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CHAPTER IV 

Resea~ch Findings 

This study was designed to investigate the information 

seeking and use behaviors of resident and non-r esident 

university students as pe rc ei ved b y the students themsel ves. 

Employing the Sense i- Making method of Ue , vi n, this study was 

intended to be able to tap the informa~ton seeking and use 

beha vi ors of both student groups, and to compare the 

differences and similarities of the information seeking and 

use beha v iors of resident students with non-resident 

university students in Indonesia. The results of the data 

collection and analysis und~taken in this stud y ha v e 

revealed some major findings which are descripti v e of the 

phenomena being inv [ stigated. 

Since one goal of the stud y is to pro v ide guidance and 

a design framework [ or educators, administrators, and 

information sys~em r esigners of ~oth C0 11 V~ntional a~d 

distance educat1on r ystems, part1cularly 1n Indones1a, that 

will enable them ta l design the information system for each 

user group, it is important to develop a practical framework 

for presenting the r esults of this study. The results of 

this study will be l resented in terms of the twel v e 

variables investiga t ed under the three main issues that 

guided this investi ! ation. 

This chapter p esents the general descr iptio n of the 
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information seekinc ~ and use behaviors of the resident and 

non - resident university students, without comments from the 

researcher. There are eight tables presented in this 

c h a p t e r to i 1 l us t r .:

1 

t e the s i m i l a r i t i e s and d i f fer en c e s i n 

the information se king and use beha v iors of the two use r 

groups. In additicn to compa ring resident and non - resident 

students, the situc tions in which the questions were raised 

- academic and bur l aucratic situations~ were also compared. 

These situations w, re compared to highlight the degree of 

o v erlap between th 1 two situations as perceived b y students, 

since there is no clear cut procedure for separating the two 

situations <Robinson, 1981> The discussion presented in 

this chapter incluces only t,he major categories which were 

represented more than 7X in the data set within each table. 

Seven percent was <:elected arbitraril y as the cut - off point, 

and tho s e c a t ego r i e s w h i c h we,- e r· e p ,- e sen t f? d 1 esc:; t h an 7 Y. 

were considered to be outliers and not representative of the 

total data set. However, an exception applies to Tables 3, 

4, 11, and 12, in ~hich all points are discussed since there 

are no more than six categories in each table. 

There are seven additional tables presented in this 

chapter to illustra e the similarities and differences in 

the information seeking and use behaviors of the two user 

groups when their qf.!estions or gaps remained unanswet- ed 

(failure analysis>. 
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General Findings 

The assumption was that there are differences and 

similarities betwee l the information seeking and use 

behaviors of the twJ student groups since they have 

different education delivery systems, environments, and 

structures, and the l face different situations. The 

differences and similarities between the information seeking 

I 
and use beha v iors o 1 the two student gr~tps are p r esented in 

a series of eight t i bles. Differences and similarities are 

indicated in terms , f their question descriptions; the 

nature of their que f tions; the focus of their questions; the 

percei v ed expected and actual helps/use~ of answers to their 

I 
questions; the strategies they employed in trying to find 

answers to their qu l stions; their sources of answers to 

their questions; anl their reason for not being active in 

I 
finding answers to ' heir questions. Also presented are the 

average number of q ~estions being answered; the a verage time 

answers were obtainEd; the degree of their "acti veness " :·~, 

the degree of effor expended to find answers; the perceived 

importance of getti1ng answers; and the completeness and 

helpfulness of the ~nswers once obtained. Differences and 

similarities of fai ures, problems and obstacles encountered 

by both resident an1 non-resident uni ver sity students facing 

their academic and , ureaucratic problems, as they were 

:; 1 In this stu~y "activeness" is freely used with the 
meaning of J being active" in trying to find answers 
to question<:. 
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mo ving across time-rpace in 

also be discussed a t d shown 

I 
1. Range of questions of 

university stu1 ents 

Question DescriQtio l s 

their lea r ning process, will 

through some of the tables. 

resident and non-resident 

fable 2 presen~s the comparison of .. question 

descriptions <abouthess> between resident and non - resident 

university students in both a cademic and bureaucratic 

situations. The de r cription of questions in Table 2 simpl y 

means the aboutness bf the question or the topic of the 

question. The sche r e emplo~d for analyzing the range of 

questions in Table f was the Descripti ve Scheme <CA #2, see 

Appendix D>. The Descriptive Scheme was developed 

indu ctive ly and it has the inte rjudge codi ng r-eliability 

coefficient of .84 <PAI==.84, see Stempel, 1955>. 

The first colu n of Table 2 clearly indicates that 

resident students feeing academic situations had seven major 

concerns. Those cohterns were academic suppo rt <18.9X, 

n=51>, e.g., "Is there any Indonesian version of these 

reference books?", 'Does the library carry this book?"; 

self-ability <18.2Y., n=49>, e.g., "Will I be able to read 

these ,- e ad i n g s w i t h 1 n a v e r y s h or t t i me ? " ; f r i end s < 1 2 . 6 X , 

I 
n=34), e.g., "Will my friend help me to deal with this 

problem?"; course C!, ntent (10. 7X , n=29>, e.g., " What fat- mula 
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TABLE 2 : Co~p~r-ison o~ qu~stion d~scr-iptions (aboutn~ss) b~twP~n r-9sidqnt and non-r-Qsidqnt studC?nts 

o~scr-iption~ R9sid9nt StudQnts Non-R~sid~nt StudC?nts 

Ac.adc;.~ic Bur-.;oaucr-atic TOTAL Acad<->l"'ic Bur-<->aucr-at.ic TOTAL 
n n ~~ n ~ n ;:: n % n ?. 

-----------------------------------------------------------------------------------------------------SELF 
- 591~-C?valuation 
- s ... tf-abilibo~ 
- Ti~C? HanagC?I"'~nt 

ACAOEHIC HATTERS 
- Gr-adq:s 
- Cour:sC? ConlC?nt 
- Rc;.gulalion:s and 

ProcC?dur-ll-:5 
---- -AAc<rdC?wio:-suppol"t 

- Int.-~ and Extra 
Curriculu" 

ROHINISTRATIVE HATTERS 
- R~gi :str-ati on 
- Logi :sti cs 
- Financial Rid 
- Sc.nctions 

G..-.~dQ Re-ports 

STRATEG'l' 

PERSOtUIEL 
- AcadC?I"'ic PC?rsonnC?l 
- Ad1'1inistralivq and 

Suppor- t PC?r:sonnC?l 

SIGNIFICANT OTHERS 
- Fr-iC?nds 
- F.:."ily 

OthC?r-, Oon•t Know, 
.:.nd Hi ssi ng 

19 7.1 
"19 18.2 

8 3 . 0 

"1 1.5 
29 10.7 

11 
10 

8 

17 
10 

"1."1 
"1.0 
3.2 

&.8 
"'1.0 

30 5.:3 
59 11.3 
u; 3. 1 

20 7.5 
3E. 13.5 
t3 4. '3 

21 
3'3 

4.0 b 2.2 
7.4 51 19.1 

4 1.5 25 10.0 29 5.5 & 2.2 
-Cl- -5~21:!.Z 5 r-1.~'3----,. -z-:-s _g 

2 .7 

b 
3 

25 

2G 

3 

2.2 
1.1 

. '1 

'3.3 

9.6 

Ll 

3"1 12.& 
5 1.3 

"10 15. '3 

1"1 5. G 
7 2 . 8 

10 "'1. 0 

13 5.2 

51 20. 2 

'5 2 . 0 

20 
2 

... 
c. 

7.'3 
"' - ~· 

.8 

2 

"'lG 
3 

11 
a 

10 

38 

."'I 

8 .9 
.5 

2 .7 
1.5 
1. ") 

7.3 

77 14.:3 

8 t.5 

54 10."'1 
7 t.3 

2 .4 

3 
11 

1 
1 

23 

<=" 
.J 

8 

22 
5 

2 

1.1 
'1.1 

."1 

.'1 

8 . & 

1. •) 

2.g 

8.2 
L'3 

.7 

c • 

9 
15 
13 

12 
11 

18 
2::f 

3 ·~ 
· "-

5.3 
4.& 

4.2 
3 . 8 

&.3 
8~ 1 

80 28.2 
"'11 1'1.4 

b 2 . 1 

tf. 

8 

8 

.... ? 
c.~ 

5.5 

2.8 

2.8 

7.7 
.3 

. 3 

29 
51 
2b 

1S 
E.2 

2"1 
77 

83 
52 

1 
1 
b 

39 

13 

lb 

'1"1 
b 

3 

5.3 
9.3 
'1.7 

3.3 
11.3 

"'1."1 
13.'3 

15.0 
9."1 

.2 ... . .:, 
1.0 

7.1 

2 .4 

2. ') 

8.0 
1.0 

.5 

-----------------------------------------------------------------------------------------------------
( n=1072)ll' "! 2€.'3 '3'3.8 2'52 100.4 521 '3'3.:3 2&7 '3'3.3 28'1 '3'3 . 8 551 '3':!. '3 

• PAI for QQscriplivq Sch91'1Q is .8~ 

~• fhq total pQrcqntagq ~~y not b9 100?. duE' to r-ounding. 

I 
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should be used to ol v e this equation?"; academic personnel 

<including instruc ors, professors, academic ad v isors, and 

teaching assistants> <9.6X, n=26>, e.g., "Why does the 

professor's explanation confuse me?"; strategy (9.3X, 

n=25>, e.g., "What shall I do now to solve the problem?"; 

and self - evaluatio 

· th · I 

<7.1X, n=19>, e.g., "Am I the only one 

who exper1ence 1s problem?." The fourth column of Table 2 

shows that non - res dent students facintf a c ademic situations 

had six major concerns. Those concerns were academic 

suppo rt <20.2X, n=54>, course content presented through 

instructional modules <19.1X, n=Sl>, e.g., "Is the formula 

given in 

strategy 

this modu l e correct?"; self - ability <13.5X, n=36), 

<8.6X, n=23), friands (from study groups and other 

uni v ersities or co I leges) (8.3X, n=22), e.g., "Can my friend 

give a clear explanation to me about this?"; self-evaluation 

<7.5X, n=20), e.g., "Will I pass this second exams?" 

The major conJ erns of the resident students facing 

academic situation~ are more or less similar to those of the 

non-resident stude ts. They differ slightly in terms of 

their rank order a d their percentages. The notable 

difference is that resident students reported more 

frequently questions about academic personnel, including 

instructors, professors, academic advisors, and teaching 

assistants, while the non - resident students r eported less 

frequently questions about this matter. Furthermore, 

although course con ent was reported concern of both 
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resident and non - res l dent students, it seems that non­

resident students showed their concern with this matter 

I 
almost twice as much as resident students. Meanwhile, the 

re verse condition applies to self - abilit y where it becomes a 

relatively high conc 11rn of resident students, almost 1.5 

times as much as the concern of non- resident students. 

Facing bureaucratic situations, resident and non-
j 

resident students inc icate some similar odnd some different 

concerns. The four t ighest concerns of resident students in 

fa c ing bureaucratic ! ituations we r e: a c ademi c pe r sonnel 

( 2 0 . 2 X , n = 5 1 ) , e . g . , " W i l l my ad v i so r ha v e t i me to see me 

toda y ?"; registratior ( 15.9X, n =40), e.g., "Wh y ha v e the y 

not returned my 

regulations and 

possible for me 

course selection sheet?"; academic 

proc + ures <lOX, no25l, e.g., "Is ;t 

to take this required course concurrentl y 

with the other required course ? "; and friends <7.9X, n=2 0 l, 

e.g., "Does my frienc know the procedure to fill in the 

course selection shee!t?." Non - resident students also had 

four major concerns in bureaucratic situations: registration 

<28.21., n=80l, e.g., ."Do they ha v e extra 28 pencils for me 

to use to fill in this form?"; logistics <14.4X, n=ltl>, 

e.g., "Why the module is not available in the regional 

office?"; 

any other 

academic su)pport <B.lX, n=23>, e.g., "Are 

places wher~ I can get references written 

there 

in this 

module?"; and friends (from stud y groups and / or other 

uni versities or colle!~es>, e.g., "Do the y also experience 
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the same problem wit ~ registration?." 

In bureaucratic lsituations, the most notable 

differences between r he resident and non-resident students 

lay in the areas of ogistics and academic personnel . 

Re s ident students sh l wed no concern for logistics, while it 

was the second major l concern of the non- resident students. 

On the contrary, nonl resident students showed a relatively 

low concern for acad mic personnel, whil~ it was the first 

major concern of res f. dent students facing bureaucratic 

situations. Slight i ifferences also occurred in the areas 

of registration and r cademic support, which became the 

concern for non - resi< ent students twice as often as they did 

for resident students. Resident students showed relatively 

higher concern for f nancial aid, grades, and academic 

regulations and proc r dures; while non - resident students 

sh o wed no concerns f r r financial aid, and low concerns for 

grades and academic r egulations and procedures. 

The third and s xth columns of Table 2 depict the total 

I 
picture of the questf' on descriptions of resident and non -

resident students fa ing both academic and bureaucratic 

situations. Academi ~ personnel <14.8X, n=77>, self-ability 

<11.3X, n=59>, acader ic support <11.1X, n=58), friends 

<10.4X, n=54), and registration (8.6X, n=46> were the 

highest concerns of ihe . res~dent . students facing both 

academic and bureauc l atic situations. For non-resident 

students, registraticn (15X, n=83), academic support <13.9X, 
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n=77), course content ( 11.3'1., n=62>, logistics (9.4'1., n=52>, 

and self - ability (9.3'1., n=51) were the majo r concerns when 

facing both academic and bureaucratic situations. 

Nature of Ques~ions (5W> 

In additi n to the description of questions in terms of 

aboutness (topics), the resident and non-r esident students ' 

questions were also described in •"' terms of their nature: 

WHEN, e.g., en is the appropriate time for me to see my 

pt- ofessor?"; W ERE, e.g., "Where is the Centt-al Office of 

the Open University?"; WH Y, e.g., "Why do I have to take a 

make up exams? My gt- ade i s not good?"; HOW, e.g., "How do I 

concentrate on my readi"hgs?"; WHO, e.g., "Is he a good 

instructor?"; ~HAT, e.g., "What is my goal?." Table 3 

presents the n i ture of questions of both resident and non­

resident studel ts in thei r academic and bureaucratic 

situations. The scheme employed for analyzing the questions 

I 
to be presented in Table 3 is the 5W Scheme <CA #3, see 

I 
Appendix 0). ~he 5W Scheme was developed deductively, and 

it has the int rjudge coding reliability coefficient of .95 

<PAI=.95, see 1955 and Scott, 1955>. 

Table 3 sh ws that in facing academic situations (first 

column), the n ture of resident students' questions were 

mostly about T or the identification of non - human 

entities - obje ts or situational conditions of an event 

<53.5'1., n=144>. The identificatio n of procedures, or means 
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to move from one point to another in time - space <HOW> was 

the second most frequent type of questions of resident 

students (17.5Y., n=47). The third mo s t frequent type of 

questions expressed by resident students was about WHY or 

the identificati 1 n of reasons, causes and explanations of 

events (11.9Y., n=F2). Other categories of the nature of the 

resident student J • questions were WHO <8.9Y., n=24>, WHERE 

<6.3Y., n = 17), and WHEN <1.9Y., n =S>. ~he pattern of resident 

students in academic situations was almost the same as that 

of the non- resider t students in the same situations (fourth 

column>. The higr est level in the nature of questions 

category of non-resident students in academic situations 

(fourth column) was the s~e as that of the resident 

students, which wr s WHAT questions <55.1Y., n=147). The 

second highest wa HOW <20.6Y., n=551. The third in the 

ran k ing was WHERE or the identification of entities in 

space <7.9Y., n=21). Other categories of the nature of 

questions of non - esident students we r e WH Y (6.4Y., n = 17 >, 

WHO C5.2Y., n=14l, and WHEN <4.9Y., n=131. 

the 

When facing bureaucratic situations <second column>, 

highest level l in nature of resident students ' questions 

was WHAT C51.6Y., =274). HOW <16.7Y., n =42> and WHO <10.7Y., 

n=271 were the se ond and third highest, respectively, in 

this catego r y as ercei v ed by the r esident students. Othe r 

responses in this category were WH Y {7.1Y., n=23), WHEN 

<7.5Y., n = 19l, and WHERE <4.4Y., n = lll. A diffe r ent patte r n 

1 2 1 
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was indicated in t r e case of non-resident 

bureaucratic situa~ions (fourth column). 

students facing 

The first two 

highest levels in 1~he nature of questions of non-resident 

students, WHAT <52 5%, n=149l and HOW <20.6%, n=55l were the 

same as the first ~ wo levels of questions of resident 

students. However r non- resident students had different 

perceptions. For on-resident students, the third position 

in the nature of questions category wa( WHY <11.6%, n=33l. 

Other categories i eluding WHEN (8.5%, n=24l, WHERE <6.3%, 

n = 18), and WHO (4.~%, n = 12l were the fourth, fiftl1 and sixth 

ranks, respectivel r , as rated by the non - resident students. 

The overall picture of the nature of questions of 

resident and non-resident 9kudents facing both academic and 

I 
bureaucratic situa t ions is 

<third and sixth cmlumn). 

also illustrated 1n Table 3 

The first three types of 

questions were 

students: WHAT 

the same for both resident and non - resident 

(re i pectively: 52.6%, n=274; 53.7%, n=269l, 

HOW <respectively: 17.1%, n=89; 18.7%, n=103), and WHY 

(respectively: 10.~%, 

I 
types of questions of 

n=55; 9.1%, n=50l. The other three 

resident students were WHO (9.8%, 

n=51l, WHERE <5.4'l. f n=28l, and WHEN <4.6%, n=24l. WHERE 

<7.1%, n=39l, WHEN <6.7%, n=37l, and WHO <4.7%, n=26l were 

the other three categories for non-resident students. 
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TABLE 3: Co~p~ri ~on o~ natur~ of question l5~) bet~~qn re5ident and non-resid~nt students 

N~ture o~ Oue:=;tion~ 
l5~) 

R~sident StudQnts 

AcadQ~ic Bureaucratic 
n .-. n 

TOTAL 

Mon-R•sident StudQnts 

AcadPMic Burqaucratic 
~~ n ,.-.; n :~ 

TOTAL 
n ;'--! 

-----------------------------------------------------------------------------------------------------
~HENu 5 1.9 19 7.5 2"1 4.b 13 4. '3 2"1 8.5 37 5.7 

~HERE 17 E..3 11 4."1 28 5.4 21 7- '3 18 E..3 3'3 7 .1 

~HY 32 11.9 ?~ 
~.:> 9.1 55 10 .b 17 &. 4 33 11. E. 50 '3.1 

HOI-! "17 17 .. 5 42 16.7 8':1 17- 1 55 20.b 48 16.9 103 18.7 

~HO 2<1 8.'3 27 10.7 51 9.8 1"1 5.2 12 "1.2 26 '1 . 7 

~MAT -- -- ~-53.5 f30 51.6 ~7"1 52.6 l'li' SS.l 1"1'3 52.5 2&'3 53.7 

Other, Oon•t Kno~, 
and His~ing 

-----------------------------------------------------------------------------------------------------
(n=l072)lr'lE 269 100 252 100 521 100 267 100.1 28"1 100 551 100 

:.: PAI for tlatur"' of· lluesti on=: ( 5~) is . '35 t 

'II: 'I! The total. p'l>rc>?ntage May ~aot b9 100?. du<? to rounding. 

TABLE 'l: Co~pari~on of th<? >?ntit~ focus of que~tian bQt~P•n resident and non-resid~nt studqnts 

Entity Focus.: R•sidQnt Students Non-R~sidG>nt Stud~nt~ 

AcadG>Mic BurQ.aucrati : TOTAL AcadQ~ic Burqaucratic TOTAL 
n ;-; n ;.~ n % n % \ n % n ~~ 

SELF 5E. 20 . 9 25 '3.'3 81. 15.5 53 19- '3 33 1Lb 86 15- E. 

OTHER PEP.SOH "l~ lG . ~ "13 17. 1 87 1E..7 25 '3."1 zo 7.0 <15 8 .. 2 

OBJECT 3'1 12 . 5 19 7 .5 53 10.2 37 13 .'3 3<1 12.0 71 12. '3 

5 ITUATIOH 135 50.2 165 1;5.5 300 '57 . E. 152 5E.. '3 197 E.CJ.'l 3"1'3 S3.3 

OthG>r, Oon't Kno~, 
and Hi!!;:sing 

------------------------------------------------------·--------------------------------------~--------
( n=1072)JI'Ji 210.9 100.0 252 lOO .0 521. 100.1) 2&7 100.1 28 <1 100.0 551 100.0 

• PAl for QQ~criptivq SchG>MP is .8"1 

•• Thq total pQrc•nlagG> ~ay nat bQ 100% du" to rounding. 
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Focus of Ques ions 

Another comparison of the student questions was carried 

out in terms c f the focus of the questions: SELF, e.g., "Am 

I wrong?"; OHER PERSONS, e.g., "Who will help me with this 

problem?"; 08 ECT, e.g., "Where =: my course selection 

sheet?"; SITUl TION, e.g., "Did I pass the exams or not?." 

Table 4 illus rates the focus of resident and non-resident 

students faci j g academic and burea~cratic situations. The 

scheme employ d fat- analyzing the questions to be summarized 

in Table 4 wa the Entity Focus Scheme <CA #4, see Appendix 

0). The Entity Focus Scheme was developed deductively, and 

it has the interjudge coding reliability coef ·ficient of .88 

<PAI=.88, see Stempel,w1955, and Scott, 1955). 

In acaderric situations, as presented in Table 4 <first 

and fourth co umns), the majority of both resident and non -

residents stucents' questions wer P focused on SITUATION 

<respectively: 50.2Y., n=135; 56.9Y., n=152l in their attempts 

to bridge the gap they were facing at that point in time. 

The second major focus of questions for both student groups 

was SELF (res Jdent students: 20.BY., n=56; non- resident 

students: 19. J Y., n=53). The third major focus of resident 

students' questions was OTHER PERSONS (16.4Y., n=44l, while 

the third major focus for the non-resident students ' 

questions was PBJECT (13.9Y., n=37). The fourth focus of 

resident students' questions was OBJECT <12.6Y., n=34l, and 

for the non-re~ident students' questions, OTHER PERSONS 
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(9.4X, n=25>. 

In bureaucrat ' c situations <second and fifth column), 

SITUATION was the 1 rime focus of questions of both resident 

and non-resident s udents (respectively: 65.5X, n=165; 

69.4X, n=197l. Wh i le OTHER PERSONS was the second highest 

focus of resident 1 tudents' questions Cl7.1X, n=43l, it was 

the fourth focus o l the non - resident students' questions 

C7X, n=2 0 ). On th , contrary, OBJECT was the second hig~st 

focus of the non-resident students' questions C12X, n=34l, 

but the fourth feeLs of the resident students ' questions 

(7.5X, n=l9). The third focus of the questions was SELF for 

both resident and ron- resident students (respectively: 9.9X, 

n=25; 11.6X, n=33 i 

The third and sixth columns in Table 4 depict the total 

picture o f the foc J s of questions for resident and non ­

res ident students , n both academic and bureaucratic 

situations. The ml jority of questions of both resident 

non- resident stude ts were focused on SITUATION 

(respectively: 57. , X, n=300; 63.3X, n=349). The second 

highest focus of qLestions for resident students facing 

academic and bureat cratic situations was OTHER PERSONS 

< 16. 7X, n =87. Mea.rwhile, the second highest focus of 

and 

both 

questions for non-resident students facing both academic and 

bu r eaucratic situat ions was SELF C15.6X, n=86). The third 

and fourth major fccus of questions of resident students 

were, re s pecti vely, SELF Cl5.5X, n=Bl> and OBJECT <10.2X, 

125 
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n=53). On the con r ary, the third and fourth major focus of 

questions of non - rPsident students were, respectively, 

OB J ECT <12.9Y., n =7 1> and OTHER PERSONS <8.2Y., n =45>. 

2. Expected and ~ctual Uses of Answers 

When a stude n t asked a question, usually s / he had a 

preconcei v ed idea pf how an answer would help her/him to 

mo v e ac r oss time and space. If the answer to the quest~~n 

was obtained, s / he might use the answer to help in the wa y 

s / he had en v isaged, o r in a different wa y than expected. 

Table 4 p r o v ides a clear illust r ation of how resident and 

non - resident s tuderts pe r cei v ed the e xpected and actual use 

of answers to thei questions. For each answer to a .., 

q uesti on , eac h stu, en t was allowed to repo r t up to two kind s 

of e xpected and ac f ual uses of answers. The scheme emplo y ed 

i n anal y zi n g da t a l o be presented in Table 5 is the 

Helps / Uses Scheme CA #5, see Appendix 0). The Helps / Uses 

Sc h e me was de velop e d deducti v el y , and it has the in t e rj udg e 

coding r~liability coefficient of .85 <PAI=.85, see Stempel, 

1955). 

Table 5 shows that in academic situations (first and 

fourth column> bot r resident and non- resident students 

e xpected to use an ~ actually used answers to their questions 

p r ima r il y fo r gain "ng understanding, ideas, and pictures of 

the gap in the pro lematic situation (respectively: 26.6 Y. , 

n = 117; 23.81., n = lO b >, e.g., "So that I know wha t is go ing 
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TABLE 5: CoMp~ri son of ~x po;;.cted and actua l hglps/us95 of answo;;.r 5 to quo;;.sl1ons bgtwpo;;.n r~s1d~nt 
and non-rDsidPnt studpnls 

HPlps/U::;.:;o:slE 

Go t undPrstanding, id9as , 
pictures 

Rbl~i> to plan 

Go +. s ki 11::: 

Got starto;;.d . Motivato;;.d 

RPsido;;.nt Student s 

Acado;;.M1C Bur.-.;.ucra+. i c 
n % n ' · 

117 2t . . 5 ('j 20 . b 

33 8.E. 71 1-:1 . 3 

.2 

-'12 '3- 5 21 5 . 5 

Non-RPsidPnt StudPnls 

TOTAL RcadP,.,l C Suro;;..!lucratic 
n ;-; n :~ n % 

1% 23.8 100 23 . 8 91 2 1.2 

112 13 .& -'13 10.2 1;"1 1"1 . g 

- 1 

&3 7.& 3& 8 . & 31 ~ -, 
( ·"-

TO TAL 
n ., ,_ 

1 '31 22 . s 

107 12 .I; 

&7 7.'3 

• ~p-~Oi-n"! - G---15-;-8 57 1~ . 3 1~- - -s 22 . &-----1;-'3- l:f;-;-EJ--1:&4-±-'3-;-3-

Got_ control 

Things got C3l MQr , Qasio;;.r 

R~i>3ChPd t h., qoal, 
accoMplisho;;.d t hings 

Got out of ~ bad situation 

~Pnt on to oth9r t hings 

Avoid<.>d bad situation 

rook. Hind of' f things 

Ro;;.laxqd, r9st~d 

Gat. plo;;.asur,.. 

Got support. c onfirMation and 
r~a~5uranc.;:. 

Got connQct~d to othQrs 

Qthli>r, Don't Kno~ ~ Hi ssi ng 

20 

5 

2Eo 

2'1 

11 

20 

10 

3 

1'1 

3 ~ 

I; 

3 

-'1 . 5 

1.1 

5.'3 

5.4 

2 . 5 

-'1.5 

2 _3 

.7 

3 . 2 

.., ~ 

I • ( 

L~ 

• 7 

18 

'1 

1<l 

17 

I; 

20 

10 

3 

17 

32 

11 

1 

'1.7 

1.0 

3 . b 

'-1.-'1 

Lb 

5 ') 

2 .b 

.8 

~ - "1 

(8.3 

2 . '3 

., 
·-' 

::1 .... 
-<> 

'3 

'10 

41 

17 

-'10 

20 

G 

3 1 

55 

17 

-'1 

'1.& 

1.1 

'1.8 

5 . 0 

2 .. 1 

'1.8 

2.~ 

.7 

3 . 8 

3 . 0 

2.1 

.5 

1& 

I; 

22 

10 

1"1 

G 

8 

<I 

20 

2~ 

10 

& 

3 . 8 

1.4 

5.2 

2 . "1 

3 .3 

1."1 

1.'3 

_g 

4 .8 

5.7 

2 . 4 

1."1 

12 

12 

11 

11 

'1 

2"'1 

11 

8 

23 

~2 

7 

5 

2.8 

2 . 9 

2.& 

2.5 

.'3 

5 . & 

2 .& 

1.'3 

&.5 

'3 . 8 

1.& 

1 -~ 

-<:. 

(n::1G7"'):O,J: '-140 ''1'3- 8 3B'1 lOQ . O 32"1 '3':1- '3 "120 '3'3 . 8 431) 100 . 2 

~ PAl for H~lps/UsQs is .85 

... .., Tot.-!11 n= l& 7'1 in t.hi s t .• bl <> 1. ndi •:at<>s t hat. oro.- r<>sp(•nd.;.nt . ... as -~11 o w<.> d to r\p •:or·+. or,., or +.wo 
ki nds o f p~rcQi vqrl hQlps i. 'JS~ s of th~ ~n~~~r to ~~ch ~u~~t1on. Al ~o lh ~ p~r~~ntaq~ ~~y not 
b<.> 100~ due to rounding. 

28 3 . 3 

18 2.1 

33 3 . '3 

21 -;- r: 
~-.J 

18 2 .1 

30 3 . 5 

1'3 2 . 2 

12 1."1 

~8 5 . & 

&& 7 .. 2 

17 2 .0 

11 1. 3 

850 100.0 
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on. " Both resident and non - resident students also indicated 

that the y e xpe c ted to use and actually used answers to theit 

questions to enable them to keep going and moving in time -

space (respecti v e i 15%, n=66, 22.6%, n=95), e.g., "So that 

I can sit for my To get started and moti v ated, 

e.g. , " So that c n begin reading olher materials while 

waiting for ule," was the third expected and actual 

use of answers ace rding to resident students (9.5%, n=~). 

Howe v er, fourth expected and actual use of 

answers a cc ording o non - resident students (8.6%, n =36 l. 

While to be able t l plan, e.g., "So that I know what cou r ses 

to be taken ne x t S r mes tel- l II was the fou r th expected and 

actual use of answr rs for resident students ...<8.6%, n=38l' it 

was the thi r d fo r [ on - resident students (10.2%, n =43l. Bot h 

studEnt groups see to agree on getting support, 

confi r mation and r assu r ance, e.g., " To make me sure abo u t 

the dea d line," as the fifth e xpected and actual use of 

answe rs to their q estions in academic situations <resident 

students: 7.7%, 
I 

n=B4; non-resident students: 5.7%, n=24 l. 

Othe r catego r ies of expected and actual use of answer a r e 

represented less f ~ equently in this data set. 

In bureaucrat ~ c situations, as presented in Table 5 

<second and fifth columns), the majority of both resident 

I 
and non - r esident s t udents expected to use and actually use d 

answe r s to their questions for gaining unde r standing, ideas, 

and pictures of t~e gap (respecti vely: 20.6%, n=79; 21.2 %, 

128 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



129 

n=91>, e.g., "I understand what to do with this problem." 

Abilit y to plan, e.g., "Thus, our group can set a time to 

meet," was the sec nd highest use of answers for resident 

students. For non resident students, the second highest 

expected and actua use of answers was to enable them to 

keep going across ime and space <16%, n =69>, e.g., "I can 

tr y to do it myself without bothering him anymore." The 

third e xpected and actual use of answers for resident 

students was to enable them to keep going (14.8X, n=57>, 

while fo1- non - resident students it was to enable them to 

plan (14.9X, n=64). Both student groups perceived getting 

suppor L , confirmation and reassurance as the fourth use of 

t th · I t · · b t · · t t · answers o e1r q l es 1ons 1n ureaucra 1c s~ ua 1ons. 

