most valuable tool…Knowing who to call is extremely 

valuable.” Another director, Jake was even more telling when he shared: 

My administrative assistant is the best way to find information internal to the company. 
You’re going to find the level and experience of people you talk to. I’ve never used that 
thing on your computer, what’s it called…that Microsoft Lyncs, it’s kind of like texting 
people… Yeah, instant messenger, I’ve never used it. If someone does that, I don’t respond. 
Pick up the phone and call me. I know that takes more time, but for me, it’s more fulfilling 
to receive information by phone than by using instant messenger, it’s too impersonal. 
 

On the other hand, when I asked executives if it was easy or difficult to find external business and 

industry reports and information, their responses, as shown in Figure 46, were more evenly divided 

between not difficult and difficult. Executive responses indicated that finding external business 

and industry information was somewhere in the middle between easy and difficult with a slight 

leaning towards more difficult. One executive, Jayce, a vice president disclosed that finding 

external information is more difficult for him because he does not generally look for information 

on his own: 

I’d say difficult. Maybe I’m compromising myself…if I need to find something outside of 
the company – public law, FAR [Federal Acquisition Regulations] data, competitor data – 
that data is not something accessible to me via my fingertips. I would go to the people who 
track that stuff to get that information. Congress can pass the President’s budget, and I can 
get the line items through other internal resources. I have a hard time getting that data on 
my own externally. 
 
Other executives focused more on the difficulty associated with finding detailed or specific 

types of external information. For example, Josh, a director said: 

Country information is easy – political, spending, GDP [gross domestic product], financials 
are pretty easy [or] who [other companies] do business with, but how [other companies] 

161 



 

market their stuff isn’t as easy to find, [and] finding their angle on supporting 
technologies…is a little more difficult. 
 

When I asked executives to rate the difficulty in finding external business and industry information 

on a scale of 1 to 5, with 5 being most difficult, over half of executives ranked finding information 

as a 3 or 4 on the scale (see Figure 46). One director, Jane stated, “External is probably harder to 

find [information] because I don’t have as many people to call.” As an aside, Jane was smiling and 

seemed impish when she stated that external information was harder to find due to a smaller 

external network, but there was also a degree of truth in her statement. 

Most executives agreed that the difficulty in finding external data was dependent on the 

type of information or the level of information needed. For example, Jake, a director said, 

“…things can be proprietary so it’s harder…,” and Jules, a vice president further explained: 

…It just depends. If it’s a well-articulated, understood topic, you can go out and search the 
web or Wikipedia, and you may be able to find the general information you need. Other 
cases may involve opinion or competing ideas, and then you’ll have to rely on consultants 
who may or may not have the information on your topic. If you go out now and look for 
how well cloud computing is doing in the DoD [Department of Defense] space, you 
probably wouldn’t get a solid answer. You’ll get agencies that are doing things, but you 
wouldn’t get enough to know if it applies to your situation. The CIA [Central Intelligence 
Agency] is using it, but what for? Travel? …Something innocuous that they wouldn’t care 
if it was open to the public? 
 

 

Figure 46. Executive perception of finding external business and industry information 
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Based on their experience, I asked executives what they considered to be the best method 

for finding external reports and information, and almost all executives referred to an internet 

resource or a people resource. For instance, John, a director said he uses search engines, but 

receives more quality information from experts: 

I go to a SME [subject matter expert], don’t get me wrong, I go to Google a handful of 
times a day, but what I get from the SME [subject matter expert] as opposed to Google is 
that the SME [subject matter expert] has done their due diligence on validation and 
analytics. I may not have the time to do all of that; I rely on them to take care of that. 
 

Another director, Jillian, said she uses experts to guide her to the applicable internet resources she 

needs: “I usually start with a SME [subject matter expert] to guide me with where to go online to 

find the data. For example, [in] talking to SMEs [subject matter expert], I uncovered that one of 

the IT [information technology] resources we are using has case studies on their website.” 

Alternatively, Josh, also a director, said some information is more tacit and cannot be found 

in a database: 

I don’t really trust websites; things are task peculiar for me. I like to point blank ask the 
customer what they need and why and how it’s relevant. Then I’ll go find the SMEs 
[subject matter expert] or sister companies to validate the information. There’s no 
repository that gives you that kind of insight…at least I haven’t found one. 
 

Yet, Jeremy, a director said he prefers starting with the internet: 

I do most of my external searching through search engines…no particular one, I just pick 
one. Most of the time, I can go to the DCMA/DCAA [Defense Contract Management 
Agency/Defense Contract Audit Agency] web site, [but] I go to the search engine and find 
the reference to get the clue [on] what to search for on their [DCMA/DCAA web] site…I 
feel more confident getting my data through government websites than other sources. 
  
In terms of information access, executives understood that information has to be accessible 

in order for it to be useful, but executive access to the information itself was not really important. 

As Jerrell, a vice president stated, “The more senior you are, the more dependent you are on 

people…” Key drivers that led executives to seek information included a lack of knowledge or 
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experience and a need for increased confidence level or rational (see Figure 19, Figure 20, and 

Table 6). 

 

Differences in Information Preferences Based on Generation and Tenure 

Generational differences and experience can often impact attitude and opinions (Schawbel, 

2012). However, while I recognized the executive distribution would be more heavily weighted 

with males, reflective of the industry; what I did not realize was that the number of emergent 

executives would be so low and the number of executives over age 50 would be so high. Of the 31 

executives interviewed, 26 were over the age of 50, and only 1 executive, Jacob, a vice president, 

had less than 5 years of service with the company, but given Jacob’s 25 years of leadership 

experience, he is likely a new leader to the company, as opposed to a less tenured leader. In fact, 

Jacob was the only executive I interviewed who had less than 12 years of service to the company. 

Additionally, while there were 5 executives in the study population who were under the age of 50, 

only 1 executive, Jax, a director, was under the age of 40, and he had 14 years of service with the 

company. The other 4 executives who were interviewed that were under the age of 50 had between 

12 and 28 years of service to the company (see Figure 4, Figure 6, Figure 8, Figure 12, and Figure 

13). 

In terms of preferences, 1 executive under age 50 preferred to receive and access 

information in print; the other 6 that preferred receiving and accessing information in print were 

over 50. Age and tenure seemed to have no bearing on executive information access preferences, 

as the majority of executives, preferred receiving and accessing information electronically. 

Additionally, none of the executives under age 50 and none of the executives with less than 15 

years of experience said they preferred to read information electronically. The only 2 executives 
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who stated a firm preference for reading information electronically were both over age 50. Jarvis, 

a director shared his rationale: “Electronically. I can manipulate it real time while I’m reading it, 

I can copy and paste, do worksheets on the side, make notes and maps; it’s real time reading and 

analysis.” 

In reviewing the data collected on executive trust, of the 10 executives who were either 

under age 50 or had less than 15 years of company service, only 1 executive with less than 15 

years of experience, Jacob, a vice president, did not specifically mention ‘people’ as a trusted 

resource. On the other hand, only 4 executives in these two groups, either under age 50 or with 

less than 15 years of tenure, mentioned internet resources. Age and tenure had no bearing on the 

resources executives stated they trusted, and almost every executive in this study cited trusting 

some form of ‘people’ resources (see Figure 42 and Appendix E). 

 

Attitudes towards Libraries and Information Professionals 

Several executives alluded to their opinion of libraries before I ever ask any questions 

specifically relating to the company’s library or libraries in general. For example, two directors 

Jake and Jarvis, each with around 30 years of company tenure hinted at their opinion of libraries 

in their definitions of information seeking. Jarvis defined information seeking as “…analogous to 

going to a library, but we do it through the internet and phone/email networking,” implying that 

libraries are no longer a valid method for finding information while Jake, on the other hand, 

highlighted age as a factor in his definition saying, “…most people don’t use libraries, but old 

people do…” Here Jake suggests that only “old people” use the library. Considering views such 

as those of Jake and Jarvis, as well as other executives, it was critical to investigate what executives 

believe regarding the purpose of a library within a business. 
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When I asked executives about the purpose of a library within a business context, almost 

three quarters of executives provided neutral or positive responses, and 2 executives offered advice 

for what the library should do. For example, Jarvis, a director said, “Well it should be for 

information accessibility to help people do their jobs or to train them to do new jobs or do a better 

job.” Yet, another vice president, Jude, offered some advice: “It should be designed to collect that 

information that is used repeatedly so it’s more efficient and affordable, and to allow individuals 

to obtain it individually. For example, buying 10 copies of a report versus having an electronically 

purchased copy we can all access.” 

One director, Jenny, believe the value of the library is misunderstood: “…Because the 

internet is such a big part of our lives today, I think the value of the library is misunderstood; some 

people are not comfortable with the internet and the library can help you find the information you 

need.” Other executives were not as encouraging: “In today’s electronic age, the concept of a 

library is really obsolete. People don’t want to go to a common physical place anymore,” said 

Justin, a director. 

Approximately one quarter of executives include a negative response in regards to the 

purpose of a library within a business organization, many questioning the need to have it at all: 

“The library was the place to go for reference information, but today it’s all or mostly all available 

online without having to go to some physical place. Is it appropriate to still have a library? It’s 

down to preferences now. So I think a lot of companies have opted to move things online,” said 

Jerrell, a vice president. 

To dig a little deeper into executives’ attitudes towards libraries, I shifted the focus from 

the purpose of a library back to executives by simply asking their opinions of libraries. Of the 31 

executives interviewed, 10 provided positive responses, 10 provided negative responses, and 6 
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provided positive responses for virtual libraries (see Figure 47). Moreover, 6 executives 

recognized that libraries are experiencing a paradigm shift. For example, Jasmin said, “I like 

libraries. I don’t go to them enough though. Libraries are in a tough place because of the 

internet…It’s often easier to find stuff online that to go to a library and check out a book.” 

 

 

Figure 47. Executive opinions of libraries 

About one third of executives had a positive opinion of libraries: “[I’m] supportive. I mean 

I am a technical driven employee and in this context I look at this [the library] as an asset to 

advance the technical capabilities of the company; it’s not a place for magazines and novels…,” 

said Jared, a vice president. Other executives, including Jess, a director, focused on the usefulness 

of virtual libraries: 

…Well, I think the library could be virtual…like when I was at [a university] there was a 
virtual library. I could be there without being there, and I had extensive access to articles 
and databases. I could do all the research I wanted to virtually. I would suspect we have 
something similar. I hope we do. It [the library] should absolutely be virtual. 
 
Yet, about one third of executives such as Joe, a director, were also much more pointed: 

“…With everything online these days, I don’t know why you would need one [a library].” Other 
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executives agreed including John, another director who thought the internet would replace 

libraries: 

I really think that libraries are on their way out. The internet and electronic sources will 
take the place of libraries across the board. There are those library-type functions – helping 
people find things…virtual librarians will probably still be needed to cross-section and 
align books, references, topics…so you’ll need people to help with that, but in the future, 
it will all be done on the internet. We do more and more through our computer every day. 
Most people are moving from books to their computers and nooks. There is just less of a 
need for a library every day. 
 
At the surface, executive opinions of libraries were superficially mixed between positive 

and negative responses, yet the two themes that emerged were that executives do not use the 

Company Research Library (CRL) and the need to go to a physical library for information was 

viewed as obsolete. 

After asking executives about their thoughts on libraries, I transitioned to a people focus 

and asked executives about the role of a librarian or information professional within a business. 

Surprisingly, almost three quarters of executives provided neutral responses. However, a director, 

Jerome, made a distinction between what the role of a librarian was in the past versus what the 

role is today: 

I think a librarian in an old sense of the term was a custodian of books, articles, journals, 
and helped manage hard files so people could come in, look something up, find it on a 
shelf, garner knowledge from it and check it out…things have changed a lot since then…as 
far as today, it’s managing databases and electronic files; organizing electronically to find 
the information you need. 

 
Another director, Jason, differentiated a librarian from an information professional and then made 

a bold assumption: “I don’t consider a librarian an information professional. I would consider an 

information professional a lot broader than a librarian. In 10 years, the term librarian won’t even 

exist.” The words executives frequently used to describe the role of a librarian included: find, 

access, help, assist, provide and information (see Figure 48). 
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Figure 48. Executives’ frequently used words to describe the role of a librarian 

 
In reflecting on the most frequently cited words that executives used to describe the role of 

a librarian, it was evident that executives have a fairly fixed view of a librarian’s role –providing 

help and assistance with finding information – at a help desk. Then it occurred to me, could the 

notion of the help desk be a contributing factor in the confusion between information professionals, 

librarians, and information technology (IT) professionals? Librarians were the original help desk 

(Dana, 1991), and the concept of a help desk has evolved from ready reference in libraries into a 

resource for IT product and service support. Almost all executives had misconceptions about 

information professionals. Some examples included information professionals not being librarians 

or information professionals work in information technology (IT). Jewel, a vice president shares 

her opinion of information professionals: “I think information and library science specialists think 

in a very structured and organized manner, they feel comfortable with information…the stereotype 

of IT / library folks that they are all introverted…I don’t think that’s true.”  

Executives’ opinions of librarians and information professionals were fairly mixed; only 

about one third of executives had a positive opinion of information professionals; the rest of 

executives either stated they did not have an opinion, but included negative statements or included 
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dependencies. For example, Jason, a director said, “I kind of think the role of a librarian is dying; 

they are an intermediary between you and information you aren’t able to find. Physical libraries 

external to the company are going away, I’d imagine internal to companies they would go the same 

way.” Another director, Justin, said, “They just are not needed anymore…I’m my own librarian. 

When I used a librarian 20 years ago, they would help me navigate the physical library, now I 

navigate myself, so I’m my own librarian.” 

While John, another director agreed that employees have to act more like librarians, he also 

thought people with a library science background could be beneficial to business: 

Most people need to be a bit of a librarian now due to the amount of information that is put 
into systems so that people can easily access it. We all look more like, or need to look more 
like a librarian every day. I know there are people in the business that have librarian 
degrees, and they are utilized in every business, even the healthcare industry. I really do 
think that we need information professionals but they don’t look like the librarians, they 
look like SMEs [subject matter experts] helping to ensure data and content configuration 
is accurate. 
 

 

Executive Behaviors 

To begin unraveling the process executives think they use to find information, I started by 

asking executives about their methodology, but before delving into the specific steps they use to 

find information, I asked executives if they searched for information on their own. All executives 

interviewed said they search for information on their own, only about one quarter of executives 

indicated they only search for information sometimes or occasionally (see Figure 49).  
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Figure 49. Executive Acknowledgement of Self-Searching 

 
Upon acknowledgement of self-searching, I asked executives how often they searched for 

information (see Figure 50 and Figure 51). The majority of executives responded that they search 

for information daily. Of the 29 executives that acknowledged searching for information daily, 25 

executives were able to quantify their “daily” search for information into hours per day.  

 

 
Figure 50. Executive awareness of search frequency 

 
Of the 25 executives, 15 stated they search for information somewhere between 30 minutes 

and 3 hours per day while 8 executives said they search for information between 4 and 6 hours per 
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day, and 2 executives said their search for information was on an hourly basis. During several 

interviews, executives reflected on how much time they spend searching for information: Jess, a 

director reflected, “Yes, every day, probably…I search all of the time, probably north of 75% of 

my day, probably 6 hours. Meetings count, right? Yeah, wow, I’ve never thought about it…I’d 

like to come back to you on that.” Another director, Justin said: 

Yes, daily. I get to work an hour and a half before I start my day, plus over lunch, after 
work and on weekends…maybe 2-3 hours per day. Also during meetings, talking out “what 
if” scenarios, or talking to competimates, asking questions that divulge information without 
directly asking something specific…so maybe higher, 4-5 hours. 

 

 

Figure 51. Executive awareness of search frequency (hours per day) 

 
Almost half of executives said that their process for seeking information is dependent on 

the problem or the type of information needed, but overwhelmingly, executives stated that they 

start an information query by thinking through their own experiences, going to a people resource, 

such as an expert or a data owner, or using the internet when they need information. Jared, a vice 

president explained: 

Well, it depends…if there is something that I have been engaged with previously, I could 
go to my desk or filing cab – physically or electronically…Next, I go to my staff. If there 
is something I’m unaware of, there may be a connection to one of my staff…If those are 
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unsuccessful or futile, I’ll broaden it to the company, the government, or the 
industry…occasionally, it will default to a global search and I have no clue where to go 
and that will turn into a Google type approach, but that would be the last of the spectrum 
I’d look at. 
 