Other categories arle represented less frequently in this 

data set. 

" 
A similar pattern of expected and actual uses of 

answe rs was found in the general comparison of resident and 

non - resident students facing both academic and bureaucratic 

situations <third and sixth column). Both resident and non -

resident students expected to use and actually used answers 

to their questions for gaining understanding, ideas, and 

pictures of the gap in the first place (respectively: 23.8X, 

n= 196; 22. SX, n= 191 ) . The second ana third highest for both 

student groups were to enable them to keep going and mo v ing 

across time-space (resident students: 14.9X, n=123; non -

resident students: 19.3X, n=164), and to enable them to plan 
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• 
<resident students: 13.6%, n=112; non-resident students: 

12.6%, n=107). The fourth and fifth highest expected and 

actual use of answers for resident students were to get 

support, confirmation and reassurance (8%, n=66), and to get 

started and motivat ed <7.6%, n=63). For non-resident 

students, however, t he fourth and fifth highest expected and 

a c tual use of answe r s were to get started and motivated 

-
<7.9%, n=67), and to get support, confirmation and .... 

reassurance <7.8%, r =66). 

less s t milar 

Other categories were represented 

in a mo re or pattern in this data set. 

3. Perceived successful and unsuccessful strategies 

Those students who were actively pursui~g answers to 

theil- questions employed many kinds of strategies. lable 6 

shows the comparison of perceived successful and 

unsuccessful stra tegies used by resident and non-r esident 

students to get answers to their questions. For each 

question, a student was allowed to report up to two 

strategies which s/ t e employed, and whether s/he considered 

those strategies suacessful or unsuccessful. The scheme 

I 
employed in analyzi ~g the data to be presented in Table 6 

was the Strategy Sc 1 eme <CA#6, see Appendix D>. The Strategy 

Scheme was developer inductively, and it has the interjudge 

coding reliability coefficient of .92 <PAI=.92, See Stempel, 

I 
1955). 

Table 6 shows that in academic situations (first and 
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fABLE 6: CoMparison of p~rcQivqd succ~s5f ul and unsuccQssful strat~gi~s us~d by rosident and 
non -r~sidQnt $tud9nts ~o o bta1n .~ n ~~Q r S ~o th~ir q iJQ5t.ion s 

Strategic;.slE P~sld<;ont_ 5 tudon ts 

AcodP Hl. t: Bur~"'ucr- :!1+. 1 c 
n n ~~: 

fl)fAL 
n % 

Non-R•sidon t Studonts 

Ac .3dc;.nic 8•JrQaucr .3ti c fOfAL 
t) :-! n % n ~! 

--------------------------------------------------------------------------- --------------------------
·;UCCESSFUL 

Aski ng soMobody - 3 ~ 10.8 75 27 . 6 10'3 18.b 
au t hor1t t.,t 

A~king onos ol f and 
t hinki ng 35 11.1 u; 5.'3 51 8.7 

Asking so,.,qthi ng 2'3 '3.2 '3 3.3 38 S.5 

Roading a nd Studying 27 8.1; 8 2.9 35 5 . '3 

l-lai t.i ng 

Haking ono' s own 
of fort 12 3-:3 10 3.7 22 3 . 7 

Asking f rionds and 
~i gnificant othor~ '3~ 29 .. 8 7~ 27.2 1G8 28 . 1; 

Oon't caro and 
givo 'JP 

Carrying out t ho 
proc100dUnl's 1 

.,. 
2 .7 3 .5 . .... 

Ho st.ratogy - - 1 
.,. 

1 . 2 _ .... 

--------------------------------------
SUBTOTAL 2"32 73 . 1; 1'35 7LG '121 72 . ? 

{ 

:::o ~ ' ( -~ 85 32 . 1 105 1 '3. 3 

·*'-=-<., .J 8 . 2 5 1. g 23 5 . 1 

13 ~ - 0 15 S . G 23 5.1 

28 10.0 11 '1.1 3'3 ., .., 
I • .:_ 

18 b .. S s 1.'3 23 '1 . 2 

E·2 22 . 2 2'3 10. '3 '3 1 11>. 7 

1 .4 '1 1.5 5 .'3 

- - 1 . '1 1 
.., 

· "---------------------------------------
1ss 5'3. 1 155 58.~ 320 

Cconti nuQd on t hq noxt pagQ) 

• lt 

58.7 
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fABLE E. (•:onh nuo;.d) 
------------·-----------------------------------------------------------------------------------------
Strall?gio;.sl! R9sido;.nt Studl?nls Non-PAsid~nt Studl?nts 

-------------------------------------- --------------------------------------
Ac .~dll?..,1c 8uro?aucr3t.i c rorRL Ac.~d.,.,.,i •= 8uro~ut:ratic rorAL 

n ,_ n :~: n ... n % n :~ n ;-:: 

-----------------------------------------------------------------------------------------------------
'JNSliCCESSFUL. 

Asking so,.,obody - 13 ~-1 33 1.2- l "'IE. ~ 0 r .u 10 3 .& 35 :3 .. 2 'l5 8 . 3 
au+.hori t_y 

AskinQ onos.,.lf and 8 2.5 10 3 . 7 18 3. 1 13 -'1.7 11 -1 .: 2"'1 "'1.<1 
tJ·oinkinq 

Asking SDI'11?thing (' 2.2 - - 7 1.2 8 2 . '3 '3 ) .4 17 3 .1 

R~ading and Studying 5 LE. - - C" ."J 21 7.5 b 2 .. 3 27 "'1.'3 .J 

~.ai hng 1 .3 <l 1.5 5 . '3 4 L-'1 <l 1.5 8 1.5 

Haking oroo?'s o~n 
Qffort. 7 2 . 2 3 1.1 tO 1.7 10 3 . G ~ 1.5 14 2 .G 

A~king friond3 and 
signific3nt olhors 37 11.7 26 '3.G &3 10-7 "'I "'I 15.3 33 12 - '1 77 1"'1.2 

Don't caro and 
gi ....... IJP 2 .& - - -. <.. 

.,. 
--' 2 .7 1 ."'I 3 .5 

Carrying aut thq 
proceodurQS 1 .3 - - 1 .2 

tlo :::tr.:.t ... gy 2 .b 1 
.,. 

3 .5 1 ."'I & 2.G 7 1.3 ·-' 

-------------------------------------- --------------------------------------
SUBTOTAL 83 ZG.l 77 28.3 lE-O 27.3 113 "'10.& 10'3 "'11.5 222 "'10.8 

Oth~r. Don't Kno~, - - - - - - 1 _, 1 .<1 2 ."'1 
and Hissing 

----------------------------------------------------t------------------------------------------------
( n=1131)~~ 315 3~.7 272 3~.'3 587 100.0 279 100.1 2&5 100 .3 5"'11 '3~ .3 

~ PAI for 5trC~t9giQS i~ .'32 

•~ rot~l n=ll31 in t his tablo 1ndicalo~ th~t oneo rqspondeont ~a~ allo~eod to reoport on~? or t~o 
ki nds o¥ p9rcqivo?d stratqqi~?s 91'1ploui?d to Q9t an a nsu"'r to ~?ach qu~stion. Also, t h"' total 
pQrceontagi? 1'1ay no~ bo 100~ duQ to r~unding: 
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fourth columns), both resident and non - resident students 

percei v ed that asking friends and significant others was the 

most suc c essful strategy to get answers to their questions 

(respecti v el y : 29.8Y., n=94; 22.2Y., n=62>. The second most 

successful strategy employed by resident students to get 

answers 

<ll.li'., 

to their qu r stions was asking one~elf and thinking 

n =35), whil le the second most successful strateg y 

emplo y ed by non - resident students was reading and study~~g 

( 1 O Y., n =28) . The third most successful strateg y for 

resident st u dents w~s asking somebody with authority <I O .BY., 

n =34 >, while for no - resident students it was asking oneself 

anrJ thinking <8.2 Y. , n =23>. Other categories of su c ces s ful 

st r ategie s vJ,.,, e represented in an unequal fa;;hion as sh01-1n 

i11 t l1i s l JI • I f'~ . i11di ca ling diffe r ent patterns of pe r cei v ed 

successful strategies between resident and non-r esident 

students. Howe v er, the most important distinction between 

resident and non-re
1
r ident 

situati o ns was that 73.6X 

students facing academic 

(n= 232l of the strategies employed 

by resident student~ were perceived as successful, whereas 

only 59.1Y. <n=165l of the strategies employed by non -

resident students were perceived as successful. 

It is also interesting to find that, while asking 

friends and signi f icant others was perceived by both 

resident and non- resident students to be the most successful 

strateg y in academic situations, it was also perceived to be 

the most unsuccessful strategy used by both student group s 
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• 

in their academic ituations (respectively: 11.7X, n=37; 

15.8X, n=Lt4). Asking somebody with authority was perceived 

to be the second most unsuccessful strategy employed by 

resident students . 1 X, n= 13) . Non-resident students, 

however, perceived reading and studying to be the second 

most unsuccessful strategy they had employed to get answers 

to their questions (7.5X, n=21). Other categories of 

unsuccessful strate ies were perceived differently by 

reside n t students and by non-resident students. Such 

perception is suppo r ted by the subtotal of the unsuccessful 

strategies, which indicates a lower percentage for resident 

student~ <rh . IX, n=~3) and a higher percentage for non -

1· P <; i d P 11 t r , \ I •\ ,-.'' I •-, ( V.. (1 , 6 X l 

Jnte,esting pa f terns 

n= 113) . 

of perceived successful and 

unsuccessful stratepies are found in the case of resident 

and non - resident st t dents facing bureaucratic situations 

<second and fifth cplumns). Resident students percei v ed two 

kinds of strategies [ that they employed in getting answers to 

their questions as r ighly successfui. Those two strategies 

were asking somebody w1th authority (27.6X, n=75) and asking 

friends and signifi r ant others <27.2X, n=74l. Non-resident 

students, however, rerceived only one strategy, which was 

asking somebody wit ~ authority, as the most successful 

strateg y employed il getting answers to their questions 

<32.1X~ n=85l. Alt ough asking friends and significant 

others was also rep esented as the second highest successful 
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strategy employed by non - resident students <10.9X, n=29>, it 

was not perceived to be as successful as asking somebod y 

with authority. r nce again, it seems that resident students 

perceived their s l rategies to be more successful <71.6X, 

n=195> than non - r sident students perceived theirs <58.4X, 

n= 155). 

Table 6 also illustrates that both resident and non -

resident students perceived that asking somebody ~~ith 

authority (respec 1 ively: 12.1X, n=33; 13.2X, n=35> and 

asking friends anr significant others (respecti v ely: 9.6X, 

n=26; 12.4X, n =33 ~ were the most unsuccessful strategies 

they emplo y ed for getting answers to their questions in 

bur-eaucratic situations. 8esident students perceived their 

strategies were relatively less unsuccessful than non -

resident students in bureaucratic situations (respectivel y : 

28.3X, n=77; 41.5X, n=109) . 

The overall comparison of percei v ed successful and 

unsuccessful strategies between resident and non - resident 

students <third a l d sixth columns) in both academic and 

bureaucr atic situ i tions indi~ates that asking friends and 

significant other , was perceived to be the most successful 

strategy by residJnt students C28.6X, n=168>, while it was 

perceived to be o l ly the second most successful strategy by 

non- resident stud , nts C16.7X, n=91>. On the contrary, 

asking somebody with authority was percei v ed by resident 

students to be th J second most successful strategy C18.6X, 

l 
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n=109), yet it was the most successful strategy for non -

resident students (19.3X, n = 105). For resident students, 

asking oneself an~ thinking was perceived to be the third 

most successful strategy (8.7X, n=51). Non-resident 

students, however, perceived reading and studying to be the 

third most successful strategy <7.2X, n=39l. Both resident 

and non-resident students had a similar perception that 

asking f,- iends an~ signifi c ant othe,-s .. :as thei r most 

I 
unsuccessful strategy <respecti v ely: 10.7X, n=63; 14.2X, 

n =77 ). Both stud l nt groups also perc ei v ed that asking 

somebod y 

strateg y 

with authority was the second most unsuccessful 

in acade l ic and bureaucratic situations 

<respecti vely: 7. , X, 

Table 6 re veals t ~ at 

higher percentage of 

n=46; 8.3X, n=45>. The subtotal in 

resident students ha v e a r elati v el y 

pe rceived successful strategies than 

non- resident students (respecti vel y : 7 2. 7X , n =427; 58.7X, 

n=320>. At the s l me time, resident students ha v e a 

relatively lower ~ercentage of percei ved unsuccessful 

strategies than non-resident students (respectively: 27.3X, 

n=160, 40.8X, n=2J 2). 

4. Sources of Anl wers 

Student conta ts with a variety of sources available in 

their environment r a y often lead to finding answers to their 

questions. Howeve t , there are also occasions whe r e contact 

with sources resulted in nothing. Therefo r e, each student 
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was to report up J o three kinds of sources contacted, but 

only when answers were obtained. Table 7 e xplicitly 

describes the sou l ces used by both resident and non - resident 

students to obtain answers to their questions in academic as 

well as bureaucratic situations. The scheme employed in 

anal y zing the sour~ es of answers which were presented in 

Table 7 is the Source Scheme <CA #7, see Appendi x D>. The 
..... 

Sou rc e S c heme was ~e veloped dedu c ti v el y with i n d uc ti v e 

subheadings, and it has the interjudge coding reliabilit y 

c oeffi c ient of .95 <PAI = .95 , see Stempel, 1955 >. 

As mentioned earlier, the sources of answe r s were 

di v ided into two m~jor groups: institutional sou rc es a nd 

non - institutional sources .~ As shown in Table 7, it seems 

that both resident and non - r esident s tudents used more non-

institutional sour~es than institutional sources in thei r 

a c ademi c and bu r ea cratic situations. In a c ademi c 

situations (first ~nd fourth columns>, a relati vely large 

difference can be lf ound in comparing resident and non ­

resident students, who both used self as the major source of 

answe r s to their q estions <respectively: 46.2X, n=136; 

36.6X, n=82). Fri l nds and significant others we r e 

c onsidered the sec t nd major sou r ce used by both resident and 

non-resident stude, ts in facing academic situations 

(respectively: 28. 1 X, n=85; 33X, n=74). Resident students 

used institutional materials and publications <8.2%, n =24>, 

e.g., handouts, anq academic pe r sonnel <8.2X, n =24> as thei r 
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TABLE 7: Co,.,p~rison of sourc~s used bu ro;osid&nt ~nd non-r~sid~nt stud~nt~ to obtain ~nsw~r :s 
to th~ir qu~stions -

-----------------------------------------------------------------------------------------------------
Sour,: Qs ~ R~sid~nt Slud~n ts Non-R~sident Stud~nts 

Ac~d~Hi c Bur~ducratic roTAL Acad&Hic Burqaucrdlic r orAL 
n :-;; n n % n ~ n ~ n 

., 
··------------------------------------------------------------------------------------------------------

I HSTI run OtlAL 

Offic9~ ~nd OfficQrs 

Acad9Hic PqrsonnEol 

Books ~nd other 
,.,.,.t_,..ri .i!!l s or 
pub1-i-c---at-i-on~ 

Post Offic9 and oth9r 
offic~;os/offic9rs 

17 

2"1 

2"1 

5 . 8 "13 1'3.2 &0 

8 C• •'- 3S 15 - £, 5'3 

8 . 2 1£, 7 .1 '10 

l L b 15 &.7 8£, 38 .~ 101 22 .5 

tl.'l 11 "'l.'3 b 2.7 17 3 .8 

7 . 7 zo '3. 0 13 5.8 33 7.'1 

----

-. .::. - '3 g "1.0 11 2 . 5 

-------------------------------------- --------------------------------------
SUBTOTAL 

tlON-I tlSTI fliT! OtlAL 

S,;. lf 

Fri<md:s ~nd 
si gnific~nt othQrs 

Books and othc;.r 
,.,.i!!lo?rial s o r 
publications 

Olh~r officQs and 
offic.;.rz 

&5 22 .2 

136 "1£>.2 

85 28.'3 

'1 1.'1 

'1 1.'1 

'3 "1 '11.3 15'3 
r 

bO 2£> .8 1% 

bl 2'3- '3 152 

1 ."1 5 

-~ .'3 E. <. 

30.7 ~8 2 1."1 11"1 50.'3 l£>2 3E..2 

37_ 8 82 3b.b 'IE. 20 .5 12B 28 .6 

29 . 3 7"1 33 .0 55 2"1. 6 12'3 28.8 

. '3 "1 t.:3 7 3.1 11 2 .5 

f .. 
1.2 H; i".l -~ 

'- .9 18 '1 .0 

-------------------------------------- --------------------------------------
SUBTOTAL 22'3 17 ~ '3 130 '38.0 35 3 &'3.2 111; 79 .. 5 110 "19 . 1 23G &3 .'3 

Oth9r, Don't Know. 
Cll'od Mi s:s i ng 

-----------------------------------------------------------------------------------------------------
( n=9bb ) ll:;~< 29 "1 100- 1 22"1 9'3 . '3 ') 18 '39. '3 22"9 3~ . 9 22<1 100. 0 'l-1:3 100 - l 
-----------------------------------------------------------------------------------------------------
~ PAl for Sourc qs is .'35 

•• fot~l n=9£,~ i n this lablQ indic~tqs tha~ onQ r~spond9nt was allow~d to rqpor t up to thrqq 
~ind~ o~ sourcqs us9d for gqt_tina an ~ n sw~r to q~ch qugstion. Rl =o th~ total pqrcqntagq 
May not b9 100~ du9 to r oundi ng. 

.. 
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third source; 

institutional 

whil l non-resident students only used 

mate l ials and publications as their third 

source <9X, n=20l. One notable difference occurs in terms 

of other offices a Td officers which non - resident students 

used almost twice as often as resident students 

<respectively• 7.! t , no!6; !.OX, n o O). 

In bureaucratJ c situations (second and fifth columns>, 

the pattern of sou ces used by residen~ students is somewhat 

different from the one of non - resident students. The source 

that was used most by resident students was friends and 

significant others ! <29.9X, n=67), while the majority of non­

resident students 1 sed institutional offices and officers 

<38.4X, n=86). Se f was th~ second source used b y resident 

students <26.8X, n 60), whereas the second source for non -

resident students as friends and significant others <24.6X, 

n =55>. The third ource for resident students was 

institutional offi l es and officers (19.2X, n=43), and for 

non-resident stude~ ts it was self <20.5X, n=46). While 

resident students l howed a high percentage of use of 

academic personnel as their fourth source <15.6X, n=36l in 

bureaucratic situa ions, non - resident students indicated a 

relatively low percentage of use of academic personnel 

< 2. 7X, n=6) . 

The overall ture <thi f d and sixth column> indicates 

both resident and non-resident students used more non-

institutional sourc s than institutional ones. It also 
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shows that self wj s the most frequently used source by 

resident students ~ acing academic, as well as bureaucratic 

situations (3 7 .8%, n=l96). Non - resident students mostl y 

used both self, an~ friends and significant othe r s, when 

facing academic as well as bureaucratic situations 

(respectively: 28. b x, n = 128; 28.8%, n = 129). Institutional 

offi c es and office~ s were used more frequently b y non-

resident students (22.5%, n = l Ol) .. 
tha n ~y resident students 

( 11 . 6'l., n=60) . Resident students, however, used academic 

pel- sonnel 

students 

almost t [ ree time s as often as non - resident 

(respecti ely: 11.4%, n=59; 3.8%, n=17>. Resident 

and non- r esident s udents used othe r institutional materials 

and publications w·th almo~t the same frequenc y 

( r espe c tivel y : n =40; 7.4Y., n =3 3 >. 

5. Reasons for n~t being active 

Table 8 -1 · f t · es of prov1 j es a compar1son o man y ca egor1 

r easons, as reported by resident and non - resident students, 

that they did not actively pursue answers to their 

questions. The scheme employed for analyzing data in Table 

8 is the Reasons S] heme <CA #8, see Appendix D>. The 

Reasons Scheme was developed inductively, and it has 

interjudge coding eliability coefficient of .90 <PAI=.90, 

see Stempel, 1955). 

Table 8 indic , tes that in academic situations <first 

and fo ur th columns), resident student s did not a c ti v el y try 
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TABLE 8: Co"p~.-i~on o¥ ro;>asons bPt~Qen r Qsid ... nt a nd non-rQsident students for not activPly trying 
to g~?t ans~Qrs to questions 

-------------------------------------------------------------------------------------------------------------
R~?asonslE RQsident Student s Non-ResidQnt Student s 

Ac~de"ic Bur,...:.ucratic TOTAL Acad,..,ic Bureaucratic TOTAL 
n ~- .... % n ::! n ?. n ?. n ;.~ 

-------------------------------------------------------------------------------------------------------------
Ti"o;. " ~-3 3 &.0 5 c. s ., 

· "- lb 2 1.3 g 11.8 25 1b. f, 

Hono;>y/Cost - - 1 2.0 1 1.0 1 1.3 - - 1 .7 

Barri ... r: 
- fi xQd and rigid rQqulations 1 2 . 2 2 "1.0 ., 3.1 3 "1.0 6 7.9 9 5.9 ... 

possibil~ty - ~ 8.7 <l s.o 8 8.3 12 lb .0 2 2.6 1"1 9.3 
- no oth ... r ~ays 'l :3.7 "l 8.0 a __ s .3 __ ~2_.._0_ ~ _5 _3 _13_.9_£, 
--di-st-anc~-- --- - - - 1 1.3 1 1.3 2 1.3 

S.;.lf 
- s ... tf-undQrstanding 13 28 .3 13 2G .O 21; 27 .1 7 9.3 9 11.8 1b 10- f, 

Self-proof· 1 2 . 2 - - 1 1.0 1 1.3 - - 1 .7 
- 59lf-satisfaction 1 2 .2 - - 1 1. 0 5 1;.7 1 1.3 G 3.'3 

v.,tu ... 
- pPrsonal valuQ 3 6 .5 1 2 .0 "l <1.2 "l 5.3 3 3.9 7 "l.G 
- c ultural valuo;. - - - - - - - - 2 2.G 2 1.3 

oo ... ~n't P1attQr G 13.0 G 12.0 12 12.5 1 1.3 3 3 .'3 "l 2.& 

Just ~ait and do nothing 2 -'!.3 G 12.0 8 8.3 2 ..., ~ 

<:. . ( g 11.8 11 7.3 

Rh ... torical QuQstion 5 10- '3 2 'l.O 7 7.3 3 "l.O 10 13.2 13 8.G 
• HavQ othQr dltQrnativ~?s 1 ? - . 

~-"- '5 10.0 I; G ., 
·"-

"l .. 5.3 12 15.3 1& lO.G 

OthQr, Don't Know, ~ Mi~sing 3 t;_S 3 G.O G G.Z b s .o 5 G.G 11 7.3 
-------------------------------------------------------------------------------------------------------------
r. rr=2"l7) *"" % 100.0 so 100.1) % '39 . i' 75 '39 .8 ?6 99.8 151 '3'3 . 9 
-------------------------------------------------------------------------------------------------------------
~ PRI ofr RQ~~on~ is .90 

~Y fata l n=2~7 in thi~ tablo;. tndicat ... ~ ~hat onl~ 2 <17 cas~?s ~hqr~ r~?sidqnt a nd non-r951d ... nt 
studQnt3 r9port~?d t hat th~~ d9CldQ~ not to a~tivql~ lr~ to Fi nd ans~~r~ to lh9t r 
quqsttons. Also, th~? totai pqrc 9ntaq9 ~ay no+ be iOO~ - duq lo rounding. 
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to get answers to their questions, because they mostly came 

to their own unde l standing <28.3~, n = 13>, i.e., they figured 

out the answers for themselves. For non-resident students, 

I 
however, their prime reason for not actively pursuing 

answers was time 9 onstraints <21.3~, n=16). Resident 

students provided two other relatively prominent reasons for 

not being active: that the question did not matter to the 

students <13~, n=6), and AI • 
that their qJest1ons we r e 

rhetorical questions <10.9~, n=S> 

also provided two ~ ther prominent 

Non-resident students 

reasons for not being 

acti v e in finding answers to their questions: the y perceived 

that there was a b r rrier in terms of the possibilit y for 

getting answers to their q~estions <16~, n=12>, and that 

there was not any ~ ther way to get answers to their 

questions <12~, n=~ ) While self - understanding was 

percei ved to be the most prominent reason by resident 

students in academic situations, it was only perceived as 

the fourth reason by non - resident students <9.3~, n=7>. 

In bureaucratic situations <second and fifth columns>, 

different patterns emerge as a result of different reasons 

given by resident 

Resident students 

students 

{ eported 

and non-resident students. 

that they did not acti ve ly try to 

obtain answers to their questions simply because they came 

I 
to their own understanding <26~, n=13). For non - res ident 

students, having a J her alternatives was the prime reason 

that they did not ctively tt- y to get answe1 s tu thei1 
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questions (15.8X, =12>. Other major reasons reported by 

<12X, n=6>, and that they found other alternatives <lOX, 

n•51. Non-residen i students reported their other major 

reasons for not being active in seeking answers to their 

questions: theit- q lest ions were rhetorical ( 13.2Y., n=lO>; 

they came to their own understanding (11 .BY., n=9>; and they 

..... 
had time constrains <ll.BX, n=9). Both resident and non-

resident students ,lso reported 

answers and did no hing to find 

that they just waited for 

answers to their questions 

(respectively: 12X n=6; ll.BX, n=9> 

The general picture of sources being used by resident 

and non - resident udents, ~resented in Table 8 <third and 

sixth columns>, sh in both academic and bureaucratic 

situations, derstanding was the predominant reason 

for resident stude ts not being active <27.1X, n =26). 1 i me 

was the prime reas n for non-resident students for not 

Actively pursuing to their questions in both 

academic situations (16.6X, n=25). Another 

prominent reason for resident students was that their 

questions did not matter (12.5X, n=12). While resident 

students indicated [ hat they had two relatively similar 

reasons for not bei g active, non - resident students showed 

more diverse reason , including self - understanding 10.6Y., 
I . 

n=16), having other alternatives <10.6X, n=16), and 

perceiving no possi l ility of getting answers (9.3X, n=14). 
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It was 

n=1072, 247 

also l ound that from the total questions of 

cases <23X> were not pursued by either resident 

or non - resident s , Udents in academic and bureaucratic 

situations. For l esident students, there were 96 cases 

( 18.4X> where stu, ents reported that they did not acti vely 

try to find answers to their questions <total n=521). For 

non - resident stud nts, howe v er, there were 151 cases <27.4Xl 

where students reported that they did-~ot acti v el y try to 

find answers to t eir questions <total n=551). 

6. Average of gu~estions answered, time, "acti veness," 

effort bftance, com leteness and hel fulness of 

answers 

It was mentio ed earlier in this chapter that, in fa c t, 

not all students' uestions were answered and not all 

students obtained nswers within the same length of time 

<O=now, l=later, 2bafter the problem is over). Also, not 

all students actively tried to find answe r s to thei r 

questions (O=not active, !=active). It was also found that 

each student expended a different degree of effort in 

obtaining answers to her/his questions (scale 0-6, O=no 

effort at all, 6=the highest effort possible), and each 

student attached a different degree of importance to getting 

answers to her/his questions <scale 0-6, O=not important at 

all, 6=the most important). In addition, different students 

perceived different values of completeness <O=partial, 
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TABLE 9: CoHp~rsion b9~~Q9n t h9 resident and nor. - r9sidqnt stud~n~3 in l~rHs of 
t he ~VQr~qe nuHbf?r of qu•stions b91ng ~nswer9d. ti HQ fo r obtaining 
ans~9rs. activo?ness. p9rC<?iv9d 9fFort ~xp9nded for g9tting ans~ers . 

p9r~91Ved i Hportance of g ... tting ans~Qrs, percqiv~d coHpl~ tQnQSS of th~ 

~ns~9r obtain9d, and perc9iv9d helpfulness o f th9 ~ns~9r obtai n~d. 

-------------------------------------------------------------------------------------
VariablQs'll''lli'lli R9sid9nt Students Non-RQsident Stud9nls 

Ac-!ldQHic Bur<?aucratic 
1'1QC'!n ,.,~~n 

TOTAL 
n"~'* 

Acad9Hic Bur<?aucratic 
MQan He an 

TOrAL 
nlf.'lli 

-------------------------------------------------------------------------------------
AnswQn;•d? .8'3 .76 520 .7"l . 71 551 

TiHf? of ans~o~ers .2S . 22 "l30 .za .2'3 "lOO 

Activ9ne:ss .83 .80 520 .72 .73 551 

Effort "l."l8 "l.SO "l2"l "1 .27 "1.33 "lOO 

IHportanc.., "l.7"1 "1.'37 520 5 .00 5 .. 21 SSt 

CoHpl ... teness of .SB .G 1 "130 f .7"1 .G"I "100 
111"r5lolo?r 

H9lpfuln9ss of ans~Qr 1.5'3 l.E.G "130 LGS 1.50 <100 
-------------------------------------------------------------------------------------
"~'~The total n in thi~ coluHn Fl uctuat~s b~c~usq o~ H1ssing n Cn=l) , and ~lso 

becaUSQ Cl) nat all t h"' quQstions b~ing anS~Qr•d. •2) only ans~ ... r~d qu9st~ons havq 
ti H~ i ndi cato~s . C3) respond9nl did nQt activ9ly t ry to get ~ns~~rs in ~11 ~ases, 
(~) not 9V9rybody Had9 an qffort lo gqt an s~~s and ( 5) p~rcP1vod the i Hp~r tanc~ of 
ans~9rs for thqir ca~QS, ~nd ( 6 ) o nly ans~erqd qu9sl1ons hav~ ~oHpl elQne~ and 
hQlpfulnQSS i ndi cators. 

*lf.* Ans~~r ... d7 : O=~o. l=~es 

Ti MQ of ans~~r : O=~ow, l=Lat<?r, Z=Aftqr t he probl9~ 1~ ov~r 

Activ•ness : O=No. l=Yf?s 

Effort : 0-&, O= no o?f~ort at all. 6=the highest effor t posstbl~ 

IHportance: 0-G. O=not tHport~nl at all, &=the Host i "portant 

CoHpletenQss of ans~9r : Q:partial, l=co~plQt~ 

Hqlpfulnqss of answQr : O=not helpful. l=hQlpful but not as ~wpq~tod , 
2=ho l pf••l -~s " '~po<:t"' d 
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!=complete> and 1 elpfulness of an answer <O=not helpful, 

l=helpful but not as expected, 2=helpful as expected). 

Table 9 presents the comparison between the resident and 

non- resident students in terms of the average number of 

questions being nswered, time obtaining answers, 

"activeness," pet-ceived effort expended for getting answers, 

perceived importance in obtaining answers, and perceived 

completeness and elpfulness of the apewers obtained, both 

in academic and bureaucratic situations. The number 

presented in Tabl [ 9 indicates the mean or the average of 

the variables. . 

Table 9 summ r1zes academic situations <first and 

fourth columns), here th~_ average number <mean> of resident 

students' questio s being answered < .89) is relatively 

higher n-resident students <.74>. This fact 

means that 89X ofl resident students ' questions were 

answered, while o ly 74X of non-resident students' questions 

were answered. T i e time for obtaining answers for resident 

students was the arne as for non - resident students < .28>. 

In terms of being active, it seems that resident students 

were relatively m re active < .83> than non-resident students 

(. 72). 

effort 

Also, res l dent students expended relatively more 

<4.48) tha non - resident students (4.27>. However, 

resident students perceived obtaining answers to their 

questions was relatively less important <4.74> than non -

resident students (5.00). Moreover, resident students' 
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perceptions of t e completeness of the answers obtained was 

relatively lower (.58) than non- resident students' 

perceptions <.74>. Finally, resident students' perceptions 

of the helpfulness of the answers obtained were also 

relatively lower <1.59) than non-resident students' 

perceptions (1.65). 