A director, Jeffrey, was very clear on his starting points for finding information, saying: 

I first reference material I have or material on hand, or I’ll contact references who may 
have it. If I don’t have it, I may go online to find it. If I’m not smart enough to do that, I’ll 
find someone who is [smart enough] to find the information that’s out there. I start with 
material I have, then I go to SMEs [subject matter experts] who may have the data, and 
then external resources; in that order. 

 

Filtering and Evaluating Information 

Once executives have a data set to review and consider, filtering and sorting that data to 

get to the relevant and reliable information necessitates different techniques, and all executives 

described using various methods that facilitated getting them to the right level of data. In addition 

to relying on experience as a guide, some of the methods that executives used included asking 

questions, using standard templates, and understanding the problem. “It’s really an art based on 

experiences…,” said Jarvis a director. 

Executives said they asked questions such as, “what do I need to achieve?,” “…what is the 

issue?,” or “…what is relevant, what’s not?” in order to facilitate narrowing the scope of the 

information required. Concentrating on the problem or end state and providing guidance were also 

methods executives stated they used, but what does that look like in the day-to-day? To provide 

some clarity, Julianne, a vice president said, “If it’s a meeting, I’ll manage it by basically saying 

things like, ‘we need to bring it up a level.’ I’ll lead the conversation to bring it to the level I need.”  

Several executives discussed the use of standard forms and templates, which provides an 

operational guide for structuring data. Jude, a vice president expounds: 

We force the data into a template, so some bits are there by structure. We learn to do that 
by trial and error, and that template continues to evolve as things become more or less 
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important. But that template has extraordinary value to executives. I know how it’s 
supposed to look if it’s not right, if it’s something I haven’t seen before, I have to spend 
more time figuring it out. Only a certain percent of problems can be dealt that way… 
 

Another vice president, Jared, relies on the development of an outline to help him filter data: 

Typically, I’ve established an outline that I’m trying to develop or conclude, and I’m 
looking for enough of that information to alter that premise using the outline…If the 
information is outside of that realm, then discard it…If it’s relevant to the outline, then it’s 
brought in and refined over time. It’s an iterative process. 
 
Executives also acknowledged the need to have a firm grasp on the problem needing 

resolution. For example, Jax said, “…do you have a clear handle on the problem you’re trying to 

solve? If the data doesn’t fit the problem you’re trying to solve, it’s just data, and it’s not 

information.” 

While executives shared different methods for filtering and evaluating data, all executives 

said they relied on their experience to help guide them, including Jerome, a director who provides 

his rationale: 

It boils down to experience and how well you know the information yourself. People will 
come to me and ask how to be successful. You have to come up the ranks and be as involved 
in processes and information gathering as possible. If you’re only involved in one thing it’s 
harder to be successful. I’ve move around a lot – contracts, program, etc. and all of that 
experience helps you to make a decision. My ability to do it is based on a wide variety of 
experience. Part of my job is asking other people to do information gathering for me. I 
don’t want to waste people’s time so I take a lot of time to know what I want and how I 
want it back. Based on all of that, I can look and pretty quickly know if I can trust the 
consistency and accuracy of the data. If it’s too low a level, knowing how to bring it up a 
level; this helps me decide when I need more or less detail. It’s important that you gather 
the data at a low enough level to answer all of the questions you’re going to have. I don’t 
want to ask for a high level of information and then keep asking for information because I 
didn’t ask for the right information to begin with… 

 

Use of the Company Research Library 

Of 31 executives interviewed, 26 executives said the company had a library and 8 

executives indicated the company library had a website. Of those executives aware of the company 
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library, 20 executives indicated they had visited the company library in person and 6 executives 

said they had been to the library’s website (see Figure 52). 

 

Figure 52. Overview: Executive awareness and use of the company library and website 

 
When I asked executives why they went to the library, most indicated it was to do research 

or look for a book. When executives were asked when they went to the library, the most recent 

executive to visit, other than Jenny, the director over the Company Research Library (CRL) and 

Jude, a vice president who stumbled upon the library’s new location, the most recent executive 

library visits were 1-2 years ago, with the majority of visits occurring between 5 and 20 years ago. 

Of the 11 executives that said they had never been to the library in person, 8 executives indicated 

they had used the library through other means, such as calling or contacting the library for research 

purposes, subscription services, or to order a book (see Figure 52). 

Based on executive responses indicating such lengthy periods of time since they had been 

to the library, I anticipated the type of responses I would receive when I asked executives how 

often they went to the library, nevertheless, I asked each of them anyway. Joe, a director said, “I’ve 
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been there probably 2-3 times in 30 years, but you know, everything is online now,” and Jimmy, 

another director said, “Maybe 3 times total in 28 years; I easily haven’t been there in 15 years.” 

The majority of executives interviewed did not know if the company library had a website 

so how frequently they use the library’s website is assumed to be never. Of the 8 executives that 

were aware of the company library’s website, only 6 had actually visited the website. When I asked 

them why they went to the library website, 4 indicated they were searching for data or doing 

research on a project and 1 did not remember why he went to the library’s website. Executive 

consensus on their frequency of use of the library’s website was very rarely. 

A few times I noticed executives mention the notion that ‘everything is on the internet.’ 

For example, Joe, a director in talking about his use of the company library said, “I’ve been there 

probably 2-3 times in 30 years, but you know, everything is online now.” However, most 

executives seemed fully aware that everything is not online, particularly those executives that have 

to triangulate multiple data points from obscure or in some cases non-existent data. For example, 

Jess, a director provides discernment: “…I can get to a lot of company data via the web; that gets 

to me to a certain level of data…then you have to start triangulating data. Companies safeguard 

the data they publish, so it gets a little more difficult when you need a deeper level of 

information...” 
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CHAPTER 6 

CONCLUSION 

JET Aircraft Co. is a large company that resembles a small city with challenges related to 

political, economic, social, technological, legal, and environmental factors that influence company 

processes, policies and change (Chandler, 1959; Edgar, 2004; LeCompte and Schensul, 1999). 

This ethnographic study is my modest attempt to explain the story of executive information 

seeking at JET Aircraft Co. Leveraging my insider’s perspective as an employee; I hope to offer 

outsiders a window into the unique cultural and organizational complexities of executive 

information seeking within a business setting. 

The goal of this study was to understand the information seeking knowledge, attitudes, and 

behaviors of executive leaders within JET Aircraft Co. to determine what resources business 

executives’ value when they need information and to baseline where the company’s library is 

positioned within executives’ information search process. The following questions guided the 

research for this study: 

1. What do executives think they know and understand about information resources, 

including types, access and availability, evaluation, costs and misconceptions? 

2. What do executives think they need to know and understand about finding information, 

including the process, resources, tools, and misconceptions? 

3. What are executives’ attitudes regarding information resources, including physical 

libraries, information professionals, print information, and electronic information? 

Which information sources are most trusted? 

4. How do executive attitudes differ between generations? How do attitudes differ 

between experienced executives and emerging executives? 
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5. How do executives think they find the information they need, including the processes 

and tools they are aware of using? Why? 

Using a purposeful sampling of executive leaders at JET Aircraft Co. headquarters, data 

were collected through 31 semi-structured interviews and informed through 118 hours participant 

observation, as well as internal and external company documentation (LeCompte and Schensul, 

1999). As an employee at JET Aircraft Co. and an emerging ethnographic researcher, I spent time 

observing, listening, and gathering data in order to describe and illustrate the full context of the 

unique experiences and culture that I observed and analyzed. Relying on my observations and 

analysis, the following is a summary of the results of my study including expected and unexpected 

findings, insights and limitations. 

The results of this study are meant to contribute to the literature on information seeking in 

businesses and organizations, as well as to the literature on special library value, but it is important 

to also understand that the conclusions I have drawn as a result of my research are unique and 

specific to the executives at JET Aircraft Co. (Jin, 2011; Joshi, 2009; Matarazzo, 1981; Ricou-

Bellan, 2009). 