In bureaucratic situations (second and fifth columns), 

the average of r sident students' que~tions which were ... 

answered <.76) relatively similar to the a verage of non-

resident questions < .71 >. This means that 76Y. of 

the ,-esident questions were answered, and 71Y. of 

non - resident questions we r e answered. To a 

certain extent, r sident students obtained answers to their 

questions (.22> than non-resident students < .29). In 

terms of being ac ive, it seems that resident students were 

relatively more in trying to find answers to their 

questions < .80) non-resident students < .73>. 

Furthermore, it that resident students expended 

relatively more in trying to find answers to their 

questions (4.50) than non- resident students (4.33). 

However, resident students perceived answers to their 

questions as rela i ively less important (4.97) than non­

resident students (5.21> Resident •students' perception of 

the completeness rf answers to their questions was 

relatively simila1 to the non-resident students' perception 

< .61 compared to 64). Finally, resident students' 
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perceptions of helpfulness of answers to their questions 

was relatively hi her than non - resident students ' 

perceptions. 

Failure Analysis 

This part of the discussion will elaborate and focus on 

the patterns that emerged between resident and non-resident 

students when the J r questions went unq_111swered. So fa,- , the 

discussion of res r arch findings in this chapter has been 

focused on the g~ reral issues of the patterns of information 

seeking and use b r haviors of resident and non- resident 

students, and of r imilarities and differences between the 

resident and non- esident ~tudents' patterns of information 

seeking and use b haviors, without making a distinction of 

whether or not th questions being analyzed were answered. 

As a matter of fa 1 t' there were a number of questions of 

both resident and l non-resident students in academic and 

bureaucratic situ i tions that were not answered <n=241). It 

is through a thorough and elaborate analysis of those 

unanswered questi Ins that this study will be able to reveal 

more insights whi h are intended to serve as a guide and a 

design framework or educators, administrators, and 

designers of mation systems for both student groups in 

conventional and istance education systems. 

Within the f !lowing discussion, the "unanswered 

questions" ar-e us d as failure indi c ators. 1 he unanswe,-ed 
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• questions were a alyzed in terms of their: <1> description 

<aboutness>, <2> nature of questions <SW>, <3> focus, (4) 

expected helps/u es, (5) pe rceived unsuccessful strategies 

employed to get nswers, (6) reasons fa•- not acti vely b - ying 

to get answers, (7) the average degree of being active, 

< 8 > effOl- t ex pen and (9) perceived importance of getting 

answers to quest·ans. The following seven Tables depict the 

comparison between ,- esident and non -r~ident students in 

academic and bur aucratic situations in terms of their 

unanswered questions. In this case of comparison, 

percentages are the most useful indicators for comparing the 

resident and non- resident students, since the results of the 

analysis of the unanswere~. questions may present a quite 

small number of n. This small number of n is considered 

worth mentioning because it is broken down from the total 

number of unanswer ed questions, which is la rge enough to be 

analyzed. I 

1 . Ran e of una l swered uestions of resident and non-

resident ersity students 

Question Descri 

Table 10 pre ents the description of the unanswered 

questions of 

academic and 

questions in 

resilent and non-r esident students both in 

bure ucratic situations. The description of 

Tabl I 10 simply means the topic of the 
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fABLE 10: Co,.,par-i !SC•n of dgo:scr-i pti on (<~b•)utn..,!Ss ) of •Jnans,.,..r-.;od qu<?s ti ons bc;.t ... ..,<?n ..-..,si dGOnt 
and noro-n;osi dGOnt_ stud.;ont_:3 

0C?!'cr-i pti on'~< R~sident Stud,..nts Non-~<?sid~nt Stud..,nts 
-------------------------------------- --------------------------------------

Acad<>,.,ic Bur-.;oaucr-atic rorAL Ac."Jd"''"'l.c Bu..-.~aucr-ati c roTAL 
n ~ n '· n ., 

'• n % n % n ~~ 

-----------------------------------------------------------------------------------------------------
SELF 

So;ol f -<>v.:~l uati oro 5 16.7 5 8.3 10 11. 1 "' <1.3 <1 <!.9 7 <1.6 ·J 

- S<>lf- abilit_\.1 5 lE.. 7 ~ 3.3 7 7.8 11 15.7 .. <!.'3 15 9.'3 "-
- ri ""' HanagQM~nl - - <l G.? .. .. _., ., <1.3 5 6 .2 8 5.3 .J 

ACADEHIC HATTERS 
- Gr-adGOs - - 7 11.7 7 7.8 5 7.1 7 a . & 12 7.9 
- Cour-:sgo ContGont 1 3.3 2 3 . 3 3 3.3 18 25.7 2 2.5 20 13 . 2 
- RGo.gul.a:t.i-on.s~ 

Pr-ocGodur-Gos - - 1 1.7 1 1.1 
., <1.3 s G.2 a 5.3 " - Acad,..,.,ic Suppor- t 2 6.7 1 1.7 3 3.3 8 11 • ., '3 11. 1 17 11.3 

- Intr-a and Extr-a 
Cur-r-iculuM 1 3.3 - - 1 Ll 

ADHINISTRATIVE HATTERS 
- RGogi str- .~+_i on 1 3.3 G 10.0 ! 7 7.:3 - - 13 16.0 13 a . & 
- Logi sti •:s - - - - - - 2 .:: . '3 12 l<l . 8 1"1 9.3 
- Fi nanci <~l Aid - - .. b.? "l ..... 
- Sanctic.ns 1 3 .. :3 3 5.0 "l .. _., 
- Gr-ade;. R ... por-t_s - - 2 3.3 2 2 .. 2 - - 1 1.2 1 .7 

STRATEGY 7 ~~ ., 2 3.3 9 10.0 <::t 12. '3 8 '3 .'3 17 11.3 c_..; • ....,J 

PERSOt•HEL 
- AcadGoMi c PGor-:sonn"'1 3 10.0 13 21. 7 u; 17.:3 1 1."1 - - 1 .7 
- Ad"ini~t..-~tivq and • 

Suppor-t P~r-sonnel 1 3.3 3 5.0 "l ...... ., 4 . 3 .. I; 7."l q E. .O .J 

SIGtUFICAtH OTHERS 
- Ft-i•mds 3 10.0 5 8.3 f3 8.9 3 4.3 "l <1.9 7 "l.G 
- Fa" ily - - - - - - 1 l."l - - 1 _ ( 

OthGor-, Don't Kno~, 
and Hi ssing - - - - - - - - 1 1.2 1 _7 

-----------------------------------------------------------------------------------------------------
(n=2-<lDJI'lOi 30 ''l<L '3 so tOO. 0 90 '3'L3 10 100 .1) :3 l '3'3- 8 151 100.1 
--------------------------------------------------------------------------·---------------------------
• PAI f or- 0Goscr-iptlv9 SchQ'"'Q is .8-<l 

•~ Thq tot~l p9r-CQntagq "ay not bQ 100% duP to ~oundinq. 
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unanswered questions. The scheme employed for analyzing the 

range Of Unanswer \ d quest 1. ons 

t 
in Table 10 is the Descripti v e 

Scheme <CA #2, se Appendi x D>. The Descriptive Scheme was 

developed inducti \ ely, and it has the inter judge coding 

reliability coefficient of .84 <PA1 = .84, see Stempel, 1955>. 

Table 10 ind f cates that 241 questions <22.5'lol of the 

total 1072 questi r ns were unanswered, 90 questions <17.3X> 

of the resident s l udents and 151 ques~~ons <27.4X> of non­

resident students. Table 10 also shows that in academic 

situations (first and fourth columns), the majo rity of 

resident students ' questions that went unanswered were about 

strategy (23.3X, n=7), e.g., "What should I do to study 

better?," while the majority of non- resident students ' 

questions that wef t unanswered were about course content 

<25.7'!., n=18), e.g., "What is the meaning of the explanation 

of theory X prese ted in this modul e 7 ." ln addition, 

r esident students indicated their top four concerns that 

went unanswered were self - e v aluation (16.7'!., n=5>, e.g., 

"What is wrong wi h me?"; self- ability <16.7'!., n=5>, e.g., 

"Do I have 

(inc 1 ud i ng 

to dro ~ out of the program?"; academic personnel 

instructors, professors, academic advisors, and 

teaching assistan j s> 

instructor not answer 

<lOY., n=3>, e.g., Why did the 

my question?"; and friends <lOX, n=3>, 

e.g., "Will my friends agree to study together for the 

exams?." For non-resident students, there were three other 

major concerns th ~ t went unanswered, that is self abilit y 
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<15.7X, n=lll, e. ! ., "Am I too old for this math course ?" ; 

strategy (12.9X, 1=9), e.g., "How can I study better while 

being in the offi o!- e? " ; and academic support (11.4X, n=8), 

e.g., " Is there S! , mebody who I can ask for helping me with 

these econometric problems?." 

A different ~attern of question des c riptions can be 

found as a result of comparing resident and non - resident 

students in their bureaucratic situat~~ns. In bu r eaucratic 

situations <second and fifth columns), the major concern of 

resident students that went unanswered was about academic 

personnel <21.7X, n=13), e.g., "Why was my ad v isor not in 

his o ffi c e during his offi c e hour?. " Fo r non - r- esident 

students, the biggest concern that went unanswered was about 

registration <16X, n=13), e.g., " Why a r e they still asking 

my tuition receip1 for regist r ation?. " Resident students 

had fo ur othe r major concerns that went unanswer-ed, 

including grades (11.7X, n=7l, e.g., "Will I get a good 

grade in this course?"; registration (lOX, n =6), e.g., "Why 

did they not appr~ve my registering for 20 credit hours?"; 

fr- iends (8.3X, n=] )' e.g., "Why are my friends allowed to 

take these two co l rses concurrently?," and self - evaluation 

(8.3X, n =Sl, e . g. 'I "Why am I thinking 1 ike that?." Non­

resident students ~lso had four other major concerns that 

went unanswered, i(Kluding logistics < llt.8X, n = 12l, e.g., 

"Where are the individual assignment forms for Introduction 

to Microeconomics?'; academic support (ll.lX, n =9), " Whom 
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sha 11 I ask lp?"; strategy (9.9X, n=B>, e.g., "What 

shall I do, so th t I can still be an UT students while 

being in other ntry?"; and grades <8.6X, n=7>, e.g., 

"When will the Ce tral Office announce the students ' grades 

of last semester?." 

Ov er- all <thi d and sixth c olumns >, the t:or four- majo r 

concerns of resid nt students that went unanswe r ed were 

abo u t a c adem i c p e I son n e 1 ( 1 7 . 8 X , n = 1 6 j*, s e 1 f - e v a 1 u a t i o n 

<11.1X, n=lO>, st r ategy (lOX, n=9>, and friends <8.9X, n=B>. 

The top six major concerns of non- resident students we r e 

about course cont l nt (13.2X, n=2 0 l, academic support <11.3X, 

I 
n = 17 >, strategy <r .3X, n = 17>, self ability (9.9X, n=lS>, 

logistics <9.3X, r =14>, an.? registration <8.6X, n=13). 

Nature of Questio J s <5W> 

Table 11 sho lls the perspective of students' questions, 

in terms of their nature <SW>: WHEN, e.g., "In which 

semester will I b , allowed to take this statistics course?"; 

WHERE, e.g., "Fro ~ where can I get my ad v isor ' s phone 

number?"; WHY, e. , ., "Why did I get bad grade from her 7 " ; 

HOW, e.g., "How s j ould I answer this questions?"; WHO, 

e.g., "Will my friends help me?"; WHAT, e.g., "Are there an y 

addition a 1 course 

1 

offered this semester?." The scheme 

employed for analyzing the questions presented in Table 11 

is the SW 

de v eloped 

Scheme <CA #3, see Appendi x 

deducti ) ly, and it has the 

D>. The SW Scheme was 

interjudge coding 
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reliability coefficient of .95 <PA1 = .95, see Stempel, 1955, 

and Scott, 1955). 

Ta~le 11 indicates that in academic situations (first 

and fourth column, >, the questions of both resident 

resident students which went unanswered were mostly 

and non -

WHAT 

<respectively: 56.7X, n=17; 47.1X, n=33). HOW and WHY were 

the second and thi d types of questions of both resident and 

non - resident questions which went unan~wered (respecti vel y : 
~ 

HOW: 2 0 X, n=6; 25.7X, n=18; WH Y: 16. 7 X, n =5; 14.3X, n=1 0 >. 

In bu r eauc r atic situations (second and fifth columns), most 

of the r esident 

went unanswe r ed 

anr non - resident students' questions which 

we r e also WHA T questions <respe c ti vel y : 55X, 

n=33; 5 0 .6X, n=41). While the r e was one other distincti v e 

type of resident students ' questions that went unanswe r ed: 

WH Y <13.3Y., n =B>, here we r e two other distincti v e types of 

non - resident stude ts' questions that went unanswered: HOW 

<21X, n=17>, and W~Y questions (13.6X, n=ll>. 

The o verall pl·cture presented in Table 11 (third and 

sixth columns> ill strates that the nature of both resident 

and non- resident s r udents' questions that went unanswered 

were primarily WHA I questions <respectively: 55.6X, n=50; 

49X, n-74> The o her type of resident students' questions - . I 
that went unanswered were WHY <14.4X, n = 13> questions and 

I 
HOW questions <12. i. x, n=ll>. The other t y pe of non -

resident students' questions that went unanswered were HOW 

questions (23.2X, rn=35) and WHY questions (13.9 X, n =21 >. 
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fABLE 11: CoMparison of natur~ of unan~wqr~d qu~~t1ons C5~) bPtw~qn rPsidPnl and non-rPs~dQnt stud9nts 

t•aturq of 1Ju9$"li onll: 
r. S~) 

I-I HEN 

I-IHERE 

~HY 

HOI-I 

I-IHO 

I-I HAT 

Oth.,.r, Don't Kno~. a Hissing 

R~$idPnt Stud~nts 

Acadc;.M1C Bur9aucrat.i c 
n ' · n ;~ 

- - 5 8.3 

- - -1 b.7 

5 16-7 8 13.3 

5 20 .0 5 8.3 

2 6.7 5 8.3 

17 56.7 33 55.0 

~on-RPsid9nt StudPnts 

rorAL Acad.,.Mic Bur9aucratic TOTAL 
n ~ n ~ n ;.;: n /-~ 

5 5.S 2 2.9 5 5.2 7 ~-b 

~ ~-4 1 5.7 3 3.7 7 ~-b 

13 1~.4 10 1~ .3 11 13.6 21 13. ':1 

11 12.2 13 25.7 17 21.0 35 23.2 

7 7.8 3 ~-3 ~ ~-'3 7~ 

so 55.6 33 -'17.1 ~1 50.6 74 49.0 

-------------------------------------------------------------------------------------------------------------
( n=2"1D:-::.E 30 100.1 so '3'L'3 ':10 100 70 100 81 100 151 '39.'3 
-----------------------------------------------------------------------------------------~-------------------
J! PAl for t4aturq ot' Ou9sti ons ( 51.1) is . '35 

~• fhq t otal p~rc9ntag9 May not b9 100?. du9 to rounding. 

fABLE 12: CoMparison b9tWP9n t h9 9nlity focus of unanswPrQd qu9~tions of rPsidPnl a nd non-rqsid~nt stud9nt~ 
---------------------------------------------------------------------------------------------------------~---
Entity F ocusJE R951dc;.nt Stud~nts 

Acad£-Mic Bur<?aucratic rorA L 
n ;:.; n ,_ n ~ 

Non-RqsidQnt Studqnts 

~CddQMiC 
.... 2 

Bur£-aucratic 
n ::! 

rorAL 
n •J 

-------------------------------------------------------------------------------------------------------------
SELF 8 26.7 '1 1) . 7 12 13.3 13 25 .7 11 13 .& 29 19. 2 

OfHER PERSON , 20.0 11 18-3 17 18- '3 2 2 .9 ~ '1.'3 6 4.0 

OBJECr 1 3.3 
., 5.0 4 4.4 7 10.0 8 '3.'3 15 '3.'3 -~ 

SITUAriON 15 50.0 42 70.0 57 1'.3.3 43 SL4 58 71.6 101 E.E..'3 

OlhQr , Don't Know, ~ Hi~sing 

-------------------------------------------------------------------------------------------------------------
( n=24D :o; 30 100.0 .;o too.o '30 9 '3. 9 70 100.0 81 100.0 151 100.0 
-------------------------------------------------------------------------------------------------------------
~ PAl for Qqscriptiv9 Schq""' i3 .8-'1 

•~ fhq tot~l pQrcQnt~gq May not b• tOO~ du~ to rounding. 

~----
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Focus of Questions 

The third analysis of the students' questions was on 

the entity focus o the questions: SELF, e.g., "Will I be 

able to finish my study?"; OTHER PERSONS, e.g., "Who is the 

tutor for this course?"; OBJECT, e.g., "Where can 1 find the 

textbook?"; SITUATION, e.g., "Why does this procedure keep 

on changing?." Tab t e 12 illustrates the comparison of the 

entity focus between the resident and -oon-resident students' 

questions. The scheme employed for analyzing the questions 

to be summarized in Table 12 is the Entit y Focus S c heme <CA 

#4, see Appendix 0). The Entity Focus Scheme was de veloped 

deducti vely, and it l has the interjudge coding reliabilit y 
) 

coefficient of .88 CPAI=.BB, see Stempel, 1955, and Scott, 

1955) ' 

In academic situations (first and fourth columns of 

Table 12), the majority of resident and non-r esident 

students ' questions that went unanswe r ed were focused on 

SITUATION <respectively: SOX, n = 15; 61.4X, n=43l. The 

second category of resident and non - resident students' 

questions that went unanswered were focused on SELF 

(respectively: 26.7~, n=B; 25.7%, n=18). The third and 

fourth focus of resident students' questions which went 

unanswered were, reppectively, OTHER PERSONS (20%, n=6) and 

OBJECT C3.3X, n= 1 ) .1 The third and fourth focus of non -

resident students' questions were, respectively, OBJECT 

<lOX, n =7> and OTHER PERSONS <2.9X, n =2>. 
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In bureaucra ic situations (second and fifth columns), 

Table 12 shows th t the majority of resident and non-

resident students' questions that went unanswered were 

focused on SITUATION (respectively: 70%, n=42; 71.6%, n=58l. 

While the second level of resident students' questions were 

focused on OTHER PrRSONS <18.3%, n=11l, the second level of 

non-resident studlnts' questions that went unanswered were 

focused on SELF 1~3.6X, n=111. SELF ~.7X, n=41 and OBJECT 

C5Y., n=3l were re lpectively the third and fourth ranking 

focuses of the unanswered questions of the resident students 

in bureaucratic situations. OBJECT (9.9%, n=8l and OTHER 

<4.9%, n=4l were respectively the third and fourth 

focuses 01 the una~swered questions of the non­

resident students in bureaucratic situations. 

PERSONS 

ranking 

The total picture <third and sixth columns) of the 

entity focus of re ident and non - resident students' 

questions in both academic and bureaucratic situations 

indi c ates that 63. Y. Cn=57l of the resident students' 

questions as well as 66.9% <n=101) of the non-resident 

students' question~ were focused on SITUATION. The second 

major focus of resident students' questions was OTHER 

PERSONS (18.9%, n=17), while for non-resident students it 

was SELF (19.2%, nr29l. For resident students, the third 

and fourth ranking focuses of their questions were SELF 

(13.3%, n=12) and OBJECT <4.4%, n=4l. For non-resident 

I 
third and fourtl1 ranking focuses were OBJECl students, the 
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<9.9Y., n=15> and OTHER PERSONS (4Y., n=6>. 

2. Expected Uses of Answers 

Even for th l ir unanswered questions, at the initial 

stage students h i d ideas of expected uses of answers to 

their questions. Table 13 demonstrates the pe rceived 

e xpected uses of I answers to unanswered questions of resident 

and non - resident students in academi~ and bureaucratic 

situations. For each question, eaLh student was allowed to 

report up to two kinds of expected uses of answers. The 

scheme employed in analyzing data to be p r esented in Table 

I 
13 is the Helps/ J ses Scheme <CA #5, see Appendix Dl. The 

Helps/Uses Schem, was developed deductively, and it has the 

interjudge codind reliability coefficient of .85 <PAI=.85, 

see Stempel, 1955). 

Table 13 clearly shows that in academic situations 

<first and fourt1 columns>, most answers to resident 

students ' questior s that went unanswered were expected to be 

usef~l for gaini J g understanding~ ideas, and pictures of the 

gap 1tself (30.3 J ' n=lOl, e.g., S o that know the steps in 

using this formula." However, most answers to non-resident 

students' questio ~s that went unanswered were expected to be 

useful to keep th r m going across time and space <22.2Y., 

n=18l, e.g., "Thus, I don't have to wait to be helped. " 

Resident students also 

able to use answe ~ s to 

expected that they would have been 

their unanswered questions in two 
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TABLE 13: Co"pa~i~on of ~~pqctqd h~lps/us<?~ af ans~~rs ~o ~h9 unans~C?rQd qu9stions b~t~C?Qn rqsidQnt ~nd 
non-rq~id~nt ~tud<?nts 

-------------------------------------------------------------------------------------------------------------
HC?lp~/Usqs RC?~id<?nt Stud<?nt ~ 

Acad<?l"'~C 
n ?. 

Buro;oauc~ ati c 
n ;-~ 

TOTAL 
n 

Non-Rqsid<?nt Stud<?nt~ 

AcadC?"i c Bur<?~ucr~t~c 
n ?. n ?. 

TOTAL 
n r. 

-------------------------------------------------------------------------------------------------------------
Got undq~~tanding. id<?as. 

pictur~s 

Abh• t o plan 

Got skills 

Got start"d• l"'otivat<?d 

K9pt going 

Got control 

Things got call"'vr. 9asi<?r 

RC?ach<?d thq goal. 
accol"'plish<?d things 

Got out of a bad situation 

1-19nt on to othqr t_hi ngs 

Avoid<?d bad situation 

Took l"'ind off things 

RC? 1 a><C?d. rqst_C?d 

Got pleasun;. 

Got support. c onfir"ation ~nd 
rQia~::::uranc.,. 

Got c onnC?ctC?d t o othqrs 

Oth<?~. Oon•t Kno~ ~ Hi~~ing 

10 30. 3 

2 &.0 

~ 12.1 

~ 12.1 

3 '3- 1 

2 

2 

1 

.... 
'-

1 

3.0 

6.0 

b.O 

3.0 

3 .0 

1; .0 

3 .0 

15 23 - -'1 

15 23 .-'1 

2 

5 

5 

1 

s 

<I 

1 

2 

2 

2 

5 

3 .1 

7.8 

7 .8 

LG 

7.8 

6.3 

Lb 

3.1 

3- 1 

3.1 

7 . 8 

25 25 .8 

17 17.5 

f, 

9 

8 

2 

7 

& 

1 

3 

2 

3 

7 

~-2 

'3.3 

8 :::0 

2 .1 

7 . 2 

f, . 2 

1.0 

3 .1 

2.1 

3 .1 

~ " r .. .:::.. 

1.0 

1"! 17.3 

f, 7.-'1 

s c .... 
o • .::. 

18 22.2 

<I <1.9 

'1 

<I 

3 

2 • lt 

"l 

4.9 

<1.9 

3.7 

2 . 5 

"l.9 

10 12-3 

2 2 .5 

s & ·;o 

18 19- <I 

19 20.-'1 

G f>.S 

12 12.9 

<I "!.3 

G 

3 

1 

s 

2 

5 

7 

1 

2 

t..S 

1.1 

3 .2 

1- 1 

5.~ 

2 . 2 

1.1 

5."l 

7 .& 

1.1 

2 .. 2 

32 18- "l 

25 1"l."l 

11 G.3 

30 17.2 

8 <1.6 

G 

5 

7 

<I 

5 

"l 

9 

17 

3 

7 

3."! 

2.9 

'1.0 

2.3 

2.9 

2.3 

.& 

5.2 

9.8 

1.7 

"l.O 
-------------------------------------------------------------------------------------------------------------
( n=271):.;~ 33 ':!'3.E. &"1 '3'3. '3 ·:w 100. o 8 1 '3<)- 9 93 101)- "l 17"l 100.0 
-------------------------------------------------------------------------------------------------------------
~ PAl fo~ HQlp~/UsC?s is .85 

~- Tot~l n=271 i n thi~ t~blQ indic~tQ5 t h6l QnQ rQsponrlqnt ~~s a1lo~~d to rqpo~t onq or 
t~o kind~ of pQ~CQiv~d hQlps/u~~s o~ thq ~ns~C?~ to ~~ch quQstion. Al so . t hC? total 
P~~CQnt~gQ "dY not bQ 100% dUQ to rounding. 159 
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additional major ays: to get started and moti v ated <12.1X, 

n=LJ) , e.g. , "So t at it w i 11 speed up my study," and to 

keep going <12.1X, n=4>, e.g., "That helps me to look for 

the answer I need " Similar to resident students, the non-

resident students also expected that they would have been 

able to use answet s to their unanswered questions in twa 

other different ways: to gain understanding, ideas and 

pictut- es of the g i p (17.3'1., n = lLJ), e.*if., "To help me 

undet- stand the morule," and to obtain support, confirmation 

and reassurance ( 2.3X, n = lO), e.g., "To make me cer· tain of 

I 
my strategy." 

In bureaucra ic situations, resident students expected 

that most answers to thei~ unanswered questions would have 

been useful for gaining understanding, ideas and pictu r es of 

the gap (23.4%, n t l5l, e.g., ""I unde•· stand his reason far 

gi v ing me bad gra , e," and for being able to plan <23.LJX, 

n= 1 5) , e.g . , "So hat 1 can manage my time for studying next 

semester." Non - r sident students facing bureaucratic 

situations expect i d at the most that answers to their 

unanswered questi , ns would have been useful for enabling 

them to plan (20. i Y., n=19>, e.g., "At least, I know 

approximately whe l I will graduate'', and for gaining 

understanding, id , as, and pictures of their gap (19.4Y., 

n=18), e.g., "To J et information about the deadline." It 

was also found th t there were five other notable expected 

uses of answers to resident students ' questions that went 
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unanswered, inclu ing to keep going, e.g., "I can take care 

of the requiremen to get control, e.g., "To hide my 

weaknesses," tor ach the goal and accomplish things, e.g., 

"I can study bette~~ and get good grade," and to get 

support, conf1rmathon and reassurance, e.g., "That helps me 

make sure" <each category: 7.8Y., n=S>. Non- resident 

students had two other different expected uses of answers to 

questions that went unanswered, includjng to enable them to 
" 

keep going (12.9Y., n=12>, e.g., "I can stud y more and pass 

the e xams," and to obtain suppo r t, c onfi r mation and 

reassu r ance <7.6Y., n=7>, e . g., "That confirms my belief." 

The overall picture of perceived expected uses of 

answers re veal different expectations between resident and 

non - resident stude ts concerning answers to thei r unanswered 

questions in both academic and bureaucratic situations. 

Both resident and on - resident students indicated that 

primarily they expected to ha v e been able to use answers to 

their unanswered q estions fo r gaining understanding, ideas 

and pictures ctively: 25.8Y., n=25; 18.4Y., n=32) 

Second, resident s udents also indicated that they would 

have used answers to their questions to enable them to plan 

<17.5Y., n=17>. No r- resident students, however, indicated 

that they would ha r e used answers to their unanswered 

questions to enabl i them to keep going (17.2Y., n=30). Two 

other major expect r d uses of answers to unanswered questions 

were reported by r sident students as follows: to enable 

161 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



them to keep going (9.3Y., n=9) and to get control (8.21., 

n=8). Non-resident students also reported two other major 

expected uses of nswers to their unanswered questions which 

include enabling them to plan (14.4Y., n=25) and obtaining 

support, confirmation, and reassurance <9.81., n=17l. Other 

categories were represented less frequently in this data 

set. 

... 
3. Perceived Uns, ccessful Strate ies 

Regarding unanswered questions, both resident and non-

resident students eported their perceived unsuccessful 

strategies to find answers to their 

questions. unanswered question, each student was 

allowed to report up to two perceived unsuccessful 

strategies that they employed. It was only those students 

who claimed to be actively pursuing answers to their 

unanswered questio s who had to report their perceived 

unsuccessful strategies. Table 14 essentially summarizes 

the perceived unsuccessful strategies employed by resident 

and non-resident s~udents in both academic and bureaucratic 

situations. The scheme employed in analyzing the data 

presented in Table 14 was the Strategy Scheme <CA #6, see 

Appendix D>. The itrategy Scheme was developed inductively 

and it has the intrrjudge coding r~Tiability coefficient of 

.92 <PAI=.92, see itempel, 1955>. 

Table 14 shows that in academic situations <first and 
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fABLE 1~: CoMparison of pqrcqivqd un~uccq~sful stratqgiq~ usqd by rq~idqnt and non-rqsidqnt 
stud9nts ~ho ~qrQ tr~i ng to gqt 3ns~qrs to thqir unan~~qrqd quq3tion~. 

Strat"giqsl!E R~~id~nt S tudents 

Acad9Mic 
n ;.;: 

Bur<;>.;;ucr at.i <: 
n •.• 

'· 

Mon-Rq3id9nt 5tud9nls 

fOHIL Ac3dQMic Bur"aucratic 
n '· n :"-! n :-:! 

rorAL 
n ;.; 

-------------------------------------------------------------------------------------------------------------
IIMSUCCESSFJJL 

Asking s OM9body - authority 

Asking onQsqlf and t hinking 

Asking SOI'I9thing 

R9ading and Studying 

~ai ting 

Haking on"'s own qffort 

Asking friqnds and 
significant oth9rs 

Oon•t car" and giv9 up 

Carrying out th" proc9dur9s 

t~o strat"gy 

Oth9r, Oon't Know, 
and Hissing 

2 11.1 

1 5.E. 

- -

1 5.G 

- -
3 1G. 7 

lO 55.5 

1 5.G 

20 5~.0 22 

7 18.'3 8 

- - -

- - 1 

2 5."1 2 

1 " ~ £.. I <I 

7 r l8.'3 17 

- - 1 

"iO.O 

1"1. 5 

-
1.8 

3.b 

7 .. 3 

30.'3 

1.8 

5 

3 

3 

a 

-

2 

11 

• • 

1 

15. 1 

3 .1 

3.1 

2"1.2 

-
G.1 

33 . 3 

3.0 

18 31.0 23 25.3 

10 17.2 13 1<1. 3 

5 8.G 8 8.8 

5 e.G 13 1<!.3 

1 1.7 l 1.1 

2 3.<! "' <1."1 

1~ 2<1.1 25 27.5 

3 5.2 ~ <1."1 

-------------------------------------------------------------------------------------------------------------
Cro= 1 <!I;) 'IE:tli 18 100. 2 37 '3'3. '3 ss '33.3 33 '3'3.'3 5:3 39.8 

~ PRI for Strat~gi~s is .'32 

•~ fatal n=14& in t his labl~ indic3t~s t hat onQ r<;>spondqnl ~as ~ll o~~d to rqport one o r l~o 
kinds o~ p~rcqivqd unsuccqssful slr~tegi qs QMpl oyqd uh<;>n tryinq l o gQl 3ns~ers t o "~ch 
unans~Qrqd qu9stion. Also. thq per<:enlaqe ~ay not bq 100~ du~ to r ounding. 