To effectively utilize information resources, executives must recognize the purpose of their 

information need, the process for acquiring the information, the type of information required, and 

also know where to find the information (Karim, 2004). Executives at JET Aircraft Co. were aware 

of several triggers that drive them to seek information, including a lack of knowledge or 

experience, the need for an increased level of confidence, or the need to validate data. Almost all 

executives acknowledged experiencing information overload, and the majority of executives 

recognized managing overload by focusing on the problem or end state to reduce uncertainty and 

by filtering and sorting information in a manner similar to the way a person may sort their mail at 
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home – removing junk mail or information not needed and keeping real mail or information that 

is needed (Kuhlthau, 1988, 1993, 2001). In addition, executives said they used various techniques, 

such as standard templates and asking questions, while relying on their experience to cull the right 

level of data from the larger data set.  

Information resources may include electronic resources, people resources, and print 

resources (Choo, 1995; Karim, 2004). In defining the term “information seeking,” over half of 

executives alluded to methods they use for finding information. To verify the methods executives 

informally mentioned, I compared their informal responses to the responses they provided when I 

specifically asked where they went to find information when they had a need. Executives’ seem to 

have one primary go to source for trusted information regardless of age, level of leadership 

(director or vice president) or company tenure – people. 

Specific internal company resources, other than people resources, that executives 

acknowledged using included web-based electronic resources: JETsite, the internal company 

website, JETcodes, company policies and procedures, and JETpeople, for human resources data 

while specific external resources included: search engines for quick searches, aerospace and 

defense (A&D) industry news sources, and other external news media sources such as Bloomberg, 

Business Week, CNN or the Wall Street Journal. 

As expected, all executives agreed that information is valuable, but executives’ rationale 

for the value for information while not unanimous, logically sorted into three categories: decision-

making, informing or validating, and job performance. Yet when I compared executives’ 

perception of the value of information to their job success with their perception of the value of 

information to company success, executives indicated that information was slightly more valuable 

to the company’s success than to their own job success. 
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Executives also unanimously agreed that information comes at a cost; however, most 

executives pointed to the costs associated with employees’ time and labor in searching for 

information, and some executives had the misconception that information costs were primarily 

tied to the information technology (IT) budget. Additionally, executive speculation on the amount 

of money that JET Aircraft Co. spends on information varied wildly, with cost speculation as low 

as $200,000 and as high as one billion ($1,000,000,000). Even though executives were aware that 

information is costly, it would seem executives may not be fully aware of the costs associated with 

cradle-to-grave information management. 

While I fully expected the majority of executives at JET Aircraft Co. to have little, if any 

knowledge of the Company Research Library (CRL), I was surprised to find the opposite was true. 

Executives were overwhelmingly aware of the CRL and at the same time unaware of the CRL 

website, including the director over the library. In terms of CRL services, executives were aware 

of the standard services that almost any library would offer such as loaning bookings or requesting 

articles. 

I also anticipated for most executives to see some degree of value in the company library, 

but again I was surprised, finding that opinions of the library were split fairly evenly between 

positive and negative attitudes; the inflection point occurred only with the addition of executives’ 

positive opinions for virtual libraries (Burgelman and Grove, 1996; Jin, 2011; Matarazzo, 1981). 

I also assumed most executives would question how frequently the Company Research Library 

was used and if it is really needed. Nevertheless, only about one third of executives questioned the 

need for a physical library even though none of the executives in this study regularly utilized the 

CRL, the library web site, or any of the CRL services, which was also expected. Several executives 

noted that while they did not use or find value in the CRL, they could not say that was necessarily 
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true for employees at lower levels within JET Aircraft Co. Executives’ opinions on the role of a 

librarian were seemingly neutral, generally describing someone that provides help with finding 

information. Consequently, executives’ opinions on librarians and information professionals were 

more mixed, with only about one third of executives having a positive opinion of information 

professionals. Almost all executives had misconceptions about libraries and information 

professionals; in many cases, relating information professionals or information costs to the 

information technology (IT) department. 

All executives in this study indicated they search for information on their own, with 80% 

of executives specifying they search for information daily, and over half of executives who search 

daily indicated they generally search between 30 minutes and 3 hours per day. Despite the fact that 

executives do search for information on their own, most executives stated a preference for 

delegating the search for information to someone else, which is again what I expected to find given 

executives’ limited time and capacity (Joshi, 2009; Ricou-Bellan, 2009). Other stated executive 

preferences included receiving and accessing information electronically, reading information in 

print, and using land line phones or email over instant messenger (IM). 

Executives also believed it was slightly more difficult to find external information. Factors 

that increased the level of difficulty with external searches for executives included the type of data 

they are searching for, such as triangulating customer data or technology developments; searching 

themselves, or lack of a person, internal or external to contact to get the information. Executives 

largely believed their confidence in finding information was propelled by two elements: 

experience and their trusted network. Components executives specified as key to forming trust 

included: long-standing established relationships, experience, and a proven track record using a 

resource. 
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Executives at JET Aircraft Co. seem to place on a high degree of value on relationship 

building and developing their network. A common thread among all executives was the belief that 

it was not necessary to be familiar with every subject or have access to every database or system, 

as long as they knew the right questions to ask and the right people experts to contact. 

 

Limitations 

While the results of this study support much of the research that has been previously 

conducted, findings were unique and specific to the executives at JET Aircraft Co. (Jin, 2011; 

Joshi, 2009; Matarazzo, 1981; Ricou-Bellan, 2009). At JET Aircraft Co., I worked within the 

finance organization, so many of the executive-level relationships I established and cultivated were 

with those executives in the finance organization, which likely influenced the functional 

distribution of executives, creating a finance-heavy disparity. As such, it was not surprising that 

financial data was the most important type of information cited by executives in this study. 

Additionally, while the executive distribution of this study is reflective of the overarching 

employee population, I did not realize that the emergent executive population was so marginal. 

Accordingly, another drawback to this study is the consistency of the executive population, which 

is overall, highly tenured, largely male and over age 50. Hence any real differences based on age 

and tenure were moot.  

Lastly, while I was able to interview 31 executives at JET Aircraft Co. about their 

information seeking knowledge, attitudes and behaviors, I was also unable to spend time directly 

observing executives during meetings and daily work activities, in many cases due to the nature 

of the business and program sensitivities, which is as another limitation of this study. 
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Insights 

For the librarians and information professionals working in company libraries or other 

types of special libraries, I offer the following insights from my research on executives’ 

information seeking knowledge, attitudes and behaviors: 

Information seeking in business is broad and complex (Karim, 2004; Liu, 2000), and the 

role of a company library is no longer as clear cut as it was in decades past (Edgar, 2004). 

Ambiguity surrounds not only the search for information, but also the corporate library as a 

resource (Kuhlthau, 1988, 1993; Matarazzo and Pearlstein, 2011). On several occasions during the 

course of this study, executives tried to clarify what library I was asking them about: “…some 

groups have libraries…,” “I’ve heard of technical libraries…,” and my personal favorite, “…It 

depends on what you consider a library…” 

Initially, I assumed I was uncovering a divide between the Company Research Library 

(CRL) and executive leaders, at least for some executives (Matarazzo and Prusak, 1990, 1995). 

However, after my interview with Jenna, a director, I realized the disconnect was much bigger 

than I thought. At the company-level there are over 50 items that are either labeled as a library or 

categorized as a library, which begs the question: what is a library within the context of a business 

organization? 

The indistinctiveness of the Company Research Library (CRL) and the vagueness 

surrounding the definition of a ‘library’ within JET Aircraft Co. suggested a serious challenge for 

the future role and significance, as well as longevity of the CRL within the defense firm. The 

Company Research Library was not distinct or separate from any of the other ‘library’ resources, 

and like the other ‘libraries,’ it was just another resource detached from the company’s strategic 
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plans and objectives, fading into the information landscape within the company (Marshall, 1993; 

Matarazzo, 1981; Matarazzo and Prusak, 1990, 1995) (see Appendix F). 