'31 100. 1 
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I fourth columns> t ] e most unsuccessful strategy fo r resident 

students was asking friends and significant others <55.6X, 

n=lOl. Such a co1dition also applies to non - resident 

students who perceived asking friends and significant otl1e r s 

as the most unsuccessful strategy (33.3X, n=lll in their 

academic situations. Resident students conside r ed two othe r 

major unsuccessful strategies: to be making one ' s own effort 

<16.7X, n=3), and ~sking somebody wit~• autho r it y <11.1X, 

n=2>. Non - residert students, howe ver, repo r ted four other 

major unsuccessful strategies, which include reading and 

studying <24.2X, n=B>, asking somebod y with author· ity 

<15.1X, n=5>, aski l g oneself and thinking <9.1X, n =3>, 

asking something <9.1X, n = ~>. 

and 

In bureaucratic situations <second and fifth columns>, 

resident students onsidered asking somebod y with autho r it y 

was a highly unsuc f essful strategy <54X, n=2 0 >. This 

condition, however, also applies to non- resident students 

who perceived that asking somebody with authority was highly 

unsuccessful (31X, n=18l. Two other major strategies 

mentioned as unsuccessful st r ategies by resident students 

I were asking onesel and thinking <18.9%, n=7l, and asking 

friends and signif r cant 

students mentioned four 

others <18.9X, n =7l. Non - resident 

other majo r ~ strategies which were 

perceived to be unsuccessful including asking f r iends and 

significant others (24.1X, n=14l, asking oneself and 

thinking (17.2%, n=lOl, asking something <B.6X, n =S>, and 
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reading and study r ng 18.6~, n=51. 

The to~al pi r ture !third and sixth columns) indicates 

there are d1ffere r ces between perceived unsuccessful 

strategies employed by resident and non-resident students in 

both academic andl bureaucratic situations. Fo r resident 

students, asking omebody with authority had been the most 

unsuccessful stra r egy (40%, n~22l. For non- resident 

students, asking riends and significant others had been the 
-~ 

most unsuccessful strategy 127.5~, n=251 Other major 

strategies percei ed as unsuccessful by resident students 

were asking frien sand significant others <30 .9~, n=171, 

asking oneself an thinking 114.5~, n=81, and making one ' s 

own effort 17.3~, n=41. Non - resident students perceived 

four other major nsuccessful strategies: to be asking 

somebod y with aut ority 125.3~, n=231, asking oneself and 

thinking ( 14.3~, =131, reading and studying <14.3Y., n=131, 

and asking something (8.8~, n =81. 

4. Reasons for not being active 

I Some student had their own reasons for not trying 

acti v ely to find nswers to their unanswered questions. 

Table 15 summariz s many categories of reasons reported by 

resident and non- esident students for not being active in 

trying to find an r wers to 

academic and bure ucratic 

their unanswered questions in both 

situations. The scheme employed 

for analyzing dat presented in Table 15 i s the Reasons 
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TABLE 15: Co11p~rison o¥ ro~~on~ b~?t~oon r•~idqnt ~nd non-r~sidont ~tudpnts for not activoly t rying 
to gqt ans~QrS to t hoir unan~~or•d ~u•stions 

Rc;o~sonsJE Rosidc;ont Studonls Non-Rc;osidont Sludonts 

Acerd~11ic Bur,..aucratic TO TAL Acado111c Buro~ucr~t.ic 
n ::.~ n r. n ;.~ n r. n ::! 

TOTAL 
n ;-; 

-------------------------------------------------------------------------------------------------------------
fi 111? 1 7.7 2 8.7 3 8.3 '3 2 1.'3 2 7.~ 11 1G.2 

Honoy/Cost - - 1 -'1.3 1 2.9 1 ~ d "- - . - - 1 1.5 

Barrior: 
- fixqd and rigid rogulat.ion - - 1 "1.3 1 2.8 3 7 .3 1 3.7 ~ 5.'3 
- possibility 3 23 .0 .,. 13.0 & 1&. 7 q 2 1.'3 1 3.7 10 1~.7 ·-' 
- no olhor ~ay:s 2 15."' - - 2 5.& "' 9.8 J 11--l l 10 3 __ 

-=-ai s +.anco - 1 2.~ 1 3 .7 2 2.'3 - - - - - -
Sc;olf 
- Solf-undorstanding - - 1 "1.3 1 2 .3 5 1" -"'' - - 5 7."1 "-•"-

Sol f-proof· 
- SQlf-sc;tisfaction 

l.!a luo 
- pQrsonal valuo 1 7.7 1 "1.3 2 5 .G 3 7 .3 - - 3 "1."1 
- cultural valuo 

Oo~<>sn • t_ "at teor 2 15."' 5 2 1. 7 7 19 .4 - - 2 7."1 ., 
<. 2.9 

.Just ~ai +. and do not.hi ng .1 7.7 ~ 13.0 
"' 

11.1 1 2."1 7 25 .9 8 11.8 ·-' 

Rh ... t.oricerl Ouo:st.ion 1 7.7 1 4 .3 2 5.6 1 2 .4 -'1 1"1.8 5 7."1 

Havc;o got. oth~<>r alt.c;ornativos ' - - "' 17.-'1 
"' 

11. 1 liS 7.3 "' l<l. 8 7 10.3 

Oth~r, Don 't Kno~ ~ Hissing 2 15."' 1 4 _3 3 3 . 3 1 2 . 4 2 7. 4 3 "1."1 
-------------------------------------------------------------------------------------------------------------
( n=lO<l)ll!*. 13 100.0 23 9'3.6 3G 100. 1 "11 '3'3. 7 27 g9.'3 G8 100. 1 
-------------------------------------------------------------------------------------------------------------
• PAl of Rc;oason s is .90 

~~ To~~l n=lO~ in thi~ t~blq i ndi ca~c;os t.ha t. onl~ 10~ ca~qs ~hqrq rqsidqnt a nd non-rqsidqnt 
~tudQnts roportqd th~t th~y dqcidqd not to a~tivqly t ry to fi nd ans~Qr to t h9ir ~ugstion~. 
Also. t hQ ~-ot-:.1 porcc;.nta(IQ .. ay not bQ 100:.! duQ +.o r ·~tJndi ng. 
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Scheme <CA #8, see Appendix 0). The Reasons Scheme was 

developed inductively, and it has the interjudge coding 

reliability coefficient of .90 <PAI=.90, see Stempel, 1955). 

Table 15 shows that in academic situations (first and 

fourth columns>, the main reason for resident students not 

being active in pursuing answers to their unanswered 

questions was a barrier of possibility (23X, n=3). Non-

resident students ~laimed two main re~~ons for their not 

being active: time constraints (21.9X, n=9) and a barrier of 

possibility (21.9%, n=9l. Furthermore, resident students 

reported two other major reasons for them not being active, 

including perceivi r g no 

their questions did not 

other way (15.4X, n=2) and that 

matter (15.4X, n=2). Non - resident .. 
students also repo~ted two other major reas~ns for them not 

being active, including having had their own understanding 

( 12.2%, n=5l and pf=l-cei v ing no othe,- ways of getting answers 

<9.6X, n=4l. 

Facing bureau ratic situations (second and fifth 

columns), resident students claimed that reasons for them 

not being active were that their questions did not matter 

<21.7X, n=S>; they have other alternatives <17.4X, n=4), 

they perceived bar ier of possibility <13%, n=3>. For 

resident students, their three other major reasons were 

For non- resident students, their three other major reasons 

were that their qu t stions were rhetorical (14.8'l., n=4l, 

ha v ing other alter ratives (14.8X, n =4), and pe1 ·ceiving no 

167 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



other ways <11.11., n=3l. Both student groups also reported 

that they just waited for answers and did nothing to find 

answers to their questions (respectively: 13X, n=3; 25.91., 

n=7l. 

The overall picture <third and sixth columns) indicates 

that there were four majo r reasons reported by r esident 

students who did n t actively t ry to find answers to their 

unanswered questio r s. Those reasons ~~re that their 

unanswered questio r s did not matter <19.4X, n=7>, barrier of 

possibility (16.71., n=6), and ha v ing other alternatives 

<ll.lX, n =4 ). Non-resident students, however, reported five 

major reasons for t ot being active in finding answers to 

their unanswered q l estions, including time <16.21., n=ll), 

barrier of possibility <14.71., n=lO>, just waited and did 

nothing <11.81., n=8), percei v ing no other ways <10.31., n=7), 

and having other alternatives <10.31., n=7>. Furthermore, 

both 

some 

resident and r on-resident students reported that in 

cases they ju~t waited for answers and did nothing to 

find answers to their questions <respectively: 11.11., n=4; 

11 . BY., n=B > • 

I It is also wo ~ th mentioning that out of the total of 

241 chances of try i ng actively to find answers to 241 

unanswered questio , s, it was found that 104 chances (43.21.) 

were not pursued. Out of 90 chances that resident students 

had for actively trying to find answers to thei r total 

unanswered questio l s, 36 chances <40Xl were not taken. 

of 90 
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nan - resident students, aut of their 151 chances of actively 

making an effort to find answers to 151 unanswered 

questions, 68 chances (45Y.l were not used. 

5. Avera e of 'activeness " effort ex ended and perceived 

importance of answers 

Regarding u~answered questions, students were ••ked 

only to indicate whether they were actively pursuing answers .... 
to their questio l s' how much effort they expended 

were active, and how important it was for them to 

answers to their questions. Table 16 presents the 

if they 

get 

comparison betwe, n the resident and non-resident students 

te,- ms of the ave1-age degree a ·f "activeness" of trying to 

obtain answers to their unanswered questions, perceived 

effort expended trying to get answers, and perceived 

in 

importance of getting an answer to each of their unanswered 

questions. The ~umbers presented in Table 16 indicate the 

mean or average 'J f the variables. 

It is clearly shown in Table 16 that, in academic 

situations (firs ~ and fourth columns>, resident students 

were r elati ve ly more active in pursuing answers to their 

unanswered questi r ns. 

students were act i ve, while only 41% of non-resident 

Fifty-seven percent of resident 

students were active. 

I 
expended relatively lower effort (3.35) trying to obtain 

On the average, resident students 

answers to their ~nanswered questions than nan- resident 
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TABLE 1&: Co~p~rison b~twqqn thq rqsidqnt and non-rQSid9nt stud~nts i n tqr~s o~ 
t_hq av9ragq of acti VQn.,.ss of tn~i ng +.o g~t a ns wqr --s to tho;oi r unanswqrc~d 

quq~tions, p"'rc ... i v ... d ~ffort ~xpqnd"'d for tryi ng to gq t ans~qrs. pqr cE.>iv9d 
i ~portanc"' of gQtting answ~rs to 9ach of t h ... 1r unansw9r~d quqslions. 

Vari abl q slOUE 

Activ.;m.,.ss 

Effort. 

RqsidPnt Stud~nts 

Acadq~i c Burqaucratic 
l"''G~an 

e­..... r 

3.35 

ru?an 

. 58 

'1.23 

TOTAL 
nJElt 

90 

52 

Non-R ... sidE.>n t Stud~nls 

Acadq~ic Burqaucratic 
~<;?<'.In rtQan 

. '11 .G? 

'1.07 '1.0~ 

TOTAL 
nll'"! 

151 

83 

~~porta~c~ ~~0 -..~s - go 21-S"f s.o"' 151 

. -. Thq total n i n 
to qqt ans~rs 
t o •3Qt. answE.>rs 
qu,..stions. 

t his colu~n f luctuatqs bqcause not all r9Spondqnts activ9ly t riqd t o 
to all cas9s of u nanswqrqd quqstions, (2) not qvqrybody ~adq qfforts 
a nd (3) pqrc9iv9d t hE.> i ~portanc• of answPrs to th9ir unans w9r9d 

~ 

lUO: Activqnqss : O=tlo, l='?qs 

Effor t : 0-G. O=no 9ffort at all, G=th,.. high9st qffor t possibl9 

I ~portancq : 0-G. O=not i ~portant at all, G=th9 ~ost i ~portant 

\ 

I 
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students did <4.01 ). This condition also applies to the 

percei v ed importa l te of obtaining answers to their 

unanswered questions. Resident students ' perceptions were 

relatively lower ( 3 . 70) than non - resident students' 

percept;ons ;n te1 ms of the ;mportance of obta;n;ng answers 

to their unanswer 1 d questions <4.54>. 

In bureaucraj ic situations (second and fifth columns of 

Table 16>, reside j t students, on aver~~e, were found to be 

relatively less a l tive than non - resident students in trying 

to find answers t l their unanswered questions. Only 58 % of 

resident students were acti ve, while 67% of non-resident 

students were act , ve. In terms of effort e xpended, it seems 

that resident students expended an amount of effort (4.23> 

more or less equa to that e xpended by non - resident students 

( 4. 0 4). However, the ave r age of resident students ' 

perceptions in terms of the importance in getting answers to 

their unanswered ~uestions was also lower <4.45> than non -

resident students perceptions <5.04). 

Summary 

The findings of this study have revealed a rich, 

elaborate and det.: iled description of information seeking 

and use behaviors of resident and non-resident university 

students in both ~cademic and bureau c ratic situations. The 

detailed descript"ons were presented through two series of 

tables in this section. Tables 2 - 9 pi c ture thP 
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information seek i ng and use behaviors of resident and non­

resident student , . Tables 10 - 16 present a closer look 

into the failures, problems, and obstacles which were 

encountered by b , th resident and non~resident students 

facing their aca J emic and bureaucratic situations. 

The elabora ion and analysis carried out in this 

section clearly j ndicates that there are similarities and 

differences betw1 en resident student~ and non-resident 

students facing j oth academic and bureaucratic situations, 

especially in terms of the description of the students ' 

questions; then ture of the students ' questions (5Wl; the 

entity focus of the students' questions; the expected and 

actual uses of arswers to their questions; the strategies 

used to obtain answers to questions; the sources used for 

obtaining answer ~ to their questions; the reasons for not 

acti vely trying to obtain answers to their questions; the 

number of questi ns answered; the ave r age time of to obtain 

answet-s; the average degt- ee of their "activeness"; the 

average degree of effort expended to find answers; the 

average perceived importance in obtaining answers to their 

questions; and ti-e average perceived completeness and 

helpfulness of thr answers to th~ir questions once those 

answers were obta,ined. 

The next cha r ter provides fu r the r anal ysis and 

discusses the interpretation of each major point of the 

findings. These ~ iscussions are addressed to educators, 
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administrators, a r d information system designers in tertiar y 

education in Indonesia and in other applicable settings. 
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CHAPTER FIVE 

Sum!ary of Findings, Discussion, 
LiMitatio.

1
s, Conclusions and Reco-.endations 

Employing t e Sense - Making approach, this study has 

examined the inf rmation seeking and use behaviors of 

resident and non resident university students in Indonesia. 

Specifically, it has focused on the similarities and 

-~ 
differences in i formation seeking and use beha v iors between 

the two student groups. 

This chapter offers a summar y of th e simila r ities, 

differences, and some problems which were encountered by the 

based on the findings. Each point in the summar y is 

discussed in the discussion section following the summa r y. 

This chapter also offers general conclusions which can 

be drawn from this study. The conclusions are then followed 

by an explanation of some limitations of this study. The 

discussion of the limitations also leads to calls fo r 

improvement in future research. 

The remainder of this chapter presents recommendations 

for those who are interested in this study. Some 

recommendations a e dirBcted to educators, administrators, 

and information s , stem designers in tertiary education, 

especially in Indr nesia, to serve as a design framework for 

them in designing an information system for each user group. 

Some recommendati ns are also directed to researchers who 

are interested in exploring the field of information studies 
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and distance education further, based on the shifting 

I 
paradigm of the Jield and the method for tapping information 

seeking and use ehaviors of information users. 

Furthermore, somJ considerations for future research are 

also included in these recommendations. 

Summary of Findings 

This study as i n t ended to t a p t)l e i n f o r m a t i o n seek i n g .. 
and use behaviorJ of resident and non - resident university 

students. Basically, the study was a survey research study. 

The shifting par in the field of information studies 

from system/cant nt - oriented to user - oriented has served as 

the rationale for employing the Sense-Making approach as the 

research approac 1 ' and the Story Board Micro - moment Time 

Line interview a ,. the data collection method for this study. 

The three maJor questions guiding this study were: 

1. What are the information seeking and use behaviors 

of the r,sident university students? 

2. What are the information seeking and use behaviors 

of the non-resident university students? 

3. What are the differences and similarities between 

the information seeking and use behaviors of the 

resident and non- resident university students? 

I 

Within each question, there were twelve variables being 

investigated: (1) the range of students ' questions 
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(description of j uestions, nature of questions, and entit y 

focus of questio s); <2> the expected and actual uses of 

answe r s to their questions; (3) the strategies employed to 

obtain answers to their questions; <4> the sources used fo r 

obtaining answer (5) the reasons fo r not actively trying 

to obtain answers to thei r questio ns ; <6) whether· o r not the 

questions were a swered; (7) the time of obtaining answers; 

(8) the degree of being acti ve; ( 9 ) t~e effo r t e xpended to 

obtain answers, (10> the pe r cei v ed importance o f obtaining 

answers to questi ns, <11) the percei v ed completeness of 

answe r s and (12> percei ved helpfulness of the answe r s to 

quest i ons onc e th se answe r s were obtained. In a ddition, an 

analysis of the problems encountered when the students ' 

questions remaine unanswered was also underta k en (failure 

analysis>. 

The data were gathered from 69 resident uni versit y 

students and 76 non- resident uni v e r sit y students in Jakarta 

and Ujung Pandang, Indonesia. The r esults of the data 

collection were p esented in terms of 1,072 questions o r the 

unit of analysis r o r thi s stu~y . Th e dat ~ w~ r e 

analyzed using co tent analysts and descrtptt ve 

then 

statistical 

analysis. 

The findings indicate that there are similarities and 

differences in the information seeking and use behaviors of 

resident and non- t esident uni versit y students facing 

academic and bure ucratic situations , in te r ms o f the twel ve 

176 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



variables investi l ated in this study and also the failure 

analysis. The an1 lysis of the twelve variables within each 

major issue, and he failure analysis described in the 

preceding chapter are summarized into two tables: Summary 

Table 1 for general findings, and Summary Table 2 for 

failu re analysis. 

General Findings 

Summary Table 1 illustrates the similarities and 

diffe r ences between resident and non-resident students in 

academic and bure ,.ucratic situations based on the twelve 

variables investi , ated in this study. The numbers shown in 

Summary Table 1 i 1 dicate t~e rank order of a pa r ticula r 

category and its corresponding percentage, except fo r the 

last part of Summary Table 1 where the numbers shown 

indicate the average or mean of a parti cu lar variable. The 

numbers in parent eses indicate the total number against 

which the percentage should be read. 

The major po'nts of findings presented in the Summary 

Table 1 include a l ly those points of the first up 

fifth rank. Mostly, they are represented by more 

within the data s J t. Some exceptional cases occur 

the sixth ranked c lategory is also included and its 

to the 

than 7Y. 

in which 

percentage is les~ than 7Y.. These cases are intended to 

create a clearer picture of a particular category perceived 

by two different student groups in different situations. 

177 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



1 

All students questions are considered of equal 

importance as ele~ents of the whole system. Each question 

represents an eler ent of the total system, which cannot be 

ignored or devaluid without any cost to the total system. 

Although it lS found that there is some topical overlap 

between academic t nd bureaucratic situations as percei ved by 

the resident and J on-resident students, the situations are 

presented separat1 ly in Summary Table., .. l. Such a condition 

is intended to prmvide the information system designer with 

I 
a clear picture 01 topics which are perceived as academic 

problems, and top i cs which are perceived as bureaucratic 

problems by resident and non-resident students. 

I Summary TablJ 1 Sect~on 1 presents a summar y of Table 2 

1n Chapter 4. Th i s section illustrates the description of 

questions of resident and non - resident students in academic 

and bureaucratic ~ ituations. The rank and its corresponding 

percentage provid J a picture of similarities and differences 

in terms of quest , ons description of both student groups. 

In this section, 1 owever, the category of Self-Ability and 

Self- Evaluation i , combined into a single category of Self ­

(ability + evalua ion). Accordingly, the percentage of each 

category is also combined. 

Summary Table 1 Section 2 presents a summary of Table 3 

in Chapter 4. This section demonstrates the nature of 

questions of resid~nt and non-resident students in academic 

and bureaucratic situations. The ranks and the 
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corresponding per ~ entage presented 

an illustration o r similarities and 

:~:~::~:n:~d non- r esident students' 

in this section provide 

differences of nature of 

questions in different 

Summary Tabl r 1 Section 3 is similar to Table 4 in 

Chapter 4. However, instead of presenting the n as in Table 

4, Summary Table ~ Section 3 presents the rank order of the 

entity focus of r sident and non-res~~ent students questions 

in academic as we 1 as bureaucratic situations. 

Summary Tablr 1 Section 4 summarizes Table 5 in Chapter 

4. This section Illustrates the expected and actual uses of 

answers as report r d by resident and non - resident students in 

a c adem i c and bur e i u c r a t i c •. s i t u a t i o n s . The r an k s and the 

corresponding per ~ entage presented in this section pro v ide 

an illustration o r similarities and differences of expected 

and actual uses o ~ answers to resident and non-r esident 

students' questiois in different situations. 

Summary Tabl 1 Section 5 and 6 present a summary of 

Table 6 in Chapte 4. Section 5 summarizes the successful 

strategies employrd by resident and non - resident students in 

trying to find an wers to their questions in academic and 

bureaucratic sit~ftions. Section 6 present a summary of the 

unsuccessful stra egies reported by resident and non-

resident students when they tried to find answers to their 

questions in both academic and bureaucratic situations. 

Summary Tabl 1 Section 7 provides a summa ry of Table 7 
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in Chapter 4. his section illust r ates the rank order of 

sources used by resident and non-resident students in trying 

to find answers to their questions in academic as well as 

bureaucratic sit ations. 

Summary Table 1 Section 8 is a summary of Table 8 in 

Chapter 4. This section demonstrates the rank order of 

reasons reported by resident and non-resident students when 

the y did not try actively to find aQ~Wers to their questions 

in academic and ureaucratic situations. 

Summary Table 1 Section 9 is similar to Table 9 in 

Chapter 4, which illustrates the average number questions 

answered, the time of getting answers, the degree the 

students being a tive in trying to find answers, the 

perceived effort expended for getting answers, the perceived 

importance in ge ting answers, the percei v ed completeness 

and helpfulness f answers once obtained. The above 

mentioned v ariables are presented in this section to 

illustrate both esident and non-resident students' 

perceptions in a ademic and bureaucratic situations. 

Each major oint of the findings, which are presented 

in each section f f Summary 

the discussion sbction. 

Table 1, will be elaborated in 
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5Ut11'1ARY TABLE 1 : Comparison of· Qu,;.s+, ion Os-scr i pt ions. Natur~ of· Qu.;;ost i on:s, Focus of> Qu..,.~t i on:s. 
H~l p:s/U :s,..:s of an~w&rs. Strat<?g1QS, Sourc~5. P~ason:s ~or not being ~ctivq. 
and avgragQ ( m&~n) numb~r of answ<?rad questions . timg. being ~ctivg, Qf>f>ort 
&xpgndli?d, pgrc&iv&d importanc&. perc&i v od complot~noss and hli?lpf>ulng~:s 
of answqrs once obtain~d. 

---~-----------------------------------------------------------------------------------------
ACADEt1IC BUREAUCRATIC 

CATEGORIES R~;os. Non-Res. Res. Non-Res. 

Rank ~ ... ~ Rank % Rank % Rank % 

---------------------------------------------------------------------------------------------
QUESTION DESCRIPTION 

S ECTION 1 l - 5 ... 1 ~- (ability + ,...valuation) 1 2 5.3 1 2 1.0 4 8.4 4 8.7 
Cour-:sQ Cont..,nt "l 10.? 3 19. 1 6 6.8 
AcadQmic R<>!gulation -"lnd 

roc ... aure:s - 3 Io:-o--6---s-:-:3 
Acad;;omic Support 2 18.9 2 20.2 - - 3 8.1 
R'i'gi:stration - - - - 2 15.9 1 2B. 2 
Logistics - - - - - - 2 14."1 
Stratqgy 6 9.3 4 8.6 
Acad,..mic Pli?r:sonn&l 5 9.6 - - 1 20.2 
Friends 3 12.6 5 8 .. 2 5 7.9 5 7.7 

---------------------------------------------~-----------------------------------------------
( TOTAL n ) ( 269) (267) C252 ) (28"'!) 

---------------------------------------------------------------------------------------------
NATURE OF t:IUEST IONS 

S ECTION 2 ' - WHY 3 11. 9 - - - - 3 11.6 ' 
HOW 2 17.5 ..., 20 .6 2 17.5 ..., 16.9 "- "-
WHO - - - - 3 10.7 
WHAT t S3 .5 1 55. 1 1 51.6 1 52.5 

---------------------------------------------------------------------------------------------
( TOTAL n) (269) (267 l (252) ( 28"'!) 

------------------------------------------------------------------~-------------------------
·:; ECTION 3 

FOCUS OF QUESTIONS 
SELF 
OTHER PERSONS 
OBJECT 
SITUATION 

2 
3 
4 
1 

20 .8 
16."! 
12 . 6 
50 .. 2 

...., 
"'-
q 

3 
l 

19 . 9 
9."1 

13.9 
56.9 

3 
2 
q 

1 

9.9 
17. 1 
7.5 

65.5 

3 
"l 
2 
1 

11.6 
7.0 

12.0 
69."1 

---------------------------------------------------------------------------------------------
CTOTAL n ) (269 "1 (267 ) ( 252) ( 284) 

---------------------------------------------------------------------------------------------
HELPS/USES 

'.:3 ECTION 4 ' - Got undc;;.rstanding. ldQas, 1 26 . 6 1 2:3 .8 1 20.6 t 21.2 ' 
picturg:5 

Ab!Go to plan 4 8.6 3 10.2 2 19.3 3 14.9 
Got 3tart.;;od -'~nd .not i ·..-at,<;od 3 9 .. 5 <-! l3.6 - - 5 7.2 
KQpt going 2 15.0 2 22.6 3 1"1.8 ..., 16.0 "'-
l3ot :5uppor+-. confirrnati o r-o 

and r-q.a:ssur .!lnCQ 5 7.7' - - 4 8.3 4 ''?. 8 
---------------------------------------------------------------------------------------------

(TOTAL n ) C"'l-<10 J C420) (384) ( 430 ) 
------------------------------------------------------------------------------------------ ----

... c ontinuQd o n th~ ns-v ~ p~QQ. 
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SUMI'1ARY TABLE 1 ( cont i nu<?d) 

RCRDEt1IC BUREAUCRATIC 

CATEGORIES R9s. Non-R<i>:5. Ro;.s. Non-RQ>S. 

Rank ::-! Rank ~...: Rank % Rank % 

SUCCESSFUL STRATEGY 
S ECTI ON 5 I - Asking somgbody - authority 3 10 . 8 4 7.2 1 27.6 1 32. 1 

Asking ongs&>lf" and thinV.i ng . ., 
<- 11. 1 3 8 . 2 3 5.9 

Asking :50mgthing - - - - - - 3 5.6 
R~ading a nd :studying - - 2 10.0 
Aski ng f"riQnd:s a nd 

:signiFicant oth&rs 1 29.8 1 22 .2 2 27.2 2 10.9 
---------------------------------------------------------------------------------------------

--l UNStleCESSFI::It:--SrRATEG't­
S ECTION 6 l - Asking somgbody - authority 

- RQad i ng :~nd :studying 

--- -----~--

- Asking f" rignds ~nd 
signiFicant othgrs 1 

(TOTAL n ) 

2 

11.7 

( 315) 

7.5 

15.8 

C279) 

12. 1 1 13.2 

2 9 . 6 2 12.<-l 

( 272) ( 265 ) 
------------------------------------------~-------------------------------------------------

SOURCES 
S ECTION ..., 

I - Institutiona l Of"Ficgs <'!lnd - - - - 3 19 . 2 r 38 . 4 
of"f"icQr :5 

Acado;;.on>.c pgrsonno;;.l 3 8.2 - - 4 15.6 
Books and <:)thgr materials 3 8 . 2 3 9.0 
or pub l i c.3t ions 

So;;. l f> 1 46.2 1 36.6 2 26 . 8 3 20.5 
Frignds and sign iFican t 

othwrs 2 28 . 9 2 33 1 0 1 29.9 2 24.6 
----------------------------------------------------------------L----------------------------

CTOTAL n) C294 ) C224) ( 224) ( 22<-l ) 

REASONS FOR NOT BEING ACTIVE 
SECTION 8 ' - Tim<i' - - 1 21.3 - - 3 11.8 ' 

8arrigr of" possibility 4 8 . (' 2 16.0 4 8 .0 
No othgr ways 4 8.? 3 12.0 4 8 . 0 
S~lP-undQr3t~nding 1 2 8-3 4 '3. 3 1 2E. . O 3 11.8 
Oo..,::sn' t_ m.ettG>r 2 13.0 - - 2 12 . 0 
J u::st w~it and do not_hing - - - - 2 12 .0 3 11.8 
Rh ... torical Gh.J;;.~t ion 3 10.~ - - - - 2 13 . 2 
Havg got oth.;;. r -~ 1 t_Qrnat i v,;.s - - - - 3 10.0 1 15.8 

<TOTAL n ) (46 1 ( 75) ( 50) ( 76) 
---------------------------------------------------------------------------------------------

.. . conti nu ... d o n thg n~xt pagQ. 
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SUMMARY TABLE 1 ( continued) 

SECTION '3 : 
'JAR I A8LES'JE mGoan !TU?.:!In rr.ean 

Answ.;;.rQd? .89 . 7-'-l . ?6 

Time o~ anst.;.;.r ~·=-.. '--'- ' . 28 .22 

8Qing Activg. o·:=a . '-'---' .80 .80 

EFFort 4."'18 '-1 .. 27 4.50 

Importance 4.7-'l 5.00 "-1.'37 

Compl>?tenes~ oF anSI...J.;tr- .58 .74 .61 

HQlof"ulnta>s~ oF answ4:'r 1. 5 '3 1.65 1.66 

M ANSWERED? : O=No, t=Yes 

TIME OF ANSWER : O=Now, l=Later, 2=Af"ter thQ problem 1~ over 

BEING ACTIVE : O=No, t=Y~s 

m'"'an 

.71 

.29 

• 73 

A ·:>-=> 
-. • ..j._} 

5.21 

.6-'l 

1.50 

EFFORT : Scale of 0-6, O=no e~Fort at all. 6=the highta>st eFFort po~sible 

IMPORTANCE : Scale oF 0-6. O=not important at ~11, 6=the mo5t i mportant 

COMPLETENESS OF ANSWER : O=partial, !=complete 

HELPFULNESS OF ANSWER : O=not helpFul, t:h..,lpful but not as e x pta>ctg.d, 
2=h91pf'ul ~~ GXpGct&d 

• " 
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Failure Analysis 

The result of failure analysis is summarized in Summary 

Table 2. Summar Table 2 is intended to present some of the 

predominant findings which describe the phenomena of the 

unanswered questions as an essential part of the information 

seeking and use behaviors of resident and non - resident 

university stude ts investigated in this study. The failure 

analysis, presented in Chapter 4, wp.s percei ved as a means 

for elaborating, explaining, and gaining insight into the 

patterns that emerge between resident and non-r esident 

students when th ir questions remained unanswered in 

academic and bureaucratic situations. As a matter of fact, 

the findings of this study show that about 22.51. of the 

total resident an non - resident students' questions remained 

unanswered <17.31. of resident students ' questions and 27.41. 

of non - resident students' question). 

In the failure analysis, an "unanswered question" was 

used as the indica to,- . Similar to the previous 

analysis, the un nswered questions were also analyzed based 

on the twelve variables investigated in this study. The 

numbers shown in Summary Table 2, for the most part, 

indicate the rank order of a parti c ular category and its 

corresponding percentage, except for the last part of 

Summary Table numbers shown indicate the ave r age 

or mean of a particular variable. The numbers shown in 

parentheses indic te the total number against which the 
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percentage should read. 

The findings the failure analysis, presented in the 

Summary Table 2, i elude only the major points of the first 

up to the fifth ra Mostly, they are r epresented by more 

than 7Y. within the data set. Some exceptional cases occur 

in which the sixth ranked category is also included and its 

percentage is less than 7Y.. These cases are intended to 

p ,- e sent a p i c t u r e of a p a r t i c u 1 a r c a t e I!J'O r y as pe r c e i v e d b y 

the two different Jtudent groups in diffe r ent situations 

when their questio l s remained unanswered. 

Summary Table 2 Section 1 presents a summar y of Table 

10 in Chapter 4. T~ is section illustrates the desc ription 

of unanswered questions of ~esident and non- resident 

students in academi and bureaucrati c situations. The rank 

and its corresponding percentage pro v ide an illustration of 

similarities and di ferences in terms of desc r iption of 

resident and non- r sident students' questions which remained 

unanswered. In this section, howe ver, the catego r y of Self -

Ability and Self - E aluation is combined into a single 

category of Self- (a ility +evaluation>. Ac cordingly, the 

percentage of each category is also combined. 

Summary Table Section 2 presents a summary of Table 

11 in Chapter 4. This section demonstrates the nature of 

unanswered question ! of resident and non - resident students 

in academic and bur aucratic situations. The ranks and the 

corres ponding perce tage presented in this section provide 
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an illustration oi similarities and differences of nature of 

resident and non-resident students' questions which remained 

unanswered in difierent situations. 

Summary Table 2 Section 3 is similar to Table 12 in 

Chapter 4. Howev~r, instead of presenting the n as in Table 

12, Summary Table 2 Section 3 presents the rank order of the 

entity focus of rJsident and non-resident students questions 

which remained unanswered in academic-~s well as 

bureaucratic situ ~ tions. 
Summary Table 2 Section 4 summarizes Table 13 in 

Chapter 4. This J ection illustrates the expected uses of 

answe,- s to the unanswered questions as ,- eported by resident 

and non-r esident ~tudents Jn academic and bureaucratic 

situations. The ranks and the corresponding percentage 

presented in this section provide an illustration of 

similarities and differences of expected uses of answers to 

resident and non-resident students' questions in different 

situations which remained unanswered. 

Summary Tabl~ 2 Section 5 presents a summary of Table 

14 in Chapter 4. F ection 5 illustrates the unsuccessful 

strategies r~porteld ~y resident and non-r·esident students 

when they tried to find answers to their unanswered 

quest;ons ;n both r cadem;c and bureaucrat;c situat;ons. 

Summary Table 2 Section 6 is a summary of Table 15 in 

Chapter 4. This s l ction demonstrates the rank order of 

reasons reported b ~ res;dent and non- res;dent students when 
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they did not try activel y to find answers to their 

unanswered question~ 

situations. 

in academic and bur~aucratic 

Summary Table k Section 7 is similar to Table 16 in 

Chapter 4, which illustrates the degree the students being 

active in trying to find answers, the perceived effort 

expended for gettin~ an5wer5, and the perceived importance 

in getting answers. The above mentione,.P variables are 

pre5ented in thi5 5r ction to illu5trat: resident and non~ 
resident students' erceptions in academic and burPA•H • atic 

situations when their questions remained unanswered. 

Each major point of the findings, which are presented in 

each section of Sumr ary Table 2, will be elaborated 

discussion section. 

in the 
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SUMMARY TABLE 2 : UNANSWERED QUESTIONS - Comparison oF QuQ~tion DQsc ription, 
Natur~ oF OuQst1ons. Focus oF QuQstion. HQlps/Us~s oF ~nswQrs, 
Strat~g1es, R~asons For not ~ctivq, and av~ragQ ( mQan) oF 
bQing ~ctive. QFFort ~xp~ndqd. 1mportanc~ in ~Qtti ng answQrS. 

----------------------------------------------------------------------------------------------

CATEGORIES RG?S-

Rank 

ACADEMIC 

Non-Res. 

~-! R.:mk -· .-. 

BUREAUCRATIC 

RQs. 

Rank % 

Non-RGos. 

Rank ., ,._ 
---------------------------------------------------------------------------------------------
SECTION 1 

QUESTION DESCRIPTION 
SQlF-Cability + ~valuation) 
GradQ 
CoursQ Cont<O!ont 
Acad9mic Support 
RQgistration 
Logistic::s 
StratQgy 
AcadQmic PgrsonnQl 
FriQnds 

1 

2 
3 
3 

33 . 3 

23.3 
10.0 
1D.O 

2 

1 
4 

3 

20.0 

25.7 
11.4 

12.9 

2 11.? 4 ·3. 9 
2 11.7 5 8.6 
- - - -
- - 3 11. 1 

3 10.0 1 16.0 
2 14.8 

- - 4 ·3. 9 
1 21.7 

---------------------------------------------------------------------------------------------
( TOTAL n) ( 30) (70 ) C60 ) C8 1 ) 

---------------------------------------------------------------------------------------------
SECTION 2 

NATURE OF QUESTIONS 
WHY 

- HOW 
- WHAT 

( 

3 16.? 
2 2 0.0 
1 56.? 

3 1-<!.3 2 
2 25.7 
1 "'17. 1 

13.3 

55.0 

3 
2 

13.6 
2 1.0 
50.6 

---------------------------------------------------------------------------------------------
( TOTAI=-rr-) (30) -D'Eb --~6[)-,,--- 81) 

---------------------------------------------------------------------------------------------
FOCUS OF QUESTIONS 

S ECTION 3 I - SELF 2 26.7 2 - .c -C::.....J. t' 3 6.7 2 13.6 
OTHER PERSONS 3 20.0 - - 2 18.3 
OBJECT - - 3 10.~ - - 3 '3.9 
SITUATION 1 50.0 1 61.4 1 70.0 1 71.6 

---------------------------------------------------------------------------------------------
( TOTAL n) (30 ) (70) C60) ( 81 ) 

---------------------------------------------------------------------------------------------
HELPS/USES 

SECTI ON 4 I - Got undQrstanding, id~as. 
picturQ5 

Abl9 to pl~n 
Got startQd and motivatGd 

i - KQpt going 
Got support. conFirmation 
~nd r9e~sur~nc9 

2 
2 

3 0. 3 

- -
12 . 1 
1 ::::. 1 

2 17.3 23. 4 2 1'3.4 

- - 23.~ 20.4 

1 -,- -L...- · - 3 12.9 
3 l_ . 

---------------------------------------------------------------
CTOTAL n J (33) 0: 81 ) f64) ( 93 ) 

---------------------------------------------------------------------------------------------
... contLnuQd on thQ n9xt p~g9. 
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5Ut1MARY TABLE 2 (cant i n u Qd ) 

---------------------------------------------------------------------------------------------
ACADEMIC 

CATEGORIES Res. Non-RG>s. 

R~nk :~ R~nk % 

BUREAUCRATIC 

Res. 

R~nk ~--:: 

Non-R>?s. 

Rank ., 
r. 

---------------------------------------------------------------------------------------------
UNSUCCESSFUL STRATEGY 

SECTION 5 I -Asking somebody- authority 2 10 .0 3 15.1 1 5~.0 1 31.0 
Asking onQselP and thinking - - - - 2 18.9 3 17.2 

- RQading ~nd 3tudying - - 2 2~.2 
-Asking Frignds and 1 55.6 1 33.3 2 18.9 2 2~-1 

signiFicant oth~rs 
---------------------------------------------------------------------------------------------

CTOTAL n) <18) C33) (37) <58) 
---------------------------------------------------------------------------------------------
SECTION 6 

REASONS FOR NOT BEING ACT I '.JE 
Tim9 
BarriQr oF possibility 1 23.0 
No othG'r ways 2 15.~ 

1 
1 

21.3 
21.3 

SQlP-undG'rst~ndina - - 3 12.2 

2 13.0 

OoG>sn' t onatt~r - 2 15. ~ - - 1 21.? 
Just wait and do nothing - - - - 2 13.0 1 25.9 
Rhgtorical Question - - - - - - 2 1-<1. 8 
Havg got oth'"'r altG'rnativ<;os , - - - - - - 2 1~-8 

------------------------------------------~--------------------------------------------------
CTOTAL n) (13) ( ~1) (23) (27) 

---------------------------------------------------------------------------------------------
'JAR I ABLES* m ... an mean rn~an one an 

_ _ _5ECT-l-ON 7 
BG'ing ActivG< .57 -~1 .58 .67 

EPf'ort 3.35 ~.Of' ~.23 .<1.04 

: - ImportancQ 3.70 ~-5~ • ~-~5 5.0~ 
----------------------------------------------------------------~----------------------------

BEING ACTIVE : O=No. t=Yes 

EFFORT: Sc~l~ oF 0-6. O=no ~PFort ~t ~11. 6=the high~st ~PFort possibl9 

IMPORTANCE : ScalQ oF 0-6 . O=not 1mportant at all. S=thQ mo~t important 
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Tl1is section s mmarized the majo r findings of this 

study: the differen t es, 

analysis of information 

the similarities, and the failure 

seeking and use behaviors of 

resident and non-resident university students and presented 

them in two summary tables. The following discussion will 

discuss each 

explanations 

major f inding in more detail, offer p r obable 

of the findings, and give suggestions for 

action based on the findings. 

Discussion 

This section discusses the findings of the stud y in a 

mo re detailed manner by including some possible explanations 

fo r each finding. Furthermore, relationships between and 

among findings and the relationship of findings to the 

literature in the field ar e also di scussed . 

This discussion section is organized in two general 

divisions: general findings about the twel ve v a r iables 

investigated in this stud y under the three main issues, and 

a discussion of the failure analysis. 

General Findings 

In general, the findings show that the r e are 

similarities and differences between the information seeking 

and use behaviors of resident and non- resident students. 

The similarities indicate that there is a generalizable 

pattern of information seeking and use beha v io r , regardless 
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of whether the users are resident o r non - resident students. 

This result is sup~orted by Der v in and Nilan 11986) who 

claim that the notion of information needs is an 

intersubjective co
1 
cept which allows the identification of 

gene r alizable patterns of info r mation seeking and use 

beha v iors across time and space from the user's perspective. 

The differences that appear between 

see k ing and use be~ avior of resident ~nd . 
the information 

non - resident 

students illustrate situational differences of being either 

r esident or non - resident unive r sity students. These 

differences also indicate that each indi v idual student comes 

across his/her own unique and subjecti v e experience as s / he 

is mo v ing ac r oss time and space <Der v in, 1983; Wilson and 

St r eatfield, 1981). Thus, information needs should always 

be defined at the individual level with attention paid to 

the specific time and space as experienced b y indi v idual 

users. 

The similarities and differenc e s between the 

info r mation seeki g and use behaviors of resident and non -

resident students facing academic and bureaucratic 

situations are described in the following sections . 
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1. Ranae of aul stions of resident and non- resident 

universitv students 

Question Descriotions 

The range of questions represent the range of gaps, 

or the range of problematic situations in which the 

individual is trying to make sense out of something. This 

range of questions illustrates the oppqrtunity for 
" 

information to help the indi v idual to continue on her/his 

way or to move through an ever-changing time and space. 

Both resident and non - resident students <see Summar y 

Table 1, section 1, column 1 and 2) reported concern with 

self- ability, especially their academic ability and their 

own self-evaluatior in academic situations. Questions such 

as "Will I be able to finish my program on time?,'' "Will l 

be able to do that?," "What was wrong with me that I could 

not pass the exams?,'' "Do I ha v e to dt-op out?,'' are only a 

few examples repre~enting the students' concern with theit-

academic ability an~ their own self - evaluation. This 

concern may indicate that students in both groups lack self -

confidence, self-esteem, and self- assurance <•, which are 

viewed as barriers to adult learning processes <Knox, 1977). 

When students lack ~elf-confidence all along, they may 

Self -confid ~nce, self- esteem, and self - assurance in 
this study re freely translated as an attitude 
which indic tes the extent to which the individual 
believes he /himself to be capable, significant, 
successful nd worthy. 
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become frustrated ,nd depressed, which could further hinder 

their success in c , mpleting their studies. This condition 

has been explained by Bandura (in Bell-Gredler, 1986) as the 

condition of individual students lacking "self- efficacy" or 

sense of mastery, which may influence the quality of the 

students' individuJl performance 

student J in difficult 

and the persistence of the 

individual tasks. Howe ver, when this 

finding is related to the other two fi~dings, about academic 

support and course content, and another finding about the 

students ' concern ~Jith strategy, then the issue becomes 

whether or not the concern about self-academic-ability and 

self - evaluation re , ults from lack of motivational support 

lack of study skil s <thus!. students do not know how to 

study correctly and they do not have confidence that the y 

can do it when the~ do not know how to do it>, or a 

combination of bot ? 

or 

One possible xplanation of this condition of students 

lacking self-confi 
1

ence, self-esteem, self-reassurance, as 

related to other findings about academic support, course 

content, and infor ation seeking strategy, is that it may be 

caused by the cult ral value system in Indonesia. In an 

Indonesian family, a child is raised to be dependent upon 

her/his parents, or her/his older sisters/ brothers. At 

school, a child perceives the teacher as the giver and 

provider of information, whom a child can depend on <Beeby, 

1979). Thus, a young Indonesian person is rarely taught to 
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be self - confident a 1 d have self - esteem and self - assurance. 

Being self - confident and ha v ing 

assurance is usuall J translated 

self - esteem and self -

as being arrogant or being 

pt- oud of oneself. 1 urthermore, the "leaving home " phase 

<Merr iam, 1984) for Indonesian youth usually occurs when one 

g e t s m a,- r i e d ; o the r "1' i s e , s I he w i l 1 a I ways be " a t home " w i t h 

her/his parents. Koentjaraningrat (1971) claims that such a 

characteristic is impeding the national. development in .. 
general, since young Indonesians tend to be conformists and 

wait to be spoonfed <by older or higher-up persons), and do 

not ha v e the courage to undertake an y ad v entures, answer any 

challenges, be responsible, and be themselves. 

In line with Koentjaraning r at's claim, another 

explanation of students lacking self - conf idence, self-

esteem, self -r eassurance, as related to other findings about 

academic support, course content, and information seeking 

strategy, is that, in general, the Indonesian university 

student is not trusted to study on his or her own, and even 

less to educate himself in intellectual discussion with 

fellow students <Keyfitz, 1988). Thus, s/he 1s never taught 

to be proactive in acting and reacting since it will be 

considered impolite and create new problems for the academic 

personnel <teachers, lecturers, professors, tutors, etc.) 

<Beeby, l 979) . 

The second major concern reported by both resident and 

non - resident students in academic situations <Summary Table 
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1, section 1, column 1 and 2> was about academic support, 

including textbooks, references, instructional materials, 

other reading materitls, 

materials. To a cer ain 

and translated versions of reading 

extent this shows the eagerness and 

the curiosity of both groups of students to study and to 

know more about what has been presented in the classroom by 

the instructors or what has been presented through the 

modular instructional! materials. It al~o 

there has not been enough academic support 

either resident and on-resident students. 

indicates that 

available to 

This has been a 

general condition across many developing countries where 

supplementary readin~ materials are scarce, many references 

are available 

level 1 ibrary 

only in 

servicJe 

foreiQn languages, and there is a low 

<Beeby, 1979; Fernig, 1980>. 

When this finding about academic support is related to 

concern 

finding, whi r h shows the course content as the major 

reported by both student groups, then it can be 

assumed that there might be something wrong with the course 

content so that stu~ents were trying to find academic 

support to help them in solving their problems. 

As a matter of fact, in academic situations, non-

resident students re orted more concern with course content 

than resident students. This finding 

findings of an earli~r study by Motik 

and also one of the 

( 1989) about modular 

instructional materi ~ ls may indicate a problem in the course 

content that is deli ered through the modular instructional 
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materials, perhaps problem in the nature of the subject 

matter area, or a p oblem 

instructional mater ~ als. 
in the design of the 

When there is a problem with the 

course content that is delivered through printed modular 

instructional mater [ als, which is the primary means of 

instruction in distance education, then the learning process 

may be hampered. T~ is condition also raises the issue of 

whether or not the problem is within tl;loe instructional 

materia~s (such as l yping errors, organization of 

tt . ·. I d/ t I h presen a 1on, m1ss1 g war s sen ences paragrap s, 

misplacement of instruction, design of instruction, etc.> or 

within the students l themselves, or a combination of the two? 

Pringgoadisuryo C19r8> claims that Indonesian students do 

not possess good reading habits since they are culturally 

trained to direct oral presentation (face - to - face meeting>. 
I 

Thus, the task of reading 

s ~em to 

ha v e good reading h r bits. 

also present problers in 

independently may 

instructional materials 

be burdensome for those who do not 

If, the inst r uctional materials 

terms of typing errors, 

organization of presentation, missing words/sentences/ 

paragraphs, misplacement of instruction, design of 

instruction, etc., ~hen the reading process may become more 

burdensome for those students. 

Both student g~oups also asked questions about their 

friends (Summary Table 1, section 1). Some examples of the 

students ' questions representing this c oncenl wet- e: "Would 
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my friend be able/willing to help me?", "Did my friend have 

the same problem as I?", "Will my friend let me borrow his 

books?" concern about their friends was Thus, the r tudents' 

in reference to the r r friends being their helpers and 

facilitators in sol r ing academic problems. This concern may 

indicate the interdependence between and among students in 

both resident and n n - resident universities. Such a finding 

can argue fol- I ~ the djvelopment of stud~ groups which have 

been claimed to be an effective learning strateg y for 

resident students 

resident students 

( ohnson, 1980> as well 

I (Kartasurya, 1990). 

as fol- non -

A distinguishi g set of questions reported by resident 

students in academic and bwreaucratic situations <Summary 

Table 1, section 1 )I were about academic personnel, including 

instructors, professors, academic advisors, tutors, and 

teaching assistants~ Their concern with academic personnel 

included several aspects, such as the personality and 

behavior of academi~ personnel, 6ffice hours and appointment 

times, and the fun9tion and roles of academic personnel. 

lhis concern may indicate a problem with academic personnel 

in terms of their pllersonality, behavior, time allocation for 

students, and function and roles. The first two concerns 

may indicate the personal preference of students toward 

academic personnel. However, the problems of time, function 

and role may be caused by the fact that most academic 

personnel in Indone ia usually hold more than one teaching 
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job in more than o e university <usually due to economic 

reasons l (Beeby, 1 Cf79; Keyf it z, 1988 l. Such activities are 

t · 1 t · I · cer aln y lme - conrUmlng, and inhibit academic personnel 

from allocating their time for 

I 
students, and playing their 

roles properly for l students in the way they are expected to. 

Non - resident stude~ ts, however, 

their academic per t onnel, since 

did not report concern with 

the y obviousl y did not ha v e 

regular academic p r- sonnel other than t'Utors 

limited in number and accessibility). 

(who at-e very 

The majority r f questions asked by both resident and 

non - resident stude r ts in bureaucratic situations were about 

regis.tration <Summary Table 1, section 1, column 3 and 4). 

A closer look 

students were 

into this concern reveals that resident 

conclrned with regist ation in terms of the 

course selection sheet < KRS l, course / exam schedule, and 

credit limits for l egistration. Regarding the course 

selection sheet <KRS>, resident students reported that they 

were concerned mai ~ ly with the procedures for getting the 

course selection sheet completed for their registration. It 

involved several bureaucratic steps which sometimes were 

time-consuming and could be frustrating, especially when the 

gatekeepers <inclu ing deans, department chairman, ~cademic 

advisors, and some administrative personnel> were not 

accessible when needed. Regarding the course/exam schedule, 

resident students ~eported that they often were caught 

between courses and exams due to conflicting schedules. 
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Regarding the credit limits for registration, resident 

students reported ~ hat they wanted to be able to finish the 

program as soon as possible; therefore, they needed to take 

as many credits as possible per semester. However, the 

strategy does not t ork, because there are restrictions on 

the number of credlts that a student can take based on 

her/his Grade Poin l Average for the preceding semester. 

Non - resident students were 

registration <Summ l ry Table 1, 

also r~orted concern 

section 1, column 4), 

with 

especially in term r of the general procedures, registration 

for examinations a d re-examinations, and the course/exam 

schedulE'. Regardi g the general procedure of registration, 

non - resident stude r ts repo~~ed that many times they did not 

k now how t o f i 1 1 i n the c om p u t e r i z e .d r e g i s t r a t i o n for m , t h a t 

they did not know he deadline for registration, and that 

the y did not know what the requirements were for 

Reg l rding the registration for examinations registration. 

I 
and re-examinations, non - resident students reported that 

they were confused by the always - changing-deadlines, and 

they did not know he requirements for examinations and re -

examinations. Regarding the course/exam schedule, non-

resident students eported that they were frequently caught 

between (and sometimes among) exams due to conflicts in the 

I 
schedule. 

ma y 

The concern o f non-resident students with registration 

relate partly to their reported concerns with logistics 
I 
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(Summary Table 1, s,ction 1, column 4), especially when the 

registration forms lere not available from their regional 

offices and local post offices at the time of need. 

I 
Furthermore, non - re , ident studPnts rerorted conc~rns with 

logistics, which inalude the availability of modular 

instructional materilals, indi v idual assignments and other 

forms ;n the;r reg; , nal off;ces and local post off;ces. In 

some cases, students reported that thei~ registration and 

their learning process were hindered (delayed), because the 

necessary ;nstruct; ~ nal mater;als, ;nd; v ;dual ass;gnments, 

and other forms were not yet a v ailable <perhaps caused b y 

delayed d;str;but;o~ from the central off;ce, and also poor 

mail service) or were altog~~her gone from their regional 

office (may be due ~ o an underestimation for mate r ials 

allocation for each regional office). 

While logistics has been reported to be a major 

of non - resident stuJ ents in bureaucratic situations, 

not a concern repor J ed by resident students. 

it is 

Non-resident students reported 

support in bureaucr j tic situations, 

concerns with academic 

as well as in academic 

situations <Summary Table 1, section 1, column 2 and 4). 

The system may appe j r too complex for them to understand, 

and they feel uncer J ain about whom they should approach with 

requests for further information and ad v ice to enable them 

to make decisions. The fact that non - resident students 

located ;n d;sperse, and remote areas <not always in a big 
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city> which may hini er their access to libraries, 

I bookstores, and eve r to their friends in the study group, 

and that they do not have a central campus which offe r s them 

a variety of studen support services, their conc e r n with 

academic support is understandable <Feasley, 1983; Fischer 

in Crocker, 1982; Rf binson, 1981>. 

e v en the resident s ~ udents who ha v e 

As mentioned ea r lie r , 

a cent r al campus which 

offers a 

concerns 

variety of / student support se~Nices still reported 

with their support services, especially in academic 

situations. 

In bureauc r ati ~ situations, 

resident students r b ported that 

both r esident and non -

the y were also conc erned 

with academic regul tions ard procedu r es <Summa r y Table 1, 

se c tion 1, and 4) . The c onc e rn of r e s ide n t 

students with acade ic regulations and pro c edu r es ma y be 

related to their concerns about the cr edit limit for 

regist r ation, mainl that they wanted to take as man y 

credits as possible per semester. Such a strateg y is 

impossible because some courses were de veloped in sequence, 

and once again, their load per semeste r was limited based on 

their own GPA. The concern of non - resident students with 

academic regulations and procedures ma y be related to their 

lack of self-confid 'nee and self-academic - ability; whether 

o r not they will be able to complete their stud y within the 

gi v en / preset regulations and procedu r es from the non -

resident university. 
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In bureaucratic situations, both student groups also 

reported concerns wi h their self- ability and self -

evaluation <Summary Table 1, section 1, column 3 and 4l, 

which to some extent may indicate their lack of self -

confidence, self-esteem, and self - assurance in dealing with 

their bureaucratic p i oblems. 

Finally, both non-resident students facing 

bureauc,- atic situati ns reported concen1':; with thei r· f1- iends 

<Summary Table 1, section ll. One major aspect of this 

relationship which wr s reported was whether or not their 

friends know the how-to procedures, understand regulations, 

and know the time an~ place of any e v ents. This concern may 

once again indicate the interdependence between and among 

students in bureaucratic problem- sol v ing situations. This 

concern may also show the problems of isolation, especially 

for non- resident stu ents, who do not ha v e info r mation 

sources nearby, and who need somebody to help them solve 

their bureaucratic problems. 

Nature of Questions <5W> 

Looking at anot er angle of the range of questions 

asked by resident and non- resident students, it was found 

that in academic sit ations, the majority questions reported 

b y both resident and non- resident students were about WHAT 

or the identification of situational conditions of gaps that 

they were facing in ~ cademic situations, and about HOW or 
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the identification o f means or procedures for mo v ing from 

one point in time - sp l ce to another and for bridging the gaps 

that they were facin~ in academic situations <Summary Table 

1, section 2, column j l and 2>. This condition also applies 

to resident and non - r esident 

situations <Summary Table 1, 

students in their bureaucratic 

section 2, column 3 and 4), 

where the major;ty q t est;ons asked were also about WHAT and 

HOW. This finding may show that both r~~ident and non-

/ 

resident students in l academic, as well as bureaucratic 

situations, did not really unde r stand or get the pi c tu r e of 

the e x isting situati ~ nal conditions of thei r problematic 

I 
situations in their learning process. Also, that both 

student groups, ;n b ~ th sltu~tions, ma y lack the procedu r al 

skills to deal with t heir problems in the learning p r ocess. 

Focus of Questions 

that 

Anothe r pe r spec r ive on the range of questions indi c ates 

in their attemp ~ s to bridge the gap the y we r e fa c ing at 

one point in time in academic and bureaucratic situations, 

resident and non- resident students focused the ma j ority of 

I 
their questions on s r TUATION <Summary Table 1, section 3>. 

In academic sit Lations, resident and non - resident 
I 

students ' questions ere focused on SELF <Summary Table 1, 

section 3, column and 2>, which suppo r ts the finding 

a relati v ely high nu l be r of resident and non - resident 

students ' questions ~ n academic situations we r e about 

that 

self, 
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especially self- acad l mic ability and self - e valuation. As 

mentioned earlier, t ~ is finding may suggest that resident 

and non- resident stu~ents lack self-confidence, self -

esteem, and self-assurance. 

A further look l nto the focus of the resident students ' 

questions in academi b and bureaucratic situations indicates 

that a relatively la ~ ge numbe r of their questions of were 

also focused on OTHEr PERSONS <Summary J..able 1, sec tion 3 l 

This finding supports the first findings about the 

description of resi d l nt students ' questions which show a 

relati v ely high leve of conce r n about academic personnel 

and friends, both in academic and bureaucratic situations. 

number of non- resident students ' A relatively hi ih 

questions were focus j d 

bureaucratic situations 

on OBJECT, in academic as well as 

<Summary Table 1, section 3l. This 

finding ma y be relat~d to the fa c t that a relatively high 

number of non- residert students ' questions were about 

logistics (especial!~ instructional materials, indi v idual 

assignments, and other forms) 

I 
and academic suppo r t 

(especially referencr s and additional reading materials). 

2. Expected and actual uses of answers 

The findings ' for expected and actual uses of answers 

between resident and non-resident students in academic and 

bureaucratic situations are presented in Summary Table 1, 

I 
section 4. Both resident and non- resident students reported 
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that the predominarl t expected and actual uses of answers 

their questions, in academic as well as bureaucratic 

situations, was to gain understanding, and ideas and 

to 

pictures about the gap that they were facing at one point in 

time in their movement through time - space contexts. 

students needed an l wers to their questions in order 

understanding, and ideas and pictures of what their 

Thus, 

to gain 

situations were in academic and bureau~rati c situations. 

Furthermore, this inding may also indicate that both 

student groups wer l lacking understanding, and ideas and 

pictures of what was happening as the y were mo v ing th r ough 

time - space contexts in their learning procpss. Such a 

condition m~y expl r in the e~rlier findings th~t both 

resident and non-resident students were also concerned about 

their own academic ability and self e v aluation, and that 

they might 

assurance. 

be lacking self-confidence, self - esteem and self ­

Both g l oups also reported a relatively high 

frequency of the expected and actual uses of their answers 

for getting suppor ~ , confirm~tion ~nd re~ssur~nce. 
In academic as well as bureaucratic situations <Summary 

I 
Table 1, section 4 · , both resident and non-resident students 

reported that they also needed answers to be able to plan, 

to prepare and make decisions ahead of time about their 

mo v ement through t me and space. Once they knew the 

also e xpected to be able procedures, they reported that they 

t k . I t. o eep on mo v •ng 1 c r oss •me- space contex ts in their 
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learning process. 

In academic s i tuations (Summary Table 1, section 4, 

column 1 and 2>, b r th student groups also reported that the y 

expected and actually used answers to their questions to get 

started and motiva ed. This condition may also indicate 

that both student groups were lac king self-confidence, self-

1 esteem, self-assur r nce, and motivation~ . Furthermore, in 

bu r eau c rati c situa f ions <SummA ry Tab!~· 1, section~, column 

3 and 4)' both stur ent groups reported that they e xpected 

and a c tually used answers to their questions to get pleasure 

and to feel emotional relief, joy, and satisfac tion. 

I 
No predominant differences were found in the pattern of 

expected and actual uses of answe r s repo r ted by resident and 

· d t ·. I ·t td t · d · d non - re s l en un1ve r s1 y s u en s 1n aca emtc an 

bureaucratic situations. Howeve r , there are some findings 

I 
which indicate that both resident and non - reside n t students 

ha v e some deg r ee o future orientation, i.e., the expected 

and actual uses of answers by students for being able to 

plan, for getting l tarted and motivated, and for keeping on 

going. These find J ngs certainly do not support the claim 

that Indonesians, in general, lack a future orientation due 

to their poo r econl mic condition <Koentjaraningrat, 197 11. 

These findings may indicate that there are some changes 

~ Motivation / in this study is f r eely translated as 
different mounts of effort or persistence shown by 
different eople on the same task; in the word of 
Kelle r <19 3>, "what a person will do." 
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happening which co lfirm that Indonesian students are 

exhibiting future orientations. 

3. Perceived uccessful and unsuccessful strategies 

The results of the analysis showed that resident and 

non - resident stude ts facing academic and bureauc ratic 

situations reported some similar and some different 

perceived successf 1 and unsuccessful ~trategies <Summary 

I 
Table 1, section 5 and 6). 

In academic s ~ tuations, asking friend~ and significant 

I others was reported frequently as a successful strateg y b y 

both .resident and non-resident students who were actively 

trying to find ans j ers to 

section 5, column 1 and 2> 

their questions <Summary Table 1, 

As in many other communication 

and networking stu ies, this finding may indicate that 

contacting informa sources, such as friends and significant 

I others, seems to be the common and preferred way to look for 

information by man r information seekers (including students 

as information see r ers) over formal information sources. 

This finding may a t so suggest, as does the earlier finding 

about the concern mf both student groups about friends, that 

there may be a cer l ain degree of interdependence among 

students and relia ce on friends. Such interdependence and 

reliance on friend , shows that 

value cooperation among friends 

Koentjaraningrat ( 1971). 

Indonesian students highly 

as claimed by 
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Resident stude ts facing academic situations <Summar y 

Table 1, section 5, column 1l also reported that they 

perceived some othe r successful strategies, including asking 

oneself and thinkin1 , asking somebody with autho ri ty, asking 

something, and reading and studying. Other strategies, 

except asking someb l dy with authority, indicate indi v idual 

efforts of studying and learning which are gene r ally 

expected from stude ts in a cademic sit~~tions. Some 

academic problems 1 nd themselves only to indi v idual 

learning, and not t ! cooperati ve effort s, such as solving 

ex am problems. Asking somebody with authority, which 

involves asking aca , emic personnel such as instructors, 

academic ad v isors, nd teacbing assistants, is an 

understandable stra egy chosen by resident students, who 

ha v e access to thosr personnel on campus. 