Another stumbling block was with regard to the difference between a librarian and an 

information professional. Most executives had misconceptions regarding how information 

professionals were different or separate from librarians or the same as information technology (IT) 

professionals. Again, this confusion demonstrates a lack of delineation and uniqueness from other 

professional roles, and most importantly a detachment from the company’s executive leaders, who 

highly value relationship building and expertise. 

When I originally started this study, in my mind, delegation meant asking or requesting 

someone to find or acquire information for you. In other words, you are not physically doing the 

search or locating the information yourself. However, in discussing delegating a task to find 

information, Jewel, a vice president offers the following rationale: “If I know I can get to it easily, 

I would just assume go to it and do it. But I don’t want to waste time trying to get my fingers on 

it. If I’m not certain and know someone who can get to it quickly, then I’ll delegate it.” 

What I found most interesting about Jewel’s response is how she delineates delegating a 

search for information; in her world, delegating only occurs when she does not know where or 

more importantly, who to go ask for the information. Using this definition of delegating a search 

for information, it would be particularly interesting to identify the frequency of knowledge gaps, 

as well as the individual knowledge gaps that drive executives to delegate (Dervin and Nilan, 

1986). 
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Suggestions for Future Research  

The role of the corporate library within business organizations is at a crossroads (Lux, 

2002; Matarazzo and Perlstein, 2011; Miller, 2006), and while only a handful of executives in this 

study were aware of the paradigm shift that libraries are experiencing, over three-quarters of 

executives were aware of the their own transitional state between print and electronic media. 

This study offers readers an authentic narrative account of the challenges related to 

executive information seeking and the role of the corporate library within a business organization. 

My research supports the need for strengthened interactions and relationships between the 

information professionals that manage corporate libraries and executive leaders, as well as the 

need for increased awareness of executive information seeking preferences (Matarazzo and 

Prusak, 1990). 

Special library closures are an ongoing trend (American Library Directory, 2013-2014; 

Matarazzo & Prusak, 1995). It is my hope that the results of this study will benefit special libraries 

and information professionals, facilitating opportunities for communication and building 

relationships with executive leaders, getting to know them personally and professionally. In doing 

so, information professionals have an opportunity to gain an understanding of executives’ 

information needs, preferences and work style, enabling the growth and development of a unique 

and trusted source of expertise to aid executives with their information problems. 

By establishing relationships and developing trust with executives, information 

professionals will be more empowered to align the library with the company’s strategic plans and 

objectives; thereby, designing a distinct understanding and image of the library that will be readily 

perceived by executive leaders as distinct and separate from other resources, even those that may 
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be labeled or referred to as libraries (Edgar, 2004; Dervin and Nilan, 1986; Matarazzo and 

Perlstein, 2011; Sveiby, 1998). 

This study may also be a useful guide for special libraries seeking to conduct their own 

executive knowledge, attitude, and behavior study, to baseline a library’s position and perceived 

value within the executive population and elicit discernment of executives’ work styles, 

expectations and preferences (Ricou-Bellan, 2009; Matarazzo et al., 1987; Woods, 2003).  

Based on the results of this study, I would propose further research on executive 

information seeking and the role of the corporate library within different types of business 

organizations, in particular businesses that are external to the aerospace and defense (A&D) 

industry, or those businesses that have a different demographic make-up than JET Aircraft Co. For 

example, it may be interesting to investigate executive information seeking within small businesses 

or start-up companies, which may offer greater opportunities for observing executives’ daily work 

activities as well as for determining if they operate in a similar way as JET Aircraft Co. executives. 

I would also recommend additional research that focuses on executive behaviors, specifically 

focusing on when and how executives identify knowledge gaps – instances when an executive 

does not know where or who to go to for information and to what extent executive proficiency 

with technology contributes to information seeking.  

Given that executives do not typically spend a great deal of time searching for information 

on their own and more frequently delegate their information needs, it might be of interest to step 

back one level and interview ‘the delegates,’ those workers who directly report to executives or 

are frequently delegated tasks by executives. From this angle, there may be opportunities for 

gleaning additional insights on the complexity of information seeking in business. 
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The more senior leaders become the more dependent they seem to be on other people. 

Given the distance between executives and the raw data, it may be of interest to determine how far 

up the leadership ladder one must climb to find the tipping point within the ranks of leadership 

between complete self-search and complete delegation among the leadership population within a 

business. Surfacing this group of leaders would be of significant interest to corporate information 

professionals and librarians, as leaders at the tipping point would offer corporate libraries an 

immediate target audience among the leadership ranks to engage, building both relationships and 

experiences that contribute to the demonstration of a corporate library’s value. Further inquiry in 

the areas described will provide a richer and more representative sample of executives’ work 

styles, expectations and preferences, building the body of knowledge on executive information 

seeking as well as the role of corporate libraries within business organizations.  
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LIBRARY COMPANY LOCATION YEAR 
CLOSED 

PUBLIC 
ANNOUNCEMENT COLLECTION STATUS 

EMC 
Corporate 
Library 

EMC purchased 
Data General 
(1999) 

Westborough, 
MA 

2001 Unknown The collection was dispersed within 
the company. 

Business 
Week 

Bloomberg  2009 Bloomberg purchased 
Business Week from 
McGraw-Hill and then 
closed the library. More 
info:  
http://www.onlineinsider.n
et/2009/11/25/bloomberg-
closes-business-week-
library/ 

Unknown 

Time Life 
Books (TLB) 
Library 

AOL/Time 
Warner merger 

Alexandria, VA 2000 AOL/Time Warner Louise Forstall created the TLB 
Library when it relocated from New 
York City in 1976. A unique 
collection of approx. 25,000 volumes 
in support of research for various 
book projects; It is unknown what 
became of the bulk of the resources. 

VA Medical 
Center 
Library 

Veteran Affairs San Antonio, 
TX 

2005 Unknown The collection itself was offered to 
departments at the VA as well as the 
Health Science Center 
Library. Materials not taken by VA 
departments and the HSC Library 
were likely discarded. 

Center for 
Banking 
Information 

American 
Bankers 
Association 
(ABA)     

 1911-2001 http://www.libraryjournal.c
om/article/CA152461.html    

Joan Gervino, director of the Center 
for Banking Information attempted to 
find a new location for the library’s 
collection, either within the ABA or 
outside of the organization.  

Scripps 
Institution of 
Oceanograp
hy Library 

University of 
California, San 
Diego 

San Diego, CA 2012 http://libraries.ucsd.edu/loc
ations/sio/closure.html 

Scripps Library monographs/journal 
collections consolidated into the 
Geisel Library, as of July 2012.  All 
held materials remain searchable 
within the Roger catalog. See 
scrippsarchives.ucsd.edu  

Medical 
Center 
Library 
(MCL) 

University of 
California, San 
Diego 

San Diego, CA 2011 http://libraries.ucsd.edu/loc
ations/bml/mcl-
closure.html 

The entire MCL collection will be 
moved into temporary quarters at the 
UCSD Libraries' Annex and should 
be available for requesting by mid-
April 2013. Items listed in our 
catalog with the location BML 
Annex-M can be requested via the 
Annex Request Form. Over time we 
will make decisions about more 
permanent locations for MCL's print 
collections. 
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LIBRARY COMPANY LOCATION YEAR 
CLOSED 

PUBLIC 
ANNOUNCEMENT COLLECTION STATUS 

International 
Relations and 
Pacific 
Studies 
Library 
(IR/PS) 

 San Diego, CA 2011 http://www.utsandiego.co
m/news/2011/mar/29/ucsd
-libraries-close/ 

Unknown 

The Center 
for Library 
Instruction 
and 
Computing 
Services 
(CLICS) 

 San Diego, CA 2011 Unknown Unknown 

Enterprise 
Research 
Library 

Alcatel-Lucent 
Technologies 

  Unknown 
 
 

Collections moved online & library 
is now virtual. 

Analog 
Devices 

 FL  Unknown 
 

Unknown 

Intersil and 
Harris 

 FL  Unknown 
 

Unknown 
 

Tulsa Police 
Department 
Resource 
Center 

 Tulsa, OK 2008 No The majority of the collection went 
to Northeastern State University (the 
Broken Arrow Campus), many of the 
tactical training items were retained 
by the police department at the 
training academy. 