Non - resident s udents facing academic situations 

<Summa ry Table 1, s r ction 5, column 2l also reported othe r 

st r ategies perceive as success ful, inc luding: r eading and 

I 

studying, asking oneself and thinking, and asking somebod y 

with authority. first two perceived successful 

strategies may indi ate individual effort to study and 

learn, which is exp cted of non- resident students, not onl y 

in academic situati r ns, but also in bureaucratic situations, 

since non-resident students are considered to be 

I 
independent 

learne r s. The last perceived successful strateg y, as k ing 

somebody with autho ity, may show the creati v ity of non-
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resident students J n getting access to somebody with 

authority for their! academic problems <i.e., 

personnel), althoudh such personnel would be 
I 

academic 

limited to 

either the tutor provided by the non-resident university or 

an instructor from neighboring universities/colleges. 

In academic situations, resident and non-resident 

students reported hat asking friends and significant others 

was an unsuccessful strategy to obtain.~nswers to their 

questions <Summary Table 1, section 6, column 1 and 2l. 

This situation may be due to the fact that their friends and 

significant others also had the same problems and, thus, 

could not give any answers to their friends' questions. 

Furthermore, askin~ someboqy with authority was also 

reported ft- equentl J as an unsuccessful stt ategy by resident 

and non-resident stiudents. Relating this finding to the 

first finding abou friends and significant others, one 

possible explanati n is that resident and non-resident 

students were expe ted to work independently, and not 

cooperatively with their friends, significant others, or 

somebody with auth in solving their academic problems. 

In bureaucrat ·c situations (Summary Table 1, section 5, 

column 3 and 4), both resident and non- resident students who 

were active in pur uing answe rs to questions reported that 

their perceived successful stt· ategy was asking somebody with 

authority. This finding ma y indicate that resident and non-

resident students had taken an appropriate strategy to deal 

209 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



with their bureauc atic problems. It may also indicate the 

students' reliance ion "somebody with authority" (ft-eely 

translated to be academic and administrative personnel of 

the educational in~ titutionsl. 
Furthermore, resident students reported mot- e frequently 

than non - resident tudents that asking friends and 

significant others was perceived as a successful strategy in 

bureaucratic situa ions <Summary Tabl~ 1, section 5, column 

3l. This 

students' 

could not 

finding I ay, once again, indicate the resident 

reliance on their friends. Non - resident students 

rely on heir friends as often as resident 

students, because on - resident students have limited access 

to their friends f om the Jame non-resident uni v ersity. 

Although non-resident students had wider access to friends 

from a neighboring university, they could not rely on them, 

since these friend were not part of the same bureaucratic 

system as the non- esident students. 

The perceived unsuccessful strategies in bureaucratic 

situations, as rep rted by resident students, were asking 

friends and signifi cant others, and asking somebody with 

authority <Summary Table 1, section 6, column 3). This 

condition may indi , ate that the resident students' reliance 

on their friends srl metimes is not fruitful, perhaps, because 

their friends do n t have knowledge about the particular 

bureaucratic concer n. Also, asking somebody with authority 

may not always be successful strategy when the answers to 
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the students' burea ~cr atic concerns are fixed regulations/ 

policy or confident al information. Non - resident students 

in bureaucratic sitwations 

unsuccessful strateJ ies as 

reported the same perceived 

resident students <Summary Table 

1, section 6, columto 4). However, the findings indicate 

that non- resident s r udents reported a lower frequency of the 

strategy of asking r riends and significant others, and a 

higher frequency of the strategy of as~ng somebody with 

authority. This onb e again is probably due to the limited 

access of non - residlnt students to friends, so they revert 

I 
to somebody with au f hority. 

The overall pi r ture of strategies in academic and 

bureaucratic situat:ons indicates that resident students 

reported a higher frl equency of successful strategies 

lowe r frequency of unsucc essful strategies than non -

Table 1, section 5 and 6). 

and a 

This ,- e s i den t s t u den t s ( ~ u m ma r y 

condition, to some ~ xtent, may indicate that the resident 

students' informatimn system is wo rk ing r elati ve ly better 

than the non-r eside r t students' information system, in that 

the former system aflows a higher frequency of successful 

strategies and a lo er frequency of unsuccessful strategies, 

while the latter systems do not. Furthermore, the r easo n 

I 
for this condition may be the fact that resident students 

have a variety of s~rvices available on their campus, while 

non - resident studen i s do not have a similar luxury. 

I 
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4. Sources of answers 

The finding~ show that in academic situations the 

most frequent sources reported as being used by resident and 

non - resident students were self, friends and significant 

others <Summary Table 1, section 7, column 1 and 2>. The 

students' reliance n themselves as a source for their 

academic problems i1 

lend themselves only 

expected, since most academic problems 

to individual lear~ing efforts and not 

to cooperative effo ts. Howe ver, when the problems 

continue, students groups reported that they turned 

to friends and sign i ficant others for help , although this 

strategy was not al 1 ays successful. This finding may, once 

again, show the int,rdepend~.nce among students. 

Res i den t s t u de l t s r· e p o ,- t e d t h a t they f ,- e que n t 1 y used 

academic personnel and institutional publications as sou rces 

of answers to their questions in academic situations. This 

finding suggests that resident students are choosing the 

correct source of a 1 swers to deal with their academic 

problems. Actually ~ the correct choice should have bee n 

rnade by a majority f r- esident stt rd ents, not onl y by somE' of 

them. 

Non - resident s udents also r·eported that they 

frequently used institutional publications, non -

institutional officJ1s and officers, and institutional 

offices and officer as additional sou rces of answers to 

their questions in a cademic situations <Sumrna, · y Table 1, 
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section 7, column 2 )1. This finding may indicate that non -

r e s i den t s tude n t s u s

1

e d a greater variety of sources than 

resident students. Such a condition is possibly due to the 

fact that non-r esid1 nt students do 

provided by their i 'stitutions for 

not have specific sources 

helping them with their 

problems. Thus, non- resident students used a variety of 

sources available i I their surroundings to help them with 

their problems. This condition may als~ indicate the 

salient needs of no -resident students for help with their 

academic problems. These needs, when unfulfilled, ma y 

hinde r individual learning progress. 

ln bureaucratic situations, the sources reported b y 

resident students w, re frieq.ds and significant others, 

institutional offic , s and officers, academic pe rsonnel, 

institutional publiqations (Summary Table 1, section 7, 

self, 

and 

column 3). The mos ~ interesting finding in thi s case was 

the fact that frien~ s and significant others were the most 

frequently r·epol- ted source used in bu,-eaucratic situations. 

information 

friends and significant others had the necessary 

in adva ~ce, this finding may suggests over-

Unless the 

reliance on friends and significant others in bureaucratic 

situations. 

Non-resident students in bureaucratic situations 

reported that the s urces used for getting answers to their 

questions were institutional offices and officers and 

institutional publications <Summary Table 1, section 7, 
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column 4>. This finding suggests that non - resident students 

are u s ing the co r r~ct sou r ces, as expec ted b y the non -

resident uni v ersit ~ . Another source reported being used was 

friends and signif ~ cant others, which onc e again indicates 

students ' o ver - reliance on friends and significant others. 

Self was also the •ource used b y non-r esident students, 

which i n dicates an isolation problem of non - resident 

students who, in mpst cases, do not h~~e othe r choices tha n 

self to solve the problem. 

The high use pf non - institutional sou r ces was reported 

b y both resident and non - resident students in academic 

situations <Summar~ Table 1, section 7). In bu r eauct-atic 

situations, both student g~oups repo r ted a r elati v el y 

balanc ed use of inl titutional and non - institutional sou rc es. 

The use of non- institutional sou r ces wa s reported more 

frequ e ntl y by resi r' ent stud e nts, whil e th e u se o f 

institutional sources was repo r ted mo r e frequentl y b y non ­

residen t students. This finding illustrates resident and 

non - resident students ' perception of and reliance on 

institutional and f an- institutional sources. It is 

acknowledged that students ' reliance on non - institutional 

sou r ces may show t eir creati v ity in taking ad v antage of a ny 

a vailable sources in their su r roundings and their broad 

netwo rk of contacts, but it is also a possible indicato r of 

the need for impro l ing institutional sou rc es of information. 
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5. Reasons fo 

Different 

not being active 

/ inds of reasons for not being active in 

trying to find ans r ers to questions reported by resident 

non- resident stude r ts in academic and bureaucratic 

situations indicate that there are differences which are 

and 

virtually bound by the situation of their being resident and 

non - resident students <Summa ry Table 1, section Bl. 

The findings indicate that •"' the reasons for not being 

acti v e, as report d by resident students in academic 

situations, were hat the y figured out the answer 

themsel v es, their questions did not matte r , their questions 

we e r heto r ical q r estions, and the y saw no other way and no 

possibility of th ir questions being answered <Summary Table 

1, section 8, column 11. The first re ason is e xpected in an 

academic conte x t since some academic problems are intended 

to be dealt with by the students themselves, through their 

own creative efforts to gain their own understanding of the 

problems. The second and third reasons may indicate that 

resident students were asking questions only for the sake of 

asking question1 ' perhaps as expressions of dissatisfaction 

or complaint. T eir last two reasons may show their 

pessimism toward getting answers to their questions. 

Non-reside j t students who did not actively pursue 

answer- s to thei question s in academi c situations reported 

the i ,- reasons a time const rain ts, no possibility and no 

other wa y s of g tting answe rs, and the y figu r ed out the 
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answer themselves (Summary Table 1, section 8, column 2> A 

majority of non-resident students are workers who have 

permanent jobs and/or housewives who have family 

responsibilities; thus, time constraints due to competing 

priorities/assignments are understandable. This finding 

confirms Knox's statement <19771 which pointed out that one 

barrier to the adult learning process is students' lack of 

time. 

The fact that only some non-resident students reported 

that they did not actively try to find answers because the y 

figured out the answer for themselves, may indicate that 

I non - resident stude r ts have to be more moti v ated to stud y 

independently, and to come ~p with correct understanding of 

their own academic problems. 

In bureaucratic situations (Summary Table 1, section 8, 

column 3 and 4), resident students reported that they did 

not actively try to find answers to their questions because 

they figured it out themselves; their questions did not 

matter; and they had obtained other alternatives. They also 

reported that in many cases they just waited and did 

nothing. Coming up with their own answers and other 

alternatives shows l the creativity of resident students 

trying to understand or find alternatives to their own 

in 

problems. Their second reason , howe ver, ma y indicate that 

they asked questions only for the sake of asking them 

<perhaps only as expressions of dissatisfaction or 
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complaint). Their last reason may indicate that 

I 
they did 

not have a choice of doing anything else to find answers to 

questions. 

I 
Non-resident students reported their reasons for not 

being active in bureaucratic situations <Summary Table 1, 
I . 

section 8, column 4 included: availability of othe1-

alternatives; questions were rhetorical; they had time 

constraints; and th t y came up with thei~ own answers. They 

also reported that ~ n many cases they just waited and did 

nothing. Similar t r the resident students, non-resident 

students also shower a high degree of creativity in coming 

up with other alter atives and their own understanding of 

their bureaucratic rroblems~ . 

Furthermore, t r me constraint were once again r eported 

as a reason by non- r esident students who were mostly workers 

and/or housewives w:th competing prio r ities and assignments. 

Also, the fact that non-resident students mentioned their 

reasons for not bei r g active-were that .their ~uestions 

rhetorical, and ther just wa>ted and d>d noth>ng may 

indicate that ~hey rave cornplain~s (about the systern>, 

were 

dissatisfaction or fthey do not know anything else to do to 

find answers to the:r bureaucratic problems. 

Some findings r hich indicate some possibilities of 

students' pessimism about getting answers, students ' 

I 
dissatisfaction wit[ the system, and the fact that some 

students did not ac l ively hy to find answeo· s to theio 
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questions support t~e claim made by Koentjaraningrat ( 1971) 

that Indonesians, in general, have the attitude of thinking 

that everything in ife will be given [by God, by other 

people, by luck/fate, etc.] without their own efforts. 

Thus, students will always depend on the educational system 

to provide "every answet- " to theit- problems and needs. This 

claim is in line wi h Beeby's claim (1979> that there is 

little in ... 
the average classroom to encourage pupils to use 

their imagination, o question, to seek solutions of their 

own to problems in and beyond the school walls, or 

indeed, to show muc initiative in any way at all <Although 

Beeby ' s claim is mostly concerned with elementary and 

secondary school st Gdents in Indonesia, by inference those 

trained in this can1ition can be expected to carry on in 

tertiary education). In some cases, students may only 

expect the educatio al systems to provide guidance and 

dit-ections of "answers"), so that they themselves 

will be able to lao for "answers" to their problems. 

Especially in the tertiary level of education, the students 

are eKpected to be f ndependent and mature individuals who 

are able to and havr the courage to initiate their own way 

to look for "answer " to their problems. This kind of 

change is certainly needed to support national development, 

as Koentjaraningrat (1971) stated, since the pessimism and 

the "wait to be given" attitude is impeding the national 

I 
There ore, students are to be motivated, development. 
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guided, and directem, as users of the information systems, 

to be independent i dividuals, by the educational 

institution [perhap J through its guidance and ad v isory 

services. 

6 . Average of tuestions 

efforts, importance, 

answers 

answered, time, being __ active. 

completeness and helpfulness of 

.... 

These findings provide an insight into student 

perceptions of the ~ystem performance between tho resident 

and non - resident students (see Summary Table 1, section 9). 

ln both academic an1 bureaucratic situations, resident 

students reported h l gher numbers of questions being answered 

than non - reside:>nt s udents. This finding ma y indi c ates that 

I 
there are more problems hindering the system in meeting the 

I 
information needs o r non - resident students than resident 

students. Furthermore, both resident and non - resident 

students reported m~ re frequently of their questions being 

answered in academic situations than in bureaucratic 

situations. This finding may suggest that both systems are 

more responsive to academic problems than bureaucratic 

problems, perhaps because academic problems are considered 

the very substance of the educational process. 

The illustration of resident students and non- resident 

students in terms o l the number of questions answered, the 

degree of being act ve, and the perceived effort e xpended, 
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ma y indicate that t e number of questions answered is 

consistent with the degree 

information <O=not 1 ctive, 

to which students actively seek 

l=acti ve) and perceived effort 

expended (scale 0 - 6, O=no effort at all, 6=the highest 

effort possible), in a way that resident students reported a 

higher degree of be"ng acti v e, and higher effort expended 

than non-r esident students. One possible reason underlying 

... 
this condition is t e fact that resident students benefit 

more from the environment that provides a variety of 

services on their c1mpus, while non-res ident students do not 

ha v e a campus with a variety of services a v ailable, and the y 

are not aware of (o do not ha ve) man y other po ssibi lities 

of ser v ices a v ailab l e to 

Wilson, 1978>, they feel 

the~ <Kaye and Rumble, 1981; 

helpless and isolated / separated, 

and they ha v e other competing priorities <Feasley, 1983; 

F i she •- in C•- oc ker, 1982; 

A different pi l ture 

Robinson , 1981 > . 

appears in terms of the pe rc ei v ed 

importance <scale 0 6, O=not important at all, 6=the most 

important> of getti g answers to questions, where resident 

students perceived a lowe r degree of importance in getting 

answers to their qu~stions than non-resident students in 

both academic and bureaucratic situations <Summary Table 1, 

section 9). If thi finding is related to the degree of 

being a ct i v e and ef art expended, it ma y seem true that, 

although getting anf wers is highly impo rt ant fo r non­

resident students, hey may not kno w what to do since 
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I 
resources are not always clearly a v ailable nearby. 

Furthermore, b th student groups perceived a lower 

d f . t I f tt· · · egree o 1mpor anci o ge 1ng answers 1n academic 

situations than in ureaucratic situations. This condition 

perhaps is due to tl e fact that both student groups 

understood that the were able to look for answers to 

academic problems by themselves with their own competence, 

... 
and through the leaning process itself~ while answers for 

bureaucratic preble s had to be sought from the s y stem and 

they were highly imJDortant ·for the students to be able to 

keep on going in th i system. 

th l ln terms of average time of getting answe1· s <O= now, 

l=later, 2=after the problem was over>, both resident and 

I 
non - resident students in academic, as well as bureaucratic 

situations, reported that they obtained answers to most of 

I 
their questions immediately, when the question was asked. 

While resident stud nts reported that they got an~wers to 

their academic problems more slowly than thei,- bureaucratic 

problems, non - resid r nt students reported that they got 

answers to their academic and bureaucratic problems in a 

similar time period. There is an indication that resident 

students obtained a swers to their bureaucratic problems 

faster than non-res~dent students did. This condition may 

indicate that while resident students can get answers to 

their bureaucratic problems directly frorn their officers or 

friends on campus, on - resident students must either travel 
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to the regional office directly or indirectly through mail 

or telephone to get answers to their 

Resident stude h ts reported that 

bureaucratic problems. 

they percei ved answers 

to their academic a d bureaucratic problems were less 

complete <perceived completeness: O=partial, !=complete) 

than non - resident ~t~dents <Summary Table 1, section 91. 

Resident students also perceived that the answers to their 

academic problems wbre •• less complete than answers to their 

bureaucratic probl ms; while non-resident students percei v ed 

that the answers to their academic problems were more 

complete than answ,r s to 

Both student groups 

their bureauc ratic problems. 

percei ved that answers to their 

questions in acade ic and b~ r eauc r atic situations were 

relatively helpful (perceived helpfulness: O=not helpful, 

l=helpful but not as expected, 2=helpful as expected) in the 

way they had expec J ed. Resident students pet ceived answers 

to their academic roblems were less helpful than answers to 

their bureaucratic problems. Non - resident students, on the 

other hand, perceived answers to their academic problems 

were more helpful j han answe rs to their bureaucratic 

problems. This coJidition may indicate that academic 

information provid d by the resident university systems is 

not helping the resident students in solving their academic 

problems. Similar J y, bureaucratic information provided by 

the non-resident u i iversity system may not helping the non­

resident students in sol v ing their bureaucratic problems. 
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Failure Analysis 

This analysis provides an elaboration of the students ' 

insight into the s ) stem~ especially when their questions 

remained unanswerec <Summary Table 2l. For resident 

students, 17.3% of all their questions went unanswered. For 

non - resident studerts, 27.4% of their questions remained 

unanswered. The risults of the failure analysis of those 

-~ unanswered questio 1 s based on the twel v e v ariables 

in vestigated in th i s study are discussed in the following 

I 
sections . 

1. Range of u j answered questions of resident and non-

resident university~ students 

Question Descriptions 

The findin,s indicate that in academic situations, 

the range of questions that resident students reported 

unanswered were ab , ut self - ability and evaluation, strategy, 

academic personnel and friends <Summary Table 2, section 1, 

column 1). When t 1 e questions about self-abilit~ a~d . 

evaluation remaine~ unanswered, there may be an 1nd1cat1on 

that students lack self-confidence, self-esteem, and self -

assurance. 

Furthermore, ~he fact that resident students asked 

about strategy in academic situations may show that the y 

lacked a strategy o r they may not have had enough study 
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skills to go on with their learning process. This condition 

may indicate that students need help acquiring skills 

necessary for studying and guidance in how to study. 

Questions about academic personnel and 

remained unanswere] may suggest concerns of 

I 
students about peo 1 le in their surroundings. 

questions about ot~er people can be ans wer ed 

friends that 

resident 

Not all 

because the 

questions sometime~ involve privacy an~~confidentiality. 

Therefore, e v en wh ~ n the system is trying to answer 

students' question~ about academi c personnel and friends, it 

must screen the questions carefully and provide only 

objecti v e informat j·on. 

Non-resident tudents ~eported questions in academic 

situations that re i ained unanswered. Those questions were 

about course conte t, self-ability, strategy, and academic 

support. Again, course content for non-resident students 

was delivered through the modular inst r uctional materials 

(Summa ry Table 2, section 1, column 2). Thus, questions 

about course contert that went unanswered may indicate a 

problem with the modular instructional materials, perhaps in 

terms of the nature of the subject 

of the design of t ~ e instructional 

matter area, or 1n terms 

materials. Howe ver , 

questions about course content that went unanswered may also 

be understandable ~o some extent, since in some c ases 

students are expected to understand and try to make an 

effort to understard the course content by themsel v es, not 

22Y 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



through a cooperative effort with friends or anybody else. 

Questions about self-ability and strategy in academic 

situations that refained unanswered may once again 

that students lack self-confidence and self - esteem. 

indicate 

In bureaucratic situations <Summary Table 2, section 1, 

column 

number 

3), once ag 1 in resident 

of unanswered questions 

students reported a large 

about academic personnel and 

f1- i ends. This fin1 ing may indicate th~·questions or gaps 

that resident students had in bureaucratic situations and 

that the system ne ds to be aware of. Howe ver, this 

condition may requ , re a careful and objective action from 

the system to resolve the problem, once the system is aware 

of the problem. T~at is on~y when the system feels that 

such unanswered qu~stions will hinder the students ' prog r ess 

,n their learning 1 rocess. 

Other questioJs of both 

students which rep rted went 

resident and non - resident 

unanswered were about grades 

<Summary Table 2, section 1, column 3 and 4). Grades in the 

I 
educational process are considered one of the feedback 

mechanisms. When 1 tudents do not receive <or were delayed 

in receiving> feedback about their progress, their work and 

their achievement, their learning progress may be hindered. 

This issue may als J be related to the fact that some 

resident students' concern about self - e v aluation remained 

unanswered. When J hey did not receive feedback on their 

progress, they may not have known how to e valuate 
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themselves; thus, they might be lacking self - confidence in 

continuing their movement in the learning process. 

Furthermore, registration was reported as an unanswered 

conce rn by both the resident and non-resident students in 

bureaucratic situ j tions <Summary Table 2, section 1, column 

3 and 4). These l nanswe r ed concerns about registration ma y 

indicate that the e is a p r oblem with the registration 

A 

syst ems - the process and p r ocedu r e ot registration and the 

info r mation about ' the registration process and p ro cedu r es -

in both resident , nd non- resident uni v e r sities. 

Registration is t e entry point for all the learning 

p roces ses to begi 1 in a formal educational institutio n ; 

therefore, the procedures, ~ policies and regulations mus t be 

clear enough to b~ followed by students. 

In bureaucratic situations, both student groups also 

reported that the ~r conce r ns about thei r self - abilit y and 

e valuation remained unanswered <Summar y Table 2, section 1, 

column 3 and 4). Once again, this condition ma y indicate 

the students ' lacR of self - confidence, self - esteem and self -

assurance to move across t ime and space in bu r eau c ratic 

I situations. Howe f er, the students themselves may be able to 

p r o v ide answers t 1 these concerns with some help from a 

counseling servicl' some encou r agement and motivation from 

the a c ademic personnel (i.e., instru c to rs , academi c 

ad v isors), and so j e support from their peers. 

- I 
Non - resident students fa cing bureaucratic situations 
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reported unanswerern concerns that included logi stics, 

I academic support, ,n~ strategy (Summary Table 2, section 1, 

column 41. Once aga1n these concerns may indicate there is 

perhaps a problem 1 ith the dist ribution system of the 

instructional mate J ials, individual assignments, and other 

forms from the cen ~ ral office to the regional offices, and 

perhaps also a pro lem with the allocation system of 
.... 

materials to be di1tributed to regional offices. Also, the 

concern about stra egy may indicate that non - resident 

students do not un1 erstand what-they should be doing in 

order to sol v e their bureaucrat1c problems. 

Nature and Focus o § Questions 

Looking at th t nature of unanswered questions, it was 

found that most un , nswered questions of both resident and 

non - resident stude r ts in academic and bureaucratic 

situations were WH i T' HOW, and WHY questions <Summary Table 

2, section 2). Fu l ~hermore, the focus of unanswered 

questions of resid i nt and non-residents was mostly the 

SITUATION. These r aps may indicate that students perhaps do 

not have an understanding of the situational conditions of 

their problems in l he learning process, that they perhaps do 

I not have knowledg , of the way to solve their problems in 

the learning process, and that they may also not have an 

understanding of t l le reasons why they are experiencing the 

problems in their ~earning process. 
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-

In academic situations, moreover, SELF was the 

predominant focus of the unanswered questions reported by 

both resident and non - resident students <Summary Table 2, 

section 2, column 1 and 2). This finding is perhaps related 

to the findings a out the description of resident and non -

resident students' questions, which indicate that self -

ability and evaluation are the major descriptions of the 
..... 

unanswered students' questions. Since SELF is the only 

actor in most academic situations which involve learning and 

stud y ing (independ~ntly>, then it is understandable that 

SELF becomes the f i cus of most unanswered questions in 

academic situations. This condition ~ay also indicate that 

both resident and ron-resid~nt students were questioning 

themselves, and they lacked self - confidence, self - esteem, 

and self-assurance ! 

In bureaucratic situations <Summary Table 2, section 3, 

column 31, OTHER PERSONS and SELF were the other predominant 

foci of the unanswered questions for resident students, 

since resident stu1ents' questions were frequently focused 

on academic personnel and friends, and on self-ability and 

self-evaluation. This finding may indicate that in 

bureaucratic situa~ions, resident students' problems are 

mostly about other persons and themselves. Although not all 

problems about other persons and about students themselves 

can be solved through the system's intervention, a guidance 

or help from the sy~ tem might be useful in helping the 
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students to solve those problems. 

For non-resident students, however, SELF and OBJECT 

were the other pre ominant foci of their unanswered 

questions <Summary Table 2, section 3, column 41. These 

foci are perhaps related to the range of the non-resident 

questions about self- evaluation, logistics and academic 

support. This finding may indicate that in bureaucratic 

situations, non - rer ident students' 

and about objects such 

pro~lems are mostl y about 

themsel v es, as instructional 

materials, individ al assignments, registration and other 

forms, additional reading materials, references, etc. These 

problems may hinder the students' learning process if they 

remained unanswer ~d, especi~lly when students do not know 

where to look for those materials and when those materials 

will be a v ailable in their regional office. 

2. Expected J ses of answers 

The findi 1gs for this v ariable indicate that both 

resident and non-resident students expected to be able to 

use answers to th ir unanswered questions for getting 

understanding, and pictures of the situation, and for 

keeping on going hrough their movement through time - space 

contexts <Summary Table 2, section 41. 

Resident 

2, section 4, 

answe•- s wou 1 d 

stu , ents in academic situations <Summary Table 

co 1 J n 1 I a 1 so r e p o r ted e x p e c t a t i o n t h a t t he i ,­

havl been used for getting started and 
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moti v ated. Non - re ident students ir . .=.~cademic situations 

reported expectati~n to use their answers for getting 

support, confirmat i on and reassurance. These findings may, 

cnce again, indica , e the lack of motivational 

resident and non-resident students. 

support for 

Both resident and non - resident students in bureaucratic 

situations expecte~ to use answers to plan 

under- standing, idec=s and pictures <Sunlrna r y 

and get 

Table 2, section 

1, column 3 and 4) They intended to make preparations, 

decisions and plane and also to gain thei~ understanding, 

ideas, and picture about the gaps that they were facing. 

Non - resident studer ts expected to u~e those answers to keep 

on going in their r ovement through time - space in their-

learning process. When tire i r prob I ems rerna in unanswer- ed, 

~heir movement through time - space in their lea rning process 

rnay be hinder· ed. 

3. Perceived Lnsuccessful 

Perceived l nsuccessful 

strategies 

strategies were reported by 

resident and non-resident students when their questions 

remain unanswered, although they actively tried to find 

answers <Summary 

that in academic 

T1ble 2, section 5). The findings indicate 

situat ions, reside~t and non-resident 

students reported that asking friends and significant others 

was the most unsuc l essful strategy. ln addition to the fact 

t.hat some academic problems require indi v idual effor- t 
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instead of coopera 1ve effort with friends, perhaps their 

ft iends and signi-r·cant others were also facillg the same 

gaps and problems, and therefore asking them in that 

condition would nob have helped. Furthermore, especially 

for non-resident s tudents whose friends and significant 

others were from o , her uni versities outside the non - resident 

university, their friends and significant others might not 

be able to help br , dge their gaps. 

Resident students also reported two other perceived 

unsuccessful strat J gies, including using one's own effort, 

and asking somebody with authority <Summary Table 2, section 

5, column 3>. If , tudents did not ha v e po· opeo· undeo· standing 

of their academic Jroblems, their own efforts would have 

been in vain. Thi . condition might create the feeling that 

students are incap , ble, which may further lower their self -

esteem. 

results, 

Asking so 1 ebody with authority may not gi v e an y 

since in most academic problems, students are 

expected to study ·ndependently and they can only ask 

somebody wit~ auth 1 rity for guidance to look 

their ac:adem1c pt· ot:pems, not for the answer· s 

for answers 

themselves 

to 

Non-resident l tudents in academic situations reported 

that their perceiv] d unsuccessful strategies were reading 

and studying, aski r g somebody with authority, asking oneself 

and thinking, and , sk inq something <Summary Table 2, section 

5, column 2>. Th e !res t of the perceived unsuccessful 

strategies of non - resident students, except asking somebod y 
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with authorit y , ma j illustrate their la c k of s u c c e s s in 

s tud y ing alone and ind e pendentl y . S ome pt obl e ms under- l y ing 

this condition, as !noted in an earlie r stud y of non - resident 

students' study habits by Sumadiredja (1987>, might be the 

modular instructio jal materials through which the course 

content was delivered, the lack of stud y skills, inadequate 

prior knowledge, n ] n - supporting study en v ironment, and the 

lac k of stud y facilities. Sumadir- edja'' <1987) claims that 

these problems aff cted the non - resident students ' learning 

I 
outcome negati v ely. 

The other per eived unsuccessful strateg y of non -

resident students was asking somebod y with authorit y 

<Summa r y Table 2, 5ection 5, column 2 and 4>. A simi 1 a,-

reason, which was mentioned ea r lie r in the case of resident 

students, can be e tended to this case of non - resident 

students. In addit:ion, since somebod y with autho r ity in th e 

w01- ld of non - resid lnt students consists only of 

bureaucratic / admin strative pe r sonnel and a limited number 

of tutors, non-res "dent students might not be able to set 

obt~ining answer s to their academic 

Asking somebody with problems from thes1 personnel . 

authority, when th t person is most apt to be bu r eaucratic / 

I 
administrative personnel, for help with academic problems is 

unlikel y to be fru tful. 
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4. Reasons for not beinq active 

Although. th t ir questions remoined unanswered, some 

students had the1r } wn reasons for not being active in 

seeking answers to heir questions <Summat y Table 2, section 

61. In academic si uations, resident students reported that 

their reasons for n i t being active were that they saw no 

possibility and no other ways of getting answers, and that 

their questions did not matte r . The fi~st two reasons ma y 

indicate that resi d :?nt students, to a certain degt- ee, were 

pessimistic and lac ing confidence. This condition may be 

due to the fact tha~ in most academic programs, students are 

e xpec ted to work on and solve their own problems, and the y 

should not rely on (nybody else. Thus, when they stumbled 

o v er academic probl l ms, nobody else could help them. Once 

again, this pessimism has been claimed to be one of the 

gene r al I n do n e s i an I h a,- a c t e ,- i s t i c s w h i c h need s to be a 1 t e r e d 

in order to achieve national de v elopment goals 

<l<oentjar- aning rat , 1971 I. Also, this pessimism is claimed 

to result from educational traditions in Indonesia which 

impli c i ly trains t1e students to be dependent on academic 

pe r sonnel (teachers, lecturers, tutors, etc.> <Beeby, 1979; 

Keyfitz, 1988). 

It was reported by resident students that their 

questions did not J tter, not only in academic situations, 

but also in bureaucratic situations <Summary Table 2, 

section 6, column 1 and 3). This ma y indicate that resident 
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students sometimes asked questions onl y for the sake of 

asking, perhaps as an expression of complaint, 

dissatisfaction, o egotism. This could also represent 

students' pessimisT directed toward s an unresponsi v e system. 