Johnson 
Controls 
Library 

Johnson 
Controls, Inc. 

Milwaukee, WI 2001 No The collection was not transferred or 
moved but was mostly discarded 
with various employees taking a few 
of the journals and/or reference 
books. 

Nonprofit 
Resource 
Center 
Library 

Nonprofit 
Resource 
Center of Texas 

San Antonio, 
TX 

2003 No University of Texas at San Antonio 

PATH 
Library 

PATH Washington, 
D.C. 

2011 No Unknown 
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LIBRARY COMPANY LOCATION YEAR 
CLOSED 

PUBLIC 
ANNOUNCEMENT 

COLLECTION 
STATUS 

Center for 
Strategic & 
International 
Studies 
Library 

Center for 
Strategic & 
International 
Studies  

Washington, 
D.C. 

2011 No Unknown 

American 
Council on 
Education’s 
library 

American 
Council on 
Education 

Washington, 
D.C. 

2010 No Unknown 

Population 
Reference 
Bureau’s 
Library 

Population 
Reference 
Bureau 

Washington, 
D.C. 

2007-2008 No Unknown 

Corporate 
Information 
Center 

Northwestern 
Mutual 

Milwaukee, WI 2009 No The collection was mostly 
weeded and given away. A 
small core of business and 
management books went to the 
law library. 

Sensient 
Library 

Sensient  
(formerly 
Universal 
Foods) 

Milwaukee, WI Early 2000s No Unknown 

General 
Electric 
Corporate 
Library 
System 

General Electric  Late 1990s No Unknown 

Aetna 
Library 

Aetna Hartford, CT Mid-1990s The closing was part of Aetna's 
efforts to outsource business 
services. 

Unknown 

Fortune and 
Time 
Magazines 
Library 

Time, Inc. 
(Fortune & 
Time 
Magazines) 

 2001 http://www.nytimes.com/2001/
06/04/business/mediatalk-a-
time-inc-institution-will-close-
its-doors.html 

Unknown. At least half of the 
files and books were moved to 
external storage buildings. 

National 
Child Care 
Information 
and Technical 
Assistance 
Center 
(NCCIC); 
also known as 
National 
Child Care 
Information 
Center (1994-
2006) 

The Department 
of Health and 
Human 
Services 

 1994-2011 The Office of Child Care 
launched a redesigned Child 
Care Technical Assistance 
Network in the fall of 2011. 
NCCIC will end on August 31, 
2011. 
http://occ-archive.org/ 

The collection sat in storage 
from Sept 2011 through April 
2012. The collection was then 
distributed throughout the eight 
contracts, then shipped the 
boxes of documents and sets of 
electronic records to each of the 
eight locations. The company 
maintains four of the eight 
contracts. 
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LIBRARY COMPANY LOCATION YEAR 
CLOSED 

PUBLIC 
ANNOUNCEMENT 

COLLECTION 
STATUS 

Department 
of Surgery 
Library 

University of 
Wisconsin 

Wisconsin 2010 No Distributed among the 
appropriate surgical divisions 
(i.e., plastic surgery books to 
plastic surgery, general surgery 
books to general surgery), and 
some made available to the 
residents in call rooms/small 
resident work rooms. The room 
that used to be the Department 
of Surgery Library is a larger 
computer work room/lounge for 
the general surgery residents. 

USAA 
Research 
Library 

USAA  2003 Unknown Physical collection (~10,000 
volumes) was donated to the 
Alamo Community College 
District. Library director at the 
time of closure continued with 
USAA, managing electronic 
resources, contracts, and the 
research portal until she retired 
in 2011. 

British 
Newspaper 
Library at 
Colindale 

N/A London, UK 2013? http://www.historytoday.com/d
avid-kynaston/british-
newspaper-library-tough-
decisions-be-made-hard-copy 

Unknown 

William H. 
Welch 
Medical 
Library 

Johns Hopkins 
University 

Baltamore, MD 2012 http://www.thedigitalshift.com/
2011/10/research/major-
medical-library-closing-its-
doors-to-patrons-and-moving-
to-digital-model/ 

Moving to a digital resource 
model. 

Wall Street 
Journal 
Library 

Wall Street 
Journal 

New York, NY 2009 Unknown Unknown 

Rocky 
Mountain 
News Library 

N/A Denver, CO 2009 Newspaper Closed.  Archives sent to Denver Public 
Library and Colorado Historical 
Society:  
http://www.denverpost.com/bus
iness/ci_12549351 

Sporting 
News Library 

N/A  2008 Research Center Closed Unknown 

USA Today 
Research 
Dept. 

  2010 USA Today closed its research 
department Jan. 1, 2010.  

Unknown 
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LIBRARY COMPANY LOCATION YEAR 
CLOSED 

PUBLIC 
ANNOUNCEMENT 

COLLECTION 
STATUS 

Goddard 
Space Flight 
Center 
Library, 
Greenbelt 

NASA Greenbelt, MD 2011 / 2012 Physical libraries closed. 
Library moving to virtual 
model. 

http://www.spaceref.com/ne
ws/viewsr.html?pid=38922 

Goddard 
Space Flight 
Center 
Library 

NASA Wallops, VA 2011 / 2012 Physical libraries closed. 
Library moving to virtual 
model. 

http://www.spaceref.com/ne
ws/viewsr.html?pid=38923 

Bell Library Bell Helicopter Fort Worth, TX July 2013 Unknown Dispersed to other 
departments. 
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University of North Texas Institutional Review Board 

Informed Consent Notice  

Before agreeing to participate in this research study, it is important that you read and understand 
the following explanation of the purpose, benefits and risks of the study and how it will be 
conducted.   

Title of Study: Executive information seeking and the corporate library 

Student Investigator:  Adrianne Jones Washburn, University of North Texas (UNT) 
Department of Library & Information Sciences. Supervising Investigator: Dr. Brian O’Connor 

Purpose of the Study: You are being asked to participate in a research study which 
involves an examination of what business executives’ value when they have an information need. 
This study is designed to explore executives’ level of knowledge, attitudes, and actions (behavior) 
they are aware of taking when they need business information. The goal of this study is to 
determine what business executives’ value when they have an information need, which will 
include understanding the processes, tools, and resources they use to find information. The 
research will focus on the following: 

 
Knowledge 

3. What do executives think they know and understand about information resources, 
including types, access and availability, evaluation, costs and misconceptions? 

4. What do executives think they need to know and understand about finding 
information, including the process, resources, tools, and misconceptions? 

 
Attitudes 

1. What are executives’ attitudes regarding information resources, including 
physical libraries, information professionals, print information, and electronic 
information? Which information sources are most trusted? 

2. How do executive attitudes differ between generations? How do attitudes differ 
between experienced executives and emerging executives? 

 
Behaviors 

2. How do executives think they find the information they need, including the 
processes and tools they are aware of using? Why? 

 
Study Procedures: You are being asked to participate in a semi-structured interview that will 
take approximately 60-90 minutes of your time. You are also being asked to be shadowed on a 
typical business day for 1-2 hours on a day and time that is convenient for your schedule within 
the next two weeks. 

 
Foreseeable Risks: No foreseeable risks are involved in this study. 
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Benefits to the Subjects or Others: We expect the project may be beneficial to 
participants by providing subjects with an opportunity to reflect upon and better understand their 
own information seeking experiences, surfacing an awareness of the processes, tools, and 
resources you use to find information (Dervin, 1992). 

  
Compensation for Participants: None. 
 
Procedures for Maintaining Confidentiality of Research Records: Your individual 

name and any personally identifiable information will be coded and your individual name will not 
appear on any data or records produced by this study. Your confidentiality and the anonymity of 
your individual name will be maintained for the purposes of this study and in any publications or 
presentations regarding this study.  

 
Questions about the Study: If you have any questions about the study, you may contact 

Adrianne J. Washburn or Brian O’Connor. 
 
Review for the Protection of Participants: This research study has been 
reviewed and approved by the UNT Institutional Review Board (IRB).  The UNT 
IRB can be contacted at (940) 565-3940 with any questions regarding the rights of 
research subjects.  
 