Non- resident students reported a different set of 

I 
reasons for not being active, including time const r aints, 

. "b " l ," t f f" d" see1ng no poss1 1 1 y or 1n 1ng answers, having figured 

out the answers fa t themselves !Summar \" Table 2, section 6, 

column 2). Time constraints seem to be the major reason for 

not trying to be a tive for non - resident students, who were 

mostly workers and or housewi v es ha v ing other priorities and 

assignments. 

The other rea on may indicate that some non - resident 

students were pess"mistic. This condition ma y be due to the 

fact that non- resi ent students are expected to study 

independently, academic support for stud y ing 

independently was ot available or accessible to them. Also 

nobody else (i.e., friends) could help them in their 

isolated situation and dispersed location. 

Non-resident students' reason for having figured the 

answer for themsel es should be seen positively, in that 

they made the effo ts to study and to come up with their own 

understanding. Horever, this condition raises a question 

whethe r their unde standing is correct. 

that 

In bureaucrat f c situations, resident students reported 

another reaso for not being a c ti v e was the y saw no 
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possibility for ge ting answe r s. In many cases, they also 

reported that they just waited and did nothing . These 

reasons may indicate resident students' pessimism about 

getting answers to their questions. 

An indication that both resident and non - resident 

students might be pessimistic was shown through some of 

thei r reasons for ]lot being acti v e in t~ying to get answecs 

t 0 the i r quest i 0 n s , i . e . , they perc e i v e d n 0 p 0 s s i b i l i t y f 0 ~ -

getting answers to their questions, they percei v ed no other 

ways to get answers, and in ma ny cases they just waited and 

did nothing (Summa y Table 2, section 61. 

In addition, J on- resident students in bu r eaucratic 

situations reporte r that one reason for not being acti ve was 

t h a t t he i ~- que s t i o 1 s we~- e r he t o r i c a l . T h i s f i n d i n g ma y 

again indicate that some non-resident students were asking 

questions only for the sake of asking, perhaps as an 

e xpression of thei r[ complaints, dissatisfaction, or egotism. 

Also, non - resident students themsel v es might already know 

answers to those questions. This finding may also represent 

dissatisfaction di ected toward the system whict1 is not 

functioning or responding well to the non- resident students ' 

needs. 
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5. Averaae of activeness, effort expended, perceived 

imPortance of answer 

The findings indicate that in academic situations, 

resident students lere relatively mo re 

l=active) in pursu ~ ng answers to their 

active CO=not active, 

unanswered questions 

than 

Such 

non- resident students <Summary Table 2, 

a condition m ~ y be due to the fact that 

section 7) 

resident 

students ha v e time , for studying and al~o that, to a certain 

extent, they ha v e 1 ources available on their campus. On the 

contrary, non-resi r ent students ma y not ha v e adequate time 

for studying since , they have other competing priorities, and 

they are not likel y to have local sources a v ailable. This 

finding ma y also be related to the data that resident 

students 

expended 

reported r· 
(scale 0- , 

relatively lower degree of effort 

O=no effort at all, 6=the highest 

effort possible) f?r trying to get answers than non-resident 

students. Since tl e sources are usually available on 

campus, in one loc~tion, resident students did not ha v e to 

expend as much effprt as non-resident students who had to 

look for thei r sou ces everywhere possible. Furthermore, 

resident students I lso perceived a lower degree of 

importance (scale - 6, O=not important at all, 6 = the most 

important) for get ing answers than non-resident students in 

academic situationi. Such a perception ma y be due to the 

fact that unanswered resident students' questions covered 

information about OTHER PERSONS (academic perso nnel and 
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friends) who are seen a helpers or facilitators in sol v ing 

a c ademic probl e ms . Also, theit- que s tions WP.re r,bout SELF. 

which can be answered by the students themsel v es; pe r haps 

with some help, encouragement and 

personnel, peers a ld a counseling 

support from academic 

ser v ice. Non - resident 

students' questions were about course content, self, and 

academic support, to some degree, ma y be highl y 

impo rt ant to non - resident students fo r · ~ol v ing their 

academic problems nd for continuing thei r mo v ement across 

time and space in learning process. 

In bureaucrat i c situations <Summar y Table 2, section 7, 

column 3 and 4>, r j sident students were relatively less 

acti v e than non-resident students trying to find answers to 

th e ir unanswet-ed q estions. Thi s condition may b e due to 

the perception of resident students that administrators 

surrounding them a campus w i 1 1 take car e o f the i ,-

bureauc ratic p r obl ms; while non-r esident students can 

depend only an the selves far bath academic and bureaucratic 

problems since the cannot e xpect anybody else to take care 

of them. Howeve r , resident students reported expending as 

mu c h effort as nan resident students. Furthe r more, resident 

students percei v ed a lower degree of importance far getting 

answers in bureauc atic situations than non- resident 

students. Once ag in, one po ss ible explanation for this 

situation is that esident students ma y not feel responsible 

for taking care of their bureaucratic problems, since the y 
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usuall y have admini~trators taking ca r e o f them, and when 

the y asked questions in bureauc t- atic situations, the y ma y 

j ust express their complaints and dissatisfaction with the 

sys t e m s ince many of thei r questi o n s we re r het or i ca l, and 

did not matter. On the contra ry , non - resident students ma y 

feel the y a r e r e s porsible fo r th e it- ow n bu r eaucr a tic 

problems, and when heir bureauc r atic p r oblems remained 

unsol v ed, their movement acros s time and space in theit-

learning process ma) be hindered. 

In gene r al, the results of this failure anal y sis ha v e 

indi c ated that there ma y be s o me issues, c on c e r ns and 

pt-oblerns that are net being dealt with effec ti v el y b y the 

c urrent s y stem in e i ch educational institution in Indonesia. 

The findings of thi , failure analysis do not, howe ver, 

suggest that the cu rent system of each educational 

institution must pr vide answers to all students ' questions, 

issues, concerns, a d problems, because there a r e many cases 

where they do not l , nd themsel v es to any answer. 

c a s es, educational ' nstitutions ma y p r o v ide info r mation 

In such 

which explains the J ase clearly to their students, so that 

the students can un , erstand thei r situations. However, whe n 

the students' quest ~ons remain unanswe r ed, their gaps remain 

unb r idged, their si uations remain p r oblemati c , t hen, theit-

mo v ement across tim, -space 

ma y not be f r uitful J Thus, 

conte x t in their lea r ning process 

the cu rr e nt s ys tem i n ea c h 
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educational institution may need to facilitate the process 

and help the studen J s, so that the students' lea r ning 

process ma y have th l desired results. 

I 
lhis section has discussed the range and the comple x it y 

of info r mation need of indi v idual students in resident and 

non - resident educat , onal settings in Indonesia. This 

section has also sh , wn clearl y that, despite the v a r ied 

•.. 
informa t ion n e eds, , here i s al so a deg r ee of sim i larit y i n 

the information needs of the resident and non - resident 

students. This sec l ion ha s also discussed pos s ible reasons 

a n d rationales unde , lying 

s ec ti o n - the limit 1 tions , 

the findings. 

c onc lu s ion s , 

The following 

and r e co mrn e nda t i ons 

section - will pres r nt conclusions based on the findings of 

t he info r mation seeking and use beha v io r s of r esident and 

non - resident univer ity students, and also on the S e nse ­

Ma k ing me t hod and t J e user - o r iented ap pr oa c l1 in this s tudy 

and future research 

Li•itations of The Study 

This study has resulted in some important findings 

which can serve as T framework for d esigning information 

s y stems in resident land non - resident highe r education 

institutions. Furt1 ermo r e, to r esearchers in the field, 

this study has indi l ated that the approach and methodolog y 

employed were usefu in tapping information seeking a nd use 

be h a v i o r s . Ne v e,- thE l e s s , t h i s s t u d y - i s a 1 so sub j e c t t o some 

239 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



limitations that in1 luenced the results. 

l11 general, th , approach and the methodolog y have been 

appropriate and adequate for this stud y which was intended 

to tap information seeking and use behaviors 

non- resident studen l s in tertiary education. 

of r esident and 

The findings, 

which a re useful fot guiding the information systems 

designers in conventional and distance education 

universities to des ~ gn information s y st~ms for each student 

g r oup, ha v e demonst l ated the applicabilit y of Der v in ' s 

Sense - Making approa , h, as a user-oriented methodology, 

infot- mation system qesign. Mo r e research studies in a 

for 

wide 

v ariet y of contexts are recommended to prd v ide frameworks 

for de v eloping a nur ber of information systems that can 

benefit from using his methodo 1 ogy. ·· However, this 

methodology is labo intensive (i.e., the one - on - one 

inter v iewing proces~, the classification process, etc. I. 

Therefore, more resrarch studies are needed 

alternatives for the data gathering process 

less labor intensive. 

which pt- o v ide 

so that it is 

The results of the pretests and actual field use of the 

instruments employe~ for data collection in this study 

indicate that the i 1 struments were appropriate to collect 

the necessary data Tor the purpose of the study. Since 

these inst ru ments w~re designed specifically for this 

particular study in a particular setting, the y would require 

some modifi c ation at d revision for use in othe r studies. 
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Furthermore, use f the instrument inv olves a redundant, and 

time - consuming in erview process. For non - resident 

students who had aompleted their days or week of working 

full time, the ti ~ e -consuming interview process after 

working hours or 

fatiguing. Such 

students and the 

uring the weekend was burdensome and 

J condition also applied to the r esident 

J nterviewers. Therefore, efforts to refine 

the instrument in o one that will req6~re a shorter 

interview period and less redundancy is recommended . 

The sampling strateg y carried out in this study was not 

free from weaknes es. This unfa v orable sampling condition 

is c l ai med by Bul er <in Bulmet- and Warwick, 1983), to be a 

common problem of social research in de v eloping countries . 

First of all, the central registry for the sampling frame 

(and/or populatiorn) was not a v ailable, or where it was 

a v ailable, it was eubject to considerable amounts of error. 

The Open Universi , y has a computerized central record 

processing unit w~ ich p r o v ided the researcher with the 

sampling frame of non - r esident students. Howe ver, the 

sampling frame pr ~ vided for this study was not free from 

errors, e.g., no distinction could have been made between 

acti v e and non-ac ~ ive students on the list. ""Active"' 

students refer to students who were registered and working 

on courses during the particula r semester of the academic 

year <i .e ., 1989/1990). "Non-active" students r-efer to 

students who once registered as non- res ident students but 
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were either not registered or working on courses du r ing that 

particular semester of the academic year. Info r mation about 

non - active students is retained for up to four academic 

years, in case they decide to return to work on their 

courses again. Thi information is filed together with the 

information on the fct i ve students. At the time of this 

study, no distingui hing indicator was a v ailable. Thus. 

several non-active tudents were also ~Ampled for this 

stud y , although the were turned down by the inter v iewer 

when they came for 

some ps yc hological 

about being turned 

and a problem for 

Furthermore, 

he inter v iew. This condi t io n cr eated 

roblems for the respondents who felt bad 

own, some financial problems for the 

rse their trav el expenses as promised, 

e researcher to redo the sample. 

time of this stud y , the computer 

generated e sample frame from the Uni v ersity of 

Indonesia and Hasanuddin Uni v ersity were not a v ailable . The 

collection of registration receipts in the administrative 

office in each univ rsity. Certainly, that proces s was not 

efficient. 

Second I y, ther was also a problem of low response rate 

which caused the re r earcher to decide on convenience 

sampling. This str r tegy has a potential of adding sampling 

bias which, to a ce r tain extent, influences the 

inte r pretation of the results of this study. Although, this 
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study had a suffic ~ent sample, 

sample is recommended for more 

a stud y with a larger random 

generalizable results. 

The field pro ess itself had several drawbacks. First, 

there was the problem of time. The time of data collection 

for this study was somewhat inappropriate for resident 

students, since it was the time for the freshmen induction 

prog r am. Many act·vities were held on campus, especiall y 

for freshman resid,nt students, which might explain the low 

response rate and ~ he difficulties in recruiting freshmen as 

one stratum of the sample of resident students. 

non - resident stude ts preferr ed weekend inter v iews to afte r-

working - hours inte Howe v er, since the researcher had 

a limited time for data collection and a limited number of 

i nte,- v iew personnel, non - resident students' p re fe, -ences 

could not be always honored. Some of them were asked to 

come for after - working-hours inter vi ews. This conditio n ma y 

ha v e influenced thJ inter v iew process, and the results of 

the data collection! process. 

Second, there was a problem with respondents' attitudes 

toward the study, ~ he 

Non- resident students 

researcher, and the inter v iewers. 

in Jakarta reported that the y had 

become subjects of many investigations and/or research 

studies undertaken by the Open University or othe r 

institutions . Thi 
1 

caused boredom fo r them and resentment 

that the y had been !asked once again to participate in a 

study. Non-r eside t students in Ujung Pandang saw the 
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interview process ar 

hea r d by the Centra 

a means for them to make their voice 

Office sinc e the researcher is from the 

Central Office. Therefore, they were enthusiastic about 

participating in the process Resident students in Jakarta 
. I . 

showed a higher deg ee of reluctance about participating in 

the inter v iew proce s, since they pel- ceived the p roce:- ss as 

an inspection and/or evaluation process for them (including 

e v aluation of their academic performance> than resident 

students in Ujung P ~ ndang. Furthermore, the relationship 

be tween the r esearche1- , the inter v i ewe,- s, and the 

respondents ma y be ~ potential sou r ce of bias in the 

inter v iew responses in that the majo r ity of respondents 

per c ei v ed (or ha v e known) ' the researcher and inte,- v iewers as 

go v ernment agents f om the Central Office of thP Op e n 

Uni v ersity, not as esea r chers and inte rv iewers. 

T II i ,- d , the r e w ;3. s a p r o b 1 em w i t h t he i n t e ,- v i ewer s , who 

had been trained fa fou days prior to their assignments in 

the field. However longer and more intensive training may 

be needed for furth r r refinement of the interviewing skills, 

· 11 in terms of the task of the inter v iewers to 

:::::::. :o probe, ~nd to chain the respondent in the 

process of recalling her/his experience during the 

interview. The ski~ls of the interviewer to clarify, probe, 

and chain the respo r dent ' s responses are 

helping the respondent to recall his/he r 

clearly. 

imp o ,- tan t f o ,-

past experience 
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The collected J ata were then anal yz ed descripti v el y 

using content analy , is and descriptive statisti cs . Th e 

content analysis procedure is a tedious process, especiall y 

for an inexperience researcher, since the content analysis 

procedures requires patience, attention to detail, and a 

thorough process of studying and classif y ing data. 

Be c ause some o the content anal ys is schemes for this 

,. 

study were establis l ed inductivel y , those schemes a r e onl y 

applicable to this j tudy. Some other content analysis 

schemes were establ ~ shed dedu c ti ve ly, especially Dervin's 

schemes. The findi f gs of this study show that De rvin' s 

schemes are applicaole and appropt- iate for classifying data . 

The current interju l ge reliability coefficients of the 

I content analysis sc , emes may need further refinement since 

those coefficients r esulted from only two coders including 

the r esea rc l~e,- . Tw~ code~ s ~ n~ 1 ud i ng the r esearche1 

e xpose ~he 1~terjud i e reliab1l1t y coefficients to a 

subjective bias. A larger number of coders and the 

exclusion of the re earcher would perhaps reduce the 

ma y 

possible 

possible bias and s bjectivity of coders and researcher. 

this 

Furthermore, t ~ e descriptive content of the results of 

study is limited to Indonesia, specifically Jakarta and 

Ujung Pandang. The results of this study were not intended 

·for generalization ~cross other settings, although they can 

be used as a startimg point for further investigation in a 

v a ri ety of contexts Howe ver , the findings of tl,is study on 

245 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



2~6 

the systems ' performance and design can be, to some e x tent, 

used as a framewor for designing and impro vi ng the 

performance of information systems in conventional and 

distance education institutions. Also, the results of this 

study are limited to the findings of the twelve v ariables 

investigated. There a t- e other var iables which were not 

considered, discussed, or in vestigated in this study, e.g . , 

cultu r e, socioeconomic stratification; ' pro v ision of 

available information, individual differences and 

characteristics, ahd the like, that may be valuable in 

desct- ibing the info rmation seeking and use beha v iors of 

information users . Further studies on those issues are 

needed . 

Concllusions and Recommendation 

Conclusions 

There are two different perspectives that can be used 

in d r awing conclu i ons from this study. One focuses on the 

findings; the other one focuses on the approach and method 

used to obtain the findings. Both are discussed in this 

section. 

Focusing on findings, the results of this study 

show a very broad coverage of the elements of an education 

system. This condition is perhaps due to the fact that the 

main substance in this study is information seeking and use 
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beha v iors of resident and non-resident university students, 

which co v er behaviors of students seeking and using a 

variety of information sources in their learning process. 

The co v erage of information in this study has been 

purposefully limited to cover only academic and bureaucratic 

information. However, the findings still indicate a broad 

coverage of students' perceptions which include v arious 

elements of academic information, bureaUcratic information, 

and also ad v isory information. Therefore, the conclusions 

drawn based on the results of this study ha v e a broad 

co v erage, and touch upon many elements of a con v entional and 

distance education system. 

The results of this study have shown that there are 

similarities and di ferences of the information seeking and 

use beha v iOt- s of resident and non - resident uni versit y 

students facing aca j emic and bureaucratic situations. 

similarities and di i ferences can be found in terms of 

The 

( 1 ) 

of students' questions <description of questions, 

questions ! and focus of questions); <2l the 

expected and actual ,uses of answers to their questions; <3> 

the strategies emplJyed to obtain answers to their 

questions; (4) the ources used for obtaining answers to 

their questions; (5 J the reasons for not actively seeking 

answers to their qu j stions; (6) whether 01- not their 

questions were answ ,red; (7) the tim~ for obtaining answers; 

the range 

nature of 

<8) their being active in finding answers; (9) the effort 

2Y7 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



expended to obtain answers, <101 the percei v ed importance of 

o b t a i n i n g a n s we ,- s t p t h e i r q u e s t i o tt s , ( 1 I I t It e p e ,-c e i v e d 

completeness of the answers obtained; and <121 the percei v ed 

helpfulness of the answers to their questions once those 

answe r s we r e obtain~d. Fu r the r mo r e, similarities and 

di ffet e n ces c an alsp be found in the p r oblem s e ttco untet- ed 

when students ' questions remained unanswered. 

A s men t i o ned e f:n- I i e ,- , t h e s i m i 1 a ,- i" t i e s i n d i c a t e t h a t 

there a r e gene r alizable patte r ns of information s ee k ing and 

use beha v io r s of st~dents as info r mation use r s, wh e ther or 

not the y are resident or non-r esident uni v ersit y students. 

For administ r ators, edu c ator s , and infot- rnation s y stem 

designe r s, these ge1eralizable patterns highlight some 

f ac to rs to be c onsidered in de s igning the info r mat ion s y stem 

for both resident a lnd non - resident uni v ersit y students . 

These generalizable patterns are also useful fo r helping 

administrators, edur ators, and information s y stem designers 

to realize that, in fact, the v ariety of student s' 

information needs a l e not overwhelmingl y la r ge. The idea of 

genet a 1 i z ab 1 e pat te ns c oun t e t s the no ti o tt tit at , if one 

looks at informatioh needs as indi v idually determined, it 

would be impossible to handle the dive r sity of r esults 

<Der v in, 19821. 

The diffe r ences that we r e found in this stud y reflec t 

the situational dif erences of being eithe r resident or non -

r esident uni v e sity studen t s. The s e situational diffet-enc e s 
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may ~erhaps be i~fl 1en~ed ~y many different factors which 

requ1re further 1nv st1gat1on. llowe ver, the differences 

which occur between the information seeking and use 

beha v io r s of the re ident and non- resident students ar-e 

useful for administ ators, educators and infor~ation system 

designers as a fram , work for designing information systems 

for resident uni v er J ity students and non,- resident university 

students, since eac system has been sh~wn to ha v e different 

requirements from t e other. These differences also show 

how different kinds information are important to users, 

and the extent to w ich users are successful in obtaining 

the kind of informa ion that the y need <Der v in, 19821 

The results of the failure analysis implicitl y 

illustrate the conditions of the current information systems 

that are available or resident and non - resident universit y 

s tudent s . Fo r adrnir istratot- s , edu ca t o r s and infor- rn a ti o '' 

system designers, t ese results may be used as a framework 

to address the problems and to modif y , r e v ise and improve 

the information sys ems in each educational setting to 

better serve the target user groups. 

The following esults, highlighted 1n the analysis of 

the findings of thi study and presented under three 

categories--academi information, bureaucratic information, 

and ad v isory information--are of direct rele v ance to the 

design of informati n systems in resident and non - resident 

uni versit y settings. 
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1. Academic lnforma ion 

Resident 

their major 

an r non - resident students repo r ted that 

co cerns in academic situations were 

academic suppo t, including reading materials , 

refe r enc es, li r a ry s erv i c es, and t r an s lated v ersions 

of reading mat <disc ussion section, p. 195, 2 00 , 

2 0 4, 214; fail re anal ysis, p. 224, 227, 229); the 

. 
c ou rs e content (discussi o n section, p. 195, 196 ; 

failure analys·s, p. 224); and i n dependent learning 

(discussion se tion, p. 2 0 8, 2 0 9, 218; failu r e 

analysis, p. 2 r 8, 231, 232l. Thei r conc e r ns ma y 

indi c at e a p r o r lem in tt1 e e x i s ting a c ademi c s upport 

s yst em. These ! concerns ma y also s u gge s t a problem with 

t he c ou r s e con [ ent whi c h i s deli v e r ed th r ough fa c e - to ­

face class r oom meetings in resident uni v e r sities and 

th rou gh the mo r ula r inst r u c tional mat er ials in non ­

resident univer sities. Also, these conc e rn s ma y 

indicate a pro lem with students' efforts in indi v idual 

lea r ning and udying alone, which were not always 

successful. 

In their ef orts to find academic information to 

sol v e their pr blems so that the y can unde r stand thei r 

situations, be able to plan, and be able to continue 

thei r lea r ning process, both resident and non- resident 

students indic ted a st r ong reli a n c e on f r iend s and 

significant ot ers as sources of info r mation 
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<discussion section, p. 196, 19 7 , 202, 204, 207, 210, 

212, 213, 21LI). They a 1 so i n d i c a t e d a r· e 1 a t i v e 1 y h i g h 

degree of use of academic personnel who are available 

through the resident and non - resident uni vers it y 

systems as t 1 eir sources for information <discussion 

sec t i o n , p . ~~9 7 , 1 9 8 , 2 0 4 , 2 0 8 , 2 0 9 , 2 1 0 , 2 1 2 , 2 1 3 ) . 

However, bot f student groups also reported that there 

were times when reliance on friends, significant 

othecs, and 1 cademic pecsonnel was not successful 

(discussion , ection, p. 209, 21 0 ; failure anal ysis , p. 

230,231, 23 . ). Such a condition may suggest the need 

f o ,- a v a r i e t y o f a c adem i c i n form a t i o n sou,- c e s w h i c h c a n 

be supplementary. 

2. Bureaucratic Irlformation 

In bureau ratic situations, resident and non -

, -esident students reported that they had problems in 

following so l e administrati v e procedures which the y 

have to follow to facilitate their learning process. 

Their cancer s include r- egistration, grades, and 

academic regulations and procedures (discussion 

section, p. 198, 199, 201; failure analysis, p. 225, 

226). These oncerns may indicate that the information 

about registration, grades, and a c ademic regulations 

and procedurer which is pro vi ded by the educa tional 

institutions <th ro ugh booklets, universit y catalogs. 
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etc.l does not reach the students, or, if it does, 

students may j ot understand it. These concerns ma y 

also indicate a problem with the current registration 

procedures, grading systems, and academic regulations 

and procedures. 
I 

Non - resident students specifi c ally reported concerns 

with logistics, mostly in terms of the availability and 

I 
distribution of instructional mat~ ~ ials, indi v idual 

assignments, ~ egistration forms, and othe r forms 

(discussion section, p. 199, 200, 204; failure 

. I 
analys1s, p. 927, 2291. Their concerns may indicate 

problems in t ~e distribution and allocation systems of 

those materials from the central office to the regional 

offices, and the communication of these problems to the 

students. 

The strategies employed by both res ident and non -

resident stud~nts to find bureaucratic information that 

will help the to understand their problems, to be able 

to plan, and to continue their learning process, 

I 
include contacting friends and significant others 

(discussion s ,ction, p. 197, 202, 204, 207, 

213, 2141, and also contacting bureaucratic 

210, 212, 

personnel 

in their educ tional institutions as sources of 

information (discussion section, p. 197, 198, 204, 208, 

209 ' 2 1 0' 2 12 ' 2 13 ) . Both student groups, howe v er, 
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significant at e r s, and academi c pe rsonnel fo r finding 

bu re au cr atic formation was not successful (d iscussion 

section, p. , 210; failure anal ys is, p. 231, 232). 

Such a conditi n ma y suggest the need for a v ariety of 

bureaucratic formation sources which can be 

supplementary o eac h other. 

3. Ad v isor ion 

In academic as well as in bureaucr ati c situations, 

r esident and n n - t- esident stude n ts repo rt ed reel ing s or 

inadequac y abo t themsel ves, their academic ability, 

and their seeking strategies <discussion 

section, p. 193, 202, 2 0 3, 2 0 4, 205, 2 06 ; failu re 

analysis, p . 3 , 224, 226, 227, 228, 2 29 ). These 

concerns seem indicate that the student s ma y lack 

motivational suppo rt, self - confi dence , self - esteem and 

self - a ssur ance, which ma y hinder their understanding o f 

p rob lems, as wl ll as thei r abilit y to pla n and to 

continue their learning process. 

Facing these kinds of problems, resident and non-

resident stude ts mostly rely on themselves as the 

sou r ce of info mation. They also rely on their friends 

and significan others (discussion section, p. 197, 

2 0 2,204,207 ,210,212,213, 214>, and institutional 

personnel (dis ussion sect ion, p. 197, 198, 204, 208, 

209, 21 0, 212, 213). The fact that these strategies 

253 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



are reported a~ not always working well (discussion 

section, p. 20~ , 210; failure analysis, p. 231, 232> 

may indicate the need for a variety of advisory 

information so rces. 

For administra ors, educators and information system 

designers in higher education institutions in Indonesia, the 

results are encouraging fay · they offer a framework for 

handling the diversity of information needs in the conte x t 

of resident and non resident universities. Such a 

framework, offered from the e v idence, shows a demand for 

better and more res onsive information systems in higher 

education instituti ns designed for resident and non -

resident uni versity students in Indonesia. 

The importance of this study lies not onl y in the 

discovery of the phrnomena being investigated <which are 

useful for informatlion system design in these specific 

higher education in titutions), but also in the positive 

demonstration of usefulness and the potential of the 

user - oriented ch and the Sense- Making method. The 

successfully tapped the information seeking and use 

behaviors of the re ident and non - resident university 

students based on til e 

study. By conducti l g 

oriented approach a d 

twelve v ariables inv estigated in the 

this study in line with the user -

employing the Sense - Making method 
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based on that particular approach, the results of this study 

ha v e increased our understanding of how resident and non -

resident universit students seek and use information 

sources in educati nal institutions and try to make sense 

out of their ic and bureaucratic problems. The 

implications from his study should be directl y useful 1n 

the p r actice of pr rv iding information in higher educational 

institutions, ~sper iall y in Indonesia. 

Furthermore, he approach and method emplo y ed in this 

stud y , which was o iginated and de ve loped b y Nol- th American 

scholars, has prov n to be useful in another culture, 

namel y , Indonesia. 

Be yo nd pro v id ng rich and detailed e xplanati ons of the 

assumptions posite by researchers in the field who are 

oriented toward use r-oriented approach. For e xample, 

Der v in's assumptio that information users are a ct i ve, 

creati v e indi v idua s who perceive themsel v es as mo v ing 

through a constant y changing time/space conte x ts where the 

i nd i vi d u a 1 ' s r o 1 e s to make sense out of the e v er-changing 

en v ironment <Dervi 1983) . Also, Dervin ' s assumption that 

there are underlyi g, g eneralizable patterns to the ways 

that indi v iduals s e and mo v e through their perceived 

realities <Dervin, 1983; Nilan and Fletcher, 1987 ). In 

addition, the assu of Belkin, Oddy and Brooks <1982> 

that there are fun amental "mismatches" between the logic 
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used by current sy J tems to 

that users at- ticul te their 

organize knowledge and the ways 

information needs. Finally, the 

assumption of Taylor (1986) that the perception of users 

which is added to information is a significant key to 

understanding the ~hole information seeking and use process. 

Recommendations 

Despite the limitations of this study, the approach and 

methods emplo yed hc:ve pt- oven to be useful and appropriate 

ro,- tapping information seeking and use hehc'\ v inrs fT- om the 

users ' perspective based on a new paradigm in the field. 

F u ,- t h e ,- m o r e , 

Micro Moment 

the d ita collection 

Time Ll ine Inter view 

technique -- the Sto,- yboa,- d 

is a v aluable technique 

fo1- co llecting data about the situation, the gaps and the 

use var iables of t 1 e individual user's information needs 

across time and sp 1 ce in 01- der to generalize patterns of 

information seeking and use beha v iors of individuals from 

the indi vi dual 's pJrspecti ve . Also, further research is 

recommended using the same approach, method, and data 

collection technique in other countries, disciplines, and 

cultures. 

The results of this study also highlight some important 

points of consideration for administrato rs , educators, 

information system 
1 
esigne,- s, and info r mation practi tione,- s 

in the field in designing 

and non- resident st ~dents. 
information systems for 

It ma y seem that the 

resident 
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recommendation offet-ed as the results of this study show a 

broad coverage of the elements of an education system. This 

condition may be due to the fact that, although the coverage 

of information in this study has been purposefully limited 

to cover only academic information and bureaucratic 

information, the students' perceptions touch upon various 

elements of acaderric information, bureaucratic information, 

and also advisory information in conv entional and distance 

education universities. 

The following recommendation are offered to educators, 

administt- ators, afld information system designe,- s in 

conventional and distance education universities to ser v e as 

a framework for designing systems that will address the 

students' information needs. These recommendations will 

also be di v ided into three categories: academic information, 

bureaucratic information, and ad v isor y information. 

1 . A c adem i c I n for m,a t i o n 

The resident and non-r esident universities may want 

to make efforts to fulfil the students' academic 

information needs, which include their needs for 

academic support, help in overcoming their problems 

with understanding the course content, and help in 

learning to s udy independently. First, provision of 

academic supp )rt for both resident and non- ,-esident 

students, in terms of quantity and quality, includes 
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reading mater·als, references, librar y se rv ices, and 

translated versions of reading materials ma y be 

p r o v ided by tl e educational institutions. Also, 

resident and ron- resident uni v ersities ma y want to 

p r o v ide di r ect information to enable students to obtain 

academic support whene v er it is not a v ailable from the 

uni versit y it] elf. Second, resident and non - r esident 

uni v e,- s ities ay want to conside1- fUI- the r in v estigation 

concerning th course content that is deli v e r ed through 

face - to-face classroom meetings as well as through the 

medium of prirted modular instructional materials. The 

r e s u 1 t s o f s u c h an i n v e s t i g a t i o n ma y p o i n t t o n e c e s sa,. y 

imp r o v ement o the course content <whethe r the problem 

i s the nature of the subjec t matter a r ea itself, o r the 

design of ins ruction, etc.), which will help the 

students to u l derstand the cou r se content. Also, 

u ni versities may want to p r o v ide a help mec hanism, 

these 

such 

as peer tutoring, to assist students in o v ercoming 

their problems. Third, resident and non- resident 

uni v ersities nay help their students to acquire study 

skills, perha~s through a guidance ser v ice, so that 

students will be able to understand their problems in 

the learning process, know the wa y s / strategies to 

overcome their problems, and ha v e directions for 

obtaining information to help sol v e thei r p r oblems. 