Research Participants’ Rights: 
Your participation in the survey confirms that you have read all of the above and 
that you agree to all of the following:  

• Adrianne J. Washburn has explained the study to you and you have had an 
opportunity to contact him/her with any questions about the study. You 
have been informed of the possible benefits and the potential risks of the 
study.  

• You understand that you do not have to take part in this study, and your 
refusal to participate or your decision to withdraw will involve no penalty 
or loss of rights or benefits.  The study personnel may choose to stop your 
participation at any time.  

• You understand why the study is being conducted and how it will be 
performed.   

• You understand your rights as a research participant and you voluntarily 
consent to participate in this study.  

• You understand you may have a copy of this form for your records.   
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Interview # Title Pseudonym Interview Date 

1 vice president Jack April 22, 2014 
2 director Jimmy April 22, 2014 
3 director Jenny April 23, 2014 

4 director Jess April 23, 2014 
Follow up on April 29, 2014 

5 director Justin April 23, 2014 
6 director Josh April 23, 2014 
7 director Jeremy April 29, 2014 
8 director Jasmin April 29, 2014 
9 director Jarvis April 29, 2014 
10 director Juliet April 29, 2014 
11 director Jax April 30, 2014 
12 vice president Julianne April 30, 2014 
13 vice president Jewel May 6, 2014 
14 director Jillian May 7, 2014 
15 vice president Jared May 7, 2014 
16 director Jane May 8, 2014 
17 vice president Jayce May 13, 2014 
18 director Joe May 13, 2014 
19 director Jeffrey June 30, 2014 

20 director John July 1, 2014 
Follow up on July 2, 2014 

21 executive vice 
president Jerrell July 7, 2014 

22 director Jake July 10, 2014 
23 vice president Jude July 10, 2014 
24 director Jonathon July 14, 2014 
25 director Jenna July 17, 2014 
26 director Jerome July 22, 2014 
27 vice president Jacob July 22, 2014 
28 vice president Jules July 24, 2014 
29 director Jason July 29, 2014 
30 vice president Judd August 4, 2014 
31 vice president Jory August 12, 2014 
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ACRONYMS DEFINITION 

A&D Aerospace and Defense  

ATP Authorization To 
Proceed 

AVO Avoid Verbal Order 

BA / BU Business Area or 
Business Unit 

BCP Business Continuity Plan 

BOE Basis Of Estimate 

BOM Bill Of Materials 

BURM Business Unit Recruiting 
Manager 

CAM Control Account 
Manager 

CAP Corrective Action Plan 

CAR Corrective Action 
Request 

CARTS 
Catering and 
Refreshment Tracking 
System 

CAS Cost Accounting 
Standards 

CCB 
Change Control Board or 
Configuration Control 
Board 

CMC Command Media Central 

CPAR Contract Performance 
Assessment Review 

CPS Corporate Policy 
Statements 

CPM Critical Path 
Methodology 

CLIN Contract Line Item 
Number 

COTS Commercial, Off-The-
Shelf 

CRL Company Research 
Library 

ACRONYMS DEFINITION 

CSOW Contract Statement of 
Work 

DART Data and Reporting Tool 

DCAA Defense Contract Audit 
Agency 

DCMA Defense Contract 
Management Agency 

DFAR Defense Federal 
Acquisition Regulation 

DO Delivery Order 

DOA Delegation Of Authority 

DTIC Defense Technical 
Information Center 

EDCS Electronic Data 
Collaboration System 

EDMS Electronic Document 
Management System 

ELT Executive Leadership 
Team 

ERP Enterprise Resource 
Planning 

EV Earned Value 

FAR Federal Acquisition 
Regulation 

FAS Federal Accounting 
Standards 

FEA Financial Exposure 
Authorization 

FFP Firm Fixed Price 

FOD 
Foreign Object Debris 
(or Damage or 
Detection) 

FTF Face-to-Face 

FYSA For Your Situational 
Awareness 

GAL Global Address List 
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ACRONYMS DEFINITION 

GAO Government 
Accountability Office 

GFE Government Furnished 
Equipment 

GIS Global Information 
System 

HRBP Human Resource 
Business Partner 

IM Instant Messenger 

IMP / IMS Integrated Master Plan /  
Schedule 

ILM Information Lifecycle 
Management 

INAR Independent Non-
Advocate Review 

IOI Items of Interest (or 
Importance) 

IP Intellectual Property 

ITAR International Traffic in 
Arms Regulations 

JV Joint Venture 

KMR 
Knowledge Management 
Repository or Key 
Milestone Review 

LDP Leadership Development 
Program 

LOB Line of Business 

LOE Level of Effort 

LRC Leadership Resource 
Center 

LRP Long Range Plan 

M&A Mergers and 
Acquisitions 

MACS Move, Add, Change, 
Surplus Portal 

Max 
Abbreviation used to 
reference the Maximo 
system 

M-day Manufacturing Day 

ACRONYMS DEFINITION 

MMRO 
Maintenance, 
Modification, Overhaul 
and Repair 

MP&SS Media Products & 
Support Services 

NDIA National Defense 
Industrial Association 

NOFORN No Foreign National 
access allowed 

NTE Not To Exceed 

OARS Online Account Request 
System 

OBC On/Off-Boarding Center 

O/H Over-Head 

PEST 
Political, Economic, 
Social and Technological 
analysis 

P2P Procure-to-Pay 

PI Proprietary Information 

PLM Product Lifecycle 
Management 

PO Purchase Order 

POP Period of Performance 

PTW Price To Win 

RBT Role-Based Training 

RIF Reduction In Force 

ROM Rough Order of 
Magnitude 

ROS Return On Sales 

SAP Special Access Program 

SAP 
(system) 

Systems Applications 
and Products in Data 
Processing; software 

SCM Supply Chain 
Management 

201 



 

ACRONYMS DEFINITION 

SIA 
Structured Improvement 
Activity; also Kaizen 
event. 

SIP Sensitive Information 
Protection 

SITREP Situational Reports 

SME Subject Matter Expert 

STAR Situation/Task, Action, 
Result 

T&C Terms and Conditions 

TDC Technical Development 
Curriculum 

T&M Time and Material 

ACRONYMS DEFINITION 

UCA Undefinitized Contract 
Action 

VMS Visitor Management 
System 

VPN Virtual Private Network 

VTC Video Teleconference 

WAD Work Authorization 
Document 

WAM Work Authorization 
Memorandum 

WAR Weekly Activity Report 

WSJ Wall Street Journal 
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IDIOMS DEFINITION 

360 Assessment 

Systematic collection of opinions about an individual's 
performance from a wide range of coworkers; provides an 
individual a panorama of perceptions to see the bigger picture; 
usually referred to as a 360 

4-Blocker or 4-Panel 
Chart 

An executive summary PowerPoint slide that includes 4 boxes, 
usually providing information related to the technical description 
or strategy of a program. (i.e. requirements, budget, cost, risks, 
etc.) 

Administrivial Ridiculous administrative nuances 

Allowable/Unallowable Refers to costs that are paid or not paid by the customer, usually 
the government 

Analysis paralysis Continual data collection and analysis to the point of paralysis or 
indecision 

Bay A term used to describe a section or an area where employees 
work, usually sectioned off by vertical elements such as columns 

Chief cube Reference to a Gen One single person cubicle set up 

Competimate A person who works for a competitor company that is also a 
teammate on a project. 

Cradle to Grave Refers to lifecycle management - from inception to completion - 
of a task, project, or content 

Dashboard Reference to a tool’s data set view, provides users with an 
overview of important metrics and reports 

Deck Reference to a PowerPoint presentation chart pitch 

Don’t boil the ocean Making a task or project unnecessarily difficult by trying to do too 
much at once 

Don’t get wrapped 
around the axel Meaning, don’t let yourself get caught going in circles… 

Don’t reinvent the wheel Don’t start from scratch, look for ways to leverage existing 
information from previous or similar tasks or projects 

Drinking the juice/kool-
aide Conforming to company sentiments and ideas 

From the gate to the 
lake… When something happens or occurs, information spreads quickly 
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IDIOMS DEFINITION 

Gen One / Gen Two / 
Gen Three 

Refers to the style of office furniture and the seating standards that 
are applied in office areas 

Good ol’ boy network 
Reference to the quiet existence of a network formed long ago, 
generally between tenured male employees; often acknowledged 
when inexplicable things occur 

Grow/grew up with a 
person (him/her) 

Reference to a long standing business relationship/friendship 
between employees who have been employed with JET Aircraft 
Co. for a long period of time; people who began their careers 
around the same timeframe 

It was thrown over the 
wall (or fence) 

When a person receives a task or project from someone who 
didn’t know how to do it or didn’t want to do it. Tasks or projects 
thrown over the wall, indicating over a cubical wall, are from a 
person within their department. Tasks or projects thrown over the 
fence are from someone in another department or organization 

JET Love / Love at JET 
Employees who meet at JET Aircraft Co. and then date and get 
married; often continue to work for the company after getting 
married 

L-code Reference to managers and leadership within the company 

Lead set Reference to a Gen One single person cubicle set up 

Legacy 
Refers to anything in the company’s past that is old or historical; 
includes anything from tools or furniture to policies, processes and 
systems 

Living the dream Sarcastic way of expressing how much an employee loves their 
job, task or project; common response to “How are you doing?”  

Low hanging fruit Opportunity that is easily achieved 

Lunch and Learn 
A presentation or talk that is held around the lunch hour, and 
attendees are allowed/encouraged to bring a lunch. Sometimes 
lunch is provided 

Mandraulic 

Human-powered, laborious effort to inefficiently perform a task 
when there is no better or more robust means for doing so; usually 
a short term solution for a known problem until a tool or another 
method is created to perform the task. Example: Manually 
collating data from multiple sources to produce a targeted 
outcome that will feed another system or data set 

Mezz Reference to the mezzanine of a building 

Off site 
A term generally used to describe a meeting that is held at a 
location away from the company’s headquarter facility, usually a 
leadership meeting 

Skip-level 
A meeting that is held between a manager and a group of 
employees that are one or more levels below the manager holding 
the meeting, usually held to obtain feedback or discuss problems 
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IDIOMS DEFINITION 

Running of out of 
runway… An industry reference meaning you do not have a lot of time 

Value-Add / Non-value 
add 

Terms used to describe or question a task, project or 
organization’s worth to the company or corporation 

Voluntold A term used to describe when a person is told to volunteer for 
something 

  

205 



 

APPENDIX E 

RESOURCES IDENTIFIED BY EXECUTIVES
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Internal Company Resources 

Regulatory/Standards System/Database Tools Other Resources 

Policies Financial Accounting 
Records Email 

Forms & Standard 
Templates 

(ie. 4-Blocker) 

Processes SAP Instant Messenger Integrated Master 
Schedule (IMS) 

Acquisition Guidance Cost Ledger Telephone Program Management 
Plans 

International 
Acquisition Guidance - Server Internal databases 

External Internet Resources 

News Industry News Industry Resources General/Generic 

Forbes Aviation Week iJet Search Engines: Google, 
Yahoo, Bing 

Business Week Defense News - Legal websites 

The Wall Street Journal - - Management Journals 

Bloomberg - - Harvard Business Review 
(HBR) 

Subscription Databases and Services  

Defense Business Consultant 

Jane’s Dunn & Bradstreet Price Waterhouse Cooper 

IEEE Reuters Gartner Group 

AIAA TEAL RAND Corporation 

- ISA Global - 

- 
Global Insight 

(now Economics and 
Country Risk) 

- 
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Government Resources  

Government/Military Offices Regulatory/Standards 
Government Printing Office (GPO), 
Federal Register Cost Accounting Standards (CAS) 

The Library of Congress, Thomas Federal Accounting Standards (FAS) 
Defense Contract Management Agency 
(DCMA) Federal Acquisition Regulations (FAR) 

Defense Contract Audit Agency (DCAA) Defense Federal  Acquisition Regulations 
(DFAR) 

U.S. Securities and Exchange 
Commission (SEC), EDGAR - 

U.S. Department of Defense (DoD) - 
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APPENDIX F 

JET AIRCRAFT CO. RESOURCES CATEGORIZED AS ‘LIBRARIES’ 
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A 
Acromania 
 
C 
Calibration System 
Code of Federal Regulations  
Command Media 
Company Management System Manual 
Company Research Library 
Company Security Manual 
Corporate Identity Manual 
Corporate Policies and Procedures 
Crew Agenda 
 
D 
Data Status 
 
E 
eForms 
Employee Handbook 
ERP Tools 
Export/Import Controls 
 
F 
Forms Library 
Flight and Ground Ops 
 
H 
Hazard Communication Manual 
Hazard Communication – PM 
HP Quality Center 
 
I 
Info Menu 
Information Handling 
Invent-it 
Intellectual Property System 
 
J 
JET Company Maps 

JET-Lite Directory 
JET Policies & Procedures – JET Sites#4-9 
JET Surrounding City Maps 
JET Tempo 
 
L 
Labor Recording Manual 
Legislative Information on the Internet 
 
M 
M-day Calendars 
Major Organization Sites Menu 
Manufacturing Standards 
Master Document List 
Material Safety Data 
Materials and Process Engineering 
 
N 
NASA FAR Complement 
 
O 
Ops Reporting 
 
P 
Parts 
Personal Visit Form 
PM Design Manual 
PM Specs 
PM Tooling Manual 
PM Planning Manual Index 
Presentation Standards 
Property Management 
 
S 
SAP Information Menu 
Specifications and Status 
Standard Injury & Illness 
STARS & Training 
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T 
Technical Publications Library 

TechPubs, JET Location 4-9 

Surveillance Website  
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APPENDIX G 

ASSESSING LIBRARY SERVICE QUALITY BY RETIRED CHIEF CRL LIBRARIAN 
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Historically, the quality of libraries have been measured by the size of its collection, an 

assessment of what the library has—rather than with what the library does.  Library quality and 

service quality are very different measures.  For a library, service quality encompasses the 

interactive relationship between the library and the people it is supposed to serve.  A library that 

adheres to all of the professionally approved rules and procedures for acquiring, organizing, 

managing, and preserving material but has no customers cannot claim quality because a major 

element is missing—satisfying people’s needs, requests, and desires for information. 

Libraries have gathered and reported statistics about their collections, funds, and staff for 

years.  These statistics however, concentrated primarily on finances, resources purchased, and 

workloads.  These traditional statistics lack relevance. Most of the traditional statistics do not 

measure the library’s performance in terms of elements important to the customer.  They give no 

description of performance or indicate whether service quality is good, indifferent, or bad. Even 

worse, they do not indicate any action for the administration or team to take to improve 

performance.  

Service quality is a complex concept. It is both personal to individuals and collective 

among many customers.  Each individual who interacts with the library forms an opinion about 

the quality of services provided, ranging from highly positive to highly negative.  When the 

collective opinions of many customers become known and seem to agree, those opinions create a 

reputation for the library and for the quality of its service. 

A compelling reason to rethink the statistics of library activity is the nature of information 

access and provision is changing radically.  New issues such as those related to the use of the 

internet, partnerships and consortium arrangements for gaining access to virtual library collections, 
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make it clear that volumes of business are deceptive measurements. The following nine points 

focus on meaningful assessment:  

• Reliability—the delivery of the promised library service dependably and accurately, and 
collections containing information appropriate to customer needs. 
 

• Responsiveness—readiness of the staff to provide service, quick resolution of problems, 
and timeliness of information. 

 
• Assurance—knowledge and courtesy of the staff and their ability to convey confidence, be 

polite and friendly, and possess the knowledge necessary to provide information about 
collections and services. 

 
• Access—sufficient numbers of staff and equipment, adequate hours of operation, access to 

remote collections and resources, and access to senior management when necessary. 
 

• Communications—keeping the customers informed in language understandable to them, 
and listening to them. 

 
• Credibility—reputation of service. 

 
• Tangibles—maintenance of the physical facilities and serviceability of the equipment, as 

well as the environment. 
 

• Security—safety. 
 

• Understanding the customer—recognition of regular customers and understanding the 
individual needs of customers. 
 

By using these dimensions, the library can develop performance indicators, and relate the 

findings to a customer service plan as well as to organizational goals and objectives. 
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