Students ' reliance on academic personnel as a 
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primary I source of academic information~needs to be 

maintained anc strengthened. Furthermore, as noted 

earlier, r esi~ent and non - resident students rely 

strongly on t l eir friends and significant others for 

obtaining aca r emic info r mation. This condition points 

to the possib1lity of the resident and non - resident 

uni v ersities ~ rganizing the students into study groups 

lo1 · self - help groups) which ha v e peer tutoring and peer 

ad v ising func ~ ions. The study groups (or self-help 

groups) will r llow the students to have informal 

information e r changes among themsel v es. Pro v ision of a 

v ariety of ac l demic information sources is recommended, 

so that the s udents will have a var i ety of choices 

a v ailable to hem. 

2. Bu reaucr atic In ormation 

Resident ard non - resident students ' problems in 

following some administrati v e procedures, such as 

registration,

1

grading system, and academic regulations 

and procedures, can be addressed by both uni versity 

systems throut h, among others, communicating the 

information a ,out registration procedures, grading and 

reporting systems, and academic regulations and 

I 
procedures to I the students. 

offered through an induction prog ram at the beginning 

Such information ma y be 

of each semeste1- , periodic meetings during the 
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semesters, an~ also through institutional publications 

and flyer- s. n the case of non - resident students, 

where face-to ~face meeting are rarely possible, the 

uni v ersity ma~ pro v ide a stand - by officer, who provides 

guidance and information about the administrative 

procedures, e r pecially during the registration and 

examination p rr iods, in the loca: post offices and 

regional offi es. Furthermore, since the non-resident 

students repb ted ha v ing time constraints, a 

modification ~f ser v ice hours for these students is 

recommended. Also, resident students ' concerns about 

completing their course selection forms may indicate 

the need for ~ he resident uni v e rs ity to simplify the 

procedures, and to provide information that can guide 

the students in completing the course selection forms. 

Non-r esider t students' concerns with their 

logistics, esrecially in terms of the a v ailability and 

distribution r f instructional materials, individual 

assignments, r egistration forms, and other forms, may 

indicate a nerd for the non - resident university to look 

at its distribution systems, and, perhaps, to provide 

information wl ich informs students about the problems 

that prevent hose materials from being available on 

time in a par- icular place, and the times and places 

that those ma erials will be available to them. Such 

information atout the problems and the dates and places 
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where those mi terials will be a v ailable for students 

may help redu e the students' concerns. Mass media can 

be used to de i v er this information to students. 

Students' i eliance on bureaucratic personnel as a 

primary sourc . of bureaucratic information should be 

I 
maintained anJ strengthened. Students' reliance on 

friends and significant others to obtain bureaucratic 

l· nforrrlatl· on m..l y suggest ,, •c the possibility of the resident 

and non - resident universities to organize the students 

into study grcups (or self - help g,- oups). Thus, 

bureaucratic Information from th e uni versit y can be 

sent/explainej to individual stud y groups, instead of 

individual st l dents. Provision of a v ariet y of 

bu r eauc r atic "nformation sources is recommended so that 

students have a wide selection of information sources 

a v ailable to them. 

3. Advisory Information 

I 
The studen 1 s~ concern~ abo~t .their feelings 

inadequacy, trne1r academ1c ab1l1ty, and their 

of 

information seeking st r ategies may indicate the 

students' lac~ of motivational support, self -

confidence, self-esteem, and self - assurance. One way 

that resident and non - resident uni versities could 

address these conce r ns 1s th r ough p r o v idi n g an ad v isory 

and counseling service in each educational institution. 
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These concerns may also point to the need for human and 

personal conta ts, either direct or mediated, which can 

help the stude~ts maintain their motivation, manage 

personal problems, and also overcome specific learning 

problems. Resident and non - resident universities may 

want to encout- ~ge academic and bureaucratic personnel 

to help students sustain their motivation and overcome 

their concerns. Efforts for training the academic and 

bur e au c ,- a t i c p e ,- so nne 1 i n b o t h r e s i dent and no n -

resident unive sity (including professors, academic 

ad v isors, lecturers, instructors, tutors, teaching 

assistants, antJ bureauct- atic officet- sl <Beeby, 1979; 

Keyfitz, 1988), so that they will be able to stimulate 

the students' :notivation, sel-f - confidence, and self -

esteem to continue on the learning process are 

recommended. r urthermore, efforts to redesign and 

improve the pr lese~tati~n of ~ourse c~nten~ ~hrough 

face - to - face mret1ngs 1n resident Un1vers1t1eS and 

through modulalr instructional materials in non - resident 

universities <J3eeby, 1979; Keyfitz, 1988>, e.g. by 

incorporating the ''Attention- Relevance-Confidence-

Satisfaction" tnodel (f<eller in Reigeluth, 1983) in 

instruction, a e highly recommended. The organization 

of study group~ offers another possibility for 

providing humar and personal contacts which may help 

maintain stude ts ' motivation. Friends within a study 
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the 

group can alsc function as pee r ad v isors to help 

s tude n t s o v er c om e the i r pe r so n a 1 p ,- o b 1 ems . 

In addition, r ome recommendations a r e also offered 

con v entional ard distance educ ation uni v e,- sities in 

t o 

Indonesia. These recommendations specificall y emphasize the 

scientific and intEllectual perspecti v e of designing, 

' de v eloping and impro v ing information systems fo r uni v e r sit y 

students. In orde l to design, de velop and imp r o v e the 

info r mation system} for students in the con ventional and 

distance education universities, specificall y in Indonesia, 

it is recommended J ar the administrators and information 

system designers t J : 

( 1) Identify c:nd assess the students' needs before 

designing, de\eloping and impro v ing the information 

s y stems for tt-· ose students. Although most planning 

activities in Indonesia are conducted using the top -

down logic, irsights into what the peoples ' needs are 

will prevent a mismatch between the government's good 

intentions to provide support for the peoples and the 

people's need~. A mismatch may cause a waste of 

financial resources and peoples' efforts. The needs 

assessment car be done through a study simi Ia,- to this 

study. This approach applies specificall y to the area 

of [public] higher education in Indonesia, in terms of 

planning, designing, developing and imp r o v ing the 
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information s1stems for the students in higher 

d t . . J .. t t• e uca Ion Insui u Ions. 

<2> IncorporA ~ e thP 

into the proc ss of 

findings on thP sturlPntc;' 

designing, developing and 

the informati n systems for those students. 

rH?Pd c; 

This 

effort will p int to the need for selecting and using 

appropriate t chnolog y in the information s y stems for 

students in b th conventional and distance education 

universities. The findings of this study, fo r e x ample, 

indicate that resident and non - resident students ask 

for more acad 1 mic support, and that the y also feel 

inadequate ab J ut themselves. These concerns may be 

translated into calls for more academic suppo r t and 

counseling an advisory services, which should be 

considered by system designers when planning the 

information s~stems for those students. Furthermore, 

non-r esident tudents indicate that they ha v e time 

constraints w ich hinder their participation in the 

administrative and learning processes. To meet their 

needs, informJition designers may have to plan on 

modifying serJ ice hours for non- resident students. 

Also, a resid ] nt student's information system can be 

the only one n campus. A non-r esident student ' s 

information system cannot be the only one in the 

central offic since it is not accessible to all 
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• •t ··-··. ·.···;· ·:.-:T~~~r 

students. Ra her, it should be accessible to all 

students in e , ch region. These procedures may cause 

the process 01 designing, developing and improving the 

information s 1 stem to take a longer time to accomplish, 

however, thes, procedures may help the conventional and 

distance educ , tion universities avoid a mismatch in 

information p ovision. 
. . 

13) It is als~ recommended that information systems be 

pe ri odically evaluated and revised in both conventional 

and distance , ducation, since situational differences 

faced by resident and non - resident students are alwa y s 

changing. Fa example, the findings of this study are 

based on st\-)d nts who were mo v ing through their 

I 
learning process and facing thei r a cademic and/or 

bur eaucratic ~ roblems at one point in the time - space 

contexts. In ormation systems that are designed based 

on the 

future 

point 

findinJs of this study may not work well when 

studen , s face different problems at another 

in time during their academic learning process. 

An evaluation effort should be on-going for the 

betterment of the information systems in both 

conventional Jnd distance education universities. Low 

. I h II • • b II cost techn1qu , s sue as an opinion ox or a 

"prestamped postcard," could be used fat- monitoring 

students' pro lems and their perception of the systems. 

. 
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This feedback would sJrve as input for improving the 

information systems. 

The present study was a descriptive study to describe 

and e xplain the phenomena of information seeking and use 

beha v iors of resident and n~ n-resident university students 

in Indonesia. It is a step toward designing information 

systems in higher education institutions, especially in 

Indonesia, which are respon~ive to the users needs. The 

results of this study shoul i be read and used with full 

understanding of its limita r ions as discussed earlier. 

Further studies with a wide1 geographic coverage in 

Indonesia and other countrirs are recommended. There are 

also other variables which ere not explored in this study, 

e.g., culture, socioeconomic stratification, provision or 

a v ailable information, indi'vidual differences and 

char a c t e r i s t i c s , and the 1 i k e . Further studies which 

investigate those facets may discover that information 

seeking and use behaviors of resident and non - resident 

students are described in di[fferent ways. Further studies 

in those areas would also build on and extend the results of 

this study. Those studies m1ght possibly yield more 

generalizable results. 
I 
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APPENDIX A 

I 

INFORMATION SEEKING AND USE BEHAVIOR 

INTERVIE I ER GUIDE 

I. Study Purpose 

This study is intended to fescribe differences in 
information seeking and use b havior exhibited by non ­
residential students in a dis ance education university and 
residential students in a con entional uni versity. It is 
concerned directly with the Ir actical 1ssue of who gets 
what information, from where, how and why. "Information" in 
this study is classified into two categories: administrati ve 
(bureaucratic) and academic ( ourse - relatedl information. 
The conceptual perspective ta~en by this study will be the 
"u ser' s" view because the stutJy purposes are descripti v e and 
because this perspective has t een neglected in the past. 

The result of this study i t expected to be useful in 
determining differences in information pro v ision suitable 
for each education system basbd on differences in the 
beha v ior of the two user grou~s. It is through this kind of 
st u d y that both distance and Eonventional education systems 
can understand and develop in ormation provision strategies 
which at- e sensitive and resporsive to the information needs 
of its particular students. 

II . Methods 

A. General Concept 
TIME LINt METHODS 

The time line method isba ically a method for 
interviewing respondents that strives to tap the 
respondents' experiences in t ~e same way that they were 
expe r ienced, i.e., by structu ~ ing the interview so that 
discrete conditions (or events) are orde r ed in time and 
space in the same order in wh i ch they were e xpe r ienced. 
Ob v iously, the interviewer is unable to structu r e the 
inte rv iew because s/he did no personally experience the 
s ame experiences . The responsibility for this ordering then, 
remains with the respondent, ~ho is the "Q.IJ.l_y_" one who was 
"there". 
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This process of eliciting experiences as a series of 
~ v ents o~dered i~ time and _space is unique <or v irtually so) 
1n beha v ioral sc1ence. A~ su h, there are special demands on 
both the respondent and the "nterviewer. 

On the RESPONDENT'S part, 
has e v er paid very much atte 
themsel v es or their world 
family, close friends, etc., 
incredibly rare). Because of 
sometimes methodologically 1 
series of discrete events -­
actually listening to them ( 
e x tended period of time) I 

it is very unlikely that anyone 
tion to the way they see 
ceptions might be spouses, 
but these exceptions are 
this~ they have had a hard time 
ying out their experiences as a 
they are not used to someone 
nd certainly not for an 

The INTERVIEWER, particul rly one who has no experience 
with this particular methodolog y , also has special demands 
placed on her by this time-l i ne method. 

First of all, the interviewe must be completel y familiar 
with the questionnaire. This means that problems that arise 
in the inter v iew are handled in such a way that the 
inter v iew is not effected. 

Second, the interviewer has~ responsibilit y to help the 
respondents talk about their experiences in their own words 
within the structural constr ints of the time - line . This 
means that in addition to hawing to sta y within the 
constraints of the questionn~ire, you must also guard 
against influencing the resp~ndent's comments and statements 
(e.g., you absolutely cannot j "fill in gaps" fo r people, the y 
must strive for the words th r mselves). 

Third, there is also the res~onsibility of allowing the 
respondent to talk and for t r e interviewer to really listen 
to the respondent. 

The time-line, in short, ts a method that has been 
designed to elicit an indivioual's experiences in such a 
manner that is consistent with human behavior and human 
experience. The time-line do~s this by structuring a face ­
to-face inter v iew in time ancl space, in much the same way 
that people actually experief ce events. The time-line itself 
is a structure that allows rjspondents to "hang" or orient 
their information needs and ~eha v ior in a way that is 
cognitively "real" to them. 1 he interviewer's role in this 
e xperience is (beyond keeping the inte rv iew within the time ­
line structure) very similar ito Roger's "unqualified 
positi v e rega r d" with the no~able exception that instead of 
seeming like they are intere,ted in listenin~ to the 
respondent, the interviewer ctually ~interested in 
liste n ing to the respondent. 
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B. S ecific Method for This Stud 

First of all, i stead of employing "Full Time Line" as 
Dervin did in seven,al of her studies, this study employs 
"Abbreviated Time lLine" or what we will call a STORY BOARD 
which limits the tfme-line into four events only. 

Notice that: 
the STORY ~OARD = 
the QUESTIIDNNAIRE 
Data 

Events + Questions on cards 
= Question Analysis + Respondent's 

Second, the exp J icit focus of the interview is on the 
questions and answ~rs that the respondent had when facing 
problems in bureaudratic and course - related situation. The 
four events in eac t situation are only used as temporal o r 
spatial referents that allow the respondent to concentrate 
on the beha v ior th t occurred at a specific point in time 
and space. 

Third, the items in the questionnaire <NOTE: QUESTIONS 
a r e in the RESPOND~NT'S MIND, ITEMS ar· e in the 
QUESl IONNAIRE> tap l dimensions that are conceptuall y guided 
according to the c?nceptualizations presented abo v e. You 
will notice that t~e emphasis is on description of the 
respondent's perception, respondent ' s mo v ement through time 
and space and util

1
ty to the respondent throughout the 

questionnaire. 

C. The Questionnaire 
The questionnai t e has been designed to tap an 

indi v idual's perceptions and feelings about a specific 
process according ~o the conceptualization and time-line 
methodology presen ed above. The questionnaire itself has 
three major parts. 

The effective u~e of the questionnaire requires a 
thorough familiari~y with it by the interviewer. This cannot 
be obtained by a c ilirsory read through but rather depends on 
REHEARSAL and MEMORt

1 
IZATION of the sections and items. This 

does not mean that you have to have a word for word 
rendition, nor tha you read each item as it is written 
down. It is necessfry, however, for the inter v iewers to be 
so familiar with t t e instrument that they can de v ote their 
full attention to ma king the respondent comfortable and 

I 
listening to what f he respondent says. This is ONLY possible 
if the interviewer knows what's coming next without ha v ing 
to break his / her con v ersational style. It is also v er y 
important for reli~bi lit y reasons that the interviewer carry 
out the interview e xactly according to the structu r e of the 
questionnaire. I 
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1. Respondent's Data Section 
The Responde1 t's Data Section consists of two parts; the 

first part is t ~e first page of the questionnaire and the 
second part is tihe conclusion on the last page of the 
questionnaire. 

The first part is to record the respondent number and 
sex, and the in~erview schedule. The second part, the 
conclusion of t ~s questionnaire contains standard 
demographic iterrs and some items specific to this situation. 
Closing comments for the interview in general are also 
included as a script for the interviewer to follow. 

Although both parts of the Respondent's Data section are 
ph y sically attached to each other , the first par- t should be 
carried out in the beginning, while the second part should 
be asked last. 

2. The Story Boa,rd Section 

a. The Introduction 
The intr~duction is designed to explain the purposes 

and procedures of the study to the respondent. A script is 
pro v ided for the interviewer and prompts for actions that 
the interviewer must take are included. All PROMPTS are 
designated by being in capital letters. All emphasis is 
under ) ined. The introduction delimits all of the requests we 
will be making o~ the respondents in specific terms and 
moves the interview from establishing a rapport with the 
respondent, throJgh a description of thP study , through the 
collection of the time - line e vents and their corresponding 
questions. If th~ r espondent has trouble understanding the 
four - e v ent Story Board method, use the comic strip metaphor. 

A Consent Sta ement is a part of the Introduction. It is 
needed for assuring the legal protection of the respondent, 
the University, ~he researchers and the inter v iewers. 
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In addition tp the file card method for the Story Board, 
you may want to audio record the interview in order to 
assist you in ge f ting accurate data. This is only an option. 
You MUST however, transcribe the tape onto questionnaire li 
form~mediatelf after the interview while your memor y is I! 
still fresh. Thii.1 technique will help you to reme mbe r more 
data that you could not have recorded manually during the 
interview. Shaul~ you want to try this technique, the 
following script is for you to ask the respondent's 
permission. 
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Permission to record 

To help both o us in this process, I would like, with 
your permissio , to record the interview. This is only so 
I won't have to take as many notes while you are talking 
and the interview can go quicker and more like a 
con versation. will use the tape only to help me 
reconstruct our inter v iew, afterward it will be erased. 
At no time wil I your name or any othe,- identifying 
characteristic be attached to the tape. Would this be OK 
with you7 

Tu,- n on 
record. 

the tape 

b. Story Board 

I d h · · ecor er as soon as you ave perm1ss1on to 

In essence, th~s is the part when the respondent is asked 
to focus his/her ~ind on a specific a nd recent bureaucratic 
or academic probl~m which s/he experienc ed as a university 
student. YOUR ASSIGNMENT FOR THE ORDER OF SITUATIONS WILL BE 
ON THE TOP SHEET dF YOUR RESPONDENT DATA SECTION. In this 
part you are to r~1 cord the SITUATION itself, FOUR EVENTS 
that the responde t uses to describe the situation, and all 
QUESTIONS under e ch event in that particular situation as 
related by the re , pondent. 

3. Question Analy~is Questionnaire 
This section is the "essence" of the inter v iew. The items 

are designed to mdve from a description of what the question 
represented to thJ respondent in te r ms of hi s/her mo vement 
through the situa 1 ion and the qualities of the question v is ­
a -v is its answer ' lf indeed the respondent did get an 
answer). The flow of this section is designed to move from 
the combination ofl· this question with its answer to the 
answe r itself. 

This is done v~a distinct modes. One mode refers to the 
respondent encountering or creating a gap and is emphasized 
by the key words t iN YOUR MIND''. This is emphasized so that 
the respondent do s not confuse posing the question in 
his/her mind with any subsequent beha v ior (e.g., actually 
asking the question out loud, or getting an answer). 

Another mode eJ1phasizes the connection of the question 
with the event at which the question was initially posed. 
This is emphasize I with the phrase "AT THAT TIME". This is 
because people frequently ask a question more than one time 
during a particular situation and ma y not get an answer the 
first time. Thus, they often have the same question later. 

There is also intricate tracking of the answers to the 
respondent ' s questions, whethe r they actually got an answer 
or not. Such tracking requires careful attention by the 
inte rvi ewer for tre flow of the inter v iew to make sense to 
the ,- espondent. 
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This section il the "expandable" portion of the 
questionnaire in ~ hat the interviewers will fill out one 
these sections forrl

1 

EACH ONE of the questions elicited in 
interview. 

D. The Interview 

1. General Issues 

of 
the 

The interJiew will be conducted at a time and 
location that you have arranged with the respondent. You 
should arrive at ~he scheduled location on time - or in 
advance if possib e to allow you to insure that the 
arrangement is su·table. You will need to meet in a place 
that is free from interruption and has a table. You should 
sit close enough~ ~o the respondent so that s/he can see that 
you are writing t ings down. You also need to be close 
enough so that yo can both see the entire story board 
layout because th ~ s is an essential tool in the interview. 
It is very import,nt that you write down as much information 
as possible on th~ cards during the interview process. Do 
not rely on recal or your tape recorder or your memor y 
latet- on. 

Maintain as much as eye contact with the respondent as 
you can. If the respondent seems confused by a word or 
concept, restate ~he item slowly. If the respondent still 
doesn't understand, or asks what a word means, say: 
"whatever (the worfd) means to you" . DO NOT offer any 
possible interpre1ations or suggest meanings. 

Keep a fairly rapid flow in order to focus the respondent 
on the questionnaire structure and a v oid irrelevant 
conversation. Watch for cues from the respondent. You must 
control the direction and flow of the conversation. If you 
let the respondent ramble, it will waste your time and 
theirs. Further, if the respondent becomes bored/tired, we 
will not get quality data. 

It is important to remain NEUTRAL as far as your own 
opinions and answe~s might be for all the items on the 
questionnaire. If a respondent asks if you agree with 
something said, saty something like "I rea lly want to know 
what YOU think abort this item. There aren't any right at­
wrong answers and it is what YOU think that counts". In 
general you should emphasize slightly those dimensions of an 
item that need to e emphasized - IN YOUR MIND - AT THAT 
TIME. 

If the respondel t doesn 't gi v e 
repeating the item one more time. 
"don't know" they ay be stalling 
response. Give the a little time 

you an answer, try 
If the respondent says 
for time to frame a 
and then re-r ead the item. 
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If you cannot get an answer, write N.A. (no answe r) in the 
margin by the ite r . C~ntinue with the next item ... 

If the respondfnt Inter rupts you before you f1n1sh 
reading an item, ' a back and read it through again from the 
beginning to make sure the respondent understands the item. 
When you don't un1erstand something the respondent has said, 
sa y something likT: "Could you clarify that for me please?" 
or "Could you be l ore specific, please?" 

2. The Process 
First, BE sure you ha v e filled out the cover sheet. 

The RESPONDENT # f' s a two digit number represents the number 
of person that yo are interviewing (01 - nn) . Then, begin 
with the STORY BO RD section of the interv iew. 

The Consent Statement is the first piece of business, and 
although you may ree it as a mere formality, to the 
respondent it contains v aluable information about the 
inter v iew process \ and the study. Be sure that the respondent 
understands it c l larly before you proceed. 

Be sure to ste r th~ respondent back to the st r ucture of 
the questionnaire when s/he rambles out to the structure. 

For the purposls of thi s study you will need blue and 
white 3x5 cards. l.he BLUE cards are used to record EVENTS 
and the WHITE car!s are for recording QUESTIONS. Be sure to 
number each card mmediately according to the scheme 
outlined in the q estionnaire. Then arrange all the question 
cards so that the f a re ordered in time according to their 
corresponding evei t. Check you,- numbering logi c according to 
the instructions. 

For SCALE item (e.g., zero to six) make sure the 
respondent gi ves !l ou a specific number for an answer. Do not 
settle for some a biguous answer, b - y saying: " If you had to 
choose a number, ( ich one would it be 7 " 

Try to be as faithful as possible to the e xact words of 
the respondent, e g., try not to paraphrase answers gi v en b y 
the respondent. 

III. General Concerns 

A. The Pre-Test I 
You need to pre-test the questionnai re as a part of your 

study process. After the process, meet with your g roup to 
compare notes and come up with suggestions for improving the 
items on the questionnaire. For any revision you have done 
within your group, hand in a copy of the re v ised 
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questionnaire to Pjulina Pannen, so that she can keep track 
of the development 

B. The Audio Recor J inq 
You are allowed l to do an audio recording for the 

interview, both in the pre - test stage and in the actual data 
collection stage. ~lease notify Paulina Pannen if you decide 
to use audio recorming for your study. Please NOTE that the 
audio recording is NOT a substitute fo r writing answers on 
the cards and ques ionnaire, but it is to be used to help 
you to remember thtngs you forgot to note down during the 
inter v iew and to s r are experience with other g r oup members. 

[; Miscellaneous 
Check with me i you have ANY problem, questions, 

concerns. If your fespondents want further information 
either before or a · ter meeting with you tell them to feel 
free to contact Pa lina Pannen at the Universitas Terbuka. 

You may hand in your works, files, reports and records 
either being handwritten or typed, howe ver, please make sure 
that your handwriting and typing are legible. 

If you want any ad y ice / help / etc. 
- Paulina Panne ~ 

Perpustakaan Jniversitas 
Terbuka 

please contact: 
021 - 7490941 
* 1208 
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275 

CALL R AT 

TELEPHONJ GUIDELINE FOR THE INTERVIEWER 

"BEST TI E TO CONTACT" AND FOLLOW THIS SCRIPT 

Hello, my name is ... YOUR NAME ... from Universitas Terbuka 
and I'd like to l speak with ... R NAME ... concerning a study 
that we are conducting. 

I 

WHEN R COMES TO THE rHONE 

Hello, my name is ... YOUR NAME ... from Universitas Terbuka 
We are conducti~~ g a study about how students look for 
information and use that information in their learning 
process. It wilt be very confidential and will not affect 
you r status as 1 student of the Universitas Terbuka and your 
grade in any ot l er way. 

Then, the procedures for the study inv ol v e y our picking a 
problem that you have faced and is related to you as a 
student. In an inter v iew format, we will discuss your 
problem, your q~estions about the problem, how you get 
info,- mation to ~nswer your question and how you use that 
information to help you. The inter v iew will take about one 
hour of your tile. And we can meet anywhere where it is 
con v enient to y

1

u. 

Now, at this po1nt, do you ha v e an y question concerning the 
study 7 

ANSWER R'S QUESTIONS IF ANY, THEN CONTINUE 

Would you like ~o participate in ou r stud y? 

IF NO, TERMINATE: 
Thank you for y r ur time. Good bye. 

IF YES, THEN 
Can we make an i ppointment for the interview? 

RECORD TIME, DATE AND PLACE FOR INTERVIEW 

Thank you very ~uch, I'll see you on ... TIME ... at 
... PLACE ... If }here is some reason why you can't make ~he 
appointment or if a new time would be more convenient, 
please call me at ... YOUR PHONE# ... at ... YOUR AVAILABLE 
TIME ... Thank you and good bye. 
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STORYBOARD 

Introduction 

Thank you v ery nuch for allowing us to interview you. As 
I told you before, this study is aimed at looking at the 
information neecs of students. 

Consent Statement 

For the purpose of this study, your answers will be kept 
entirely confidential and no record of your name or an y 
othet- identifyirg characteristic wi 11 be attached to your 
answers in any ~.-a y. You are allowed to answer in any wa y 
you like, and ycur answers do not ha v e any relati on to 
y our grade, your status as a student, administrative or 
academic punishnent in any other way . Your answer will be 
kept for a ma x inum of two years, and Ms. Pannen and her 
research assistant will be the only indi v iduals who have 
access to the dcta. You are free to stop, ask question 
and r e fuse t o a r s we r a que s t i o n a t an y t i me , p a~- t i c u 1 a r 1 y 
to do so right tow before we go on to the next phase. 

AFTER THE RESPONDE~T UNDERSTANDS, CONTINUE 

Ov erview 

What I would like you to do is to focus on a recent 
situation or prcblem relating to your being a university 
student, in ter~s of (PICK ONE SITUATION AT A TIME): 

a [bureaucratifc or academic] problem 

v 
IF BUREAUCRATIC: 
Your situation or ~roblem 
can be anything frcm 
applying to the sd ool, 
registering for a class, 
problem in selectirg courses, 
arranging your schedule, 
paying your tuitior' etc. 

THEN CONTINUE: 

••..... > IF ACADEMIC: 
Your situation problem can 
be anything from 
difficulties in 
understanding a unit in 
your course, not knowing 
how to answer a problem 
given by your professor, 
etc. 

We are interested in the questions you had as you 
experienced or li ve d through this situation, and that is 
what our questionnaire focuses on. The questionnaire is 
s true tur ed to guide how and when we ask you to r emembet­
different parts and different questions of your 
situation. The process ma y take an hour of your time. 
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Redundancy 

~t may seem at limes like I have already touched upon an 
Item, or that ymu responded to an item while answering an 
earlier one. Ev~n if this is the case, my instructions 
are to ask you kach item as it arises within the 
structure of thJ questionnaire. This is so that 1 can 
make sure I have accurately covered everything I need too 
in order to undrrstand what you went through. 

The Situation 

Now we are gain~ to begin the inte rv iew. I want to assure 
you that there rre no right or wrong answers to the 
questions I wil t be asking. Now, what I want you to do is 
to choose a [bu rr eaucratic or academic] situation that 
occurred recent~y. We are interested in what you did as 
you were facing j that situation. I ' ll give you a moment to 
get that situation in mind. 

File Card Method 

What we are goi~g to do, in essence, is ha v e you tell me 
YOUR SITUATION .nd WHAT YOU DID in four events. By this I 
mean those thin~s that you were involved with that led 
you to overcome J your problem. This can include things 
that you did di ectly as well as thoughts and ideas that 
may have occurrr,d at any point in the situation. An eas y 
way for you to l o this might be to think of your 
situation as a ·ourney I will be taking with you, from 
th~ beginning; · he first event, to the end; th~ fourth 
e vent, as if we are mo v ing f r om one place to anothe r , 
even if this place is just in your head .... and we are 
going to take ptctures of those four events that 
happened. I'm going to let one of these file cards equal 
each one of the pictures and each time you tell me 
something that appened, I'll write down what you say on 
one of these ca r ds from the first event until the fourth 
event. This four events will help me to understand what 
you went throug~ and will also help you remember your 
questions at eadh stage in you r situation. The essence of 
this process is to have you do some in depth thinking 
about these questions. 

I 
IF RESPONDENT HAS !. ROUBLE UNDERSTANDING: 

Another way to ook at this is like a comic st r ip. A 
comic strip uswally has four bo xes, and you can 
understand what Snoopy COR OTHER COMIC FIGURESI is doing 
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from the four d fferent pictures of e vents in a 
pa r ti c ula r situ~tion. You a r e to do the same as to tell 
me four e vents ~ f what you did in you r pa r ticula r 
situation. I ' ll write down what you say on these cards. 
Then, we finall~ can get a picture of you r situation in 
fou r e vents, jupt like in a comic strip . 

SHOW THE RESPONDEN r COLOR CARDS AND THE CHART CARD LA YOUT 
BELOW 
------------------------------------------------------------

Events 
1: - 21 -------- - 1 31 --------> 1 4 1 

Questions 

I 1. 1 : I 2. 1 I I 3. 1 : I 4. 1 : 

I 1. 2: 12. 2 1 

I 1. 3 I 

I 1. n: . :4 ,n : 

To start, let ' s think about YOUR SI TUATION. Tell me about 
i t . 

Now, thin k back to the v er y fi r st thi n g t hat YOU DID in 
this situation. What was it ? 

RECORD FIRST EVENT ON A BLUE CARD AND NUMBER IT 

Tell me, what happened ne x t? 

RECORD SECOND EVEN ON A BLUE CARD AND NUMBER IT 

**PROBE** Wha happened ne x t ? An y thing else ? 

CONTINUE UNTIL ALL FOUR EVENTS ARE RE CORDED ON BLUE CARDS 
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IF RESPONDENT HAS DIFFICULTY IN PUTTING THE SITUATION INTO 
FOUR EVENTS: I 

Tell me, what h j ppened first? 

Then, what happ l ned last? 

Now, can you te 1 me two things that happened in the 
middle? 

Questions 

Now pretend that you are back when ........ . 

READ FIRST EVENT Al~D PUT THE CARD IN FRONT OF RESPONDENT 

Focusing right here, go back to that moment in YOUR 
MIND. What I w nt is a list of questions that you had 
then. By questi t ns I means things that you wanted to find 
out about, lear about, come to understand, make sense 
out of. What we are really interested in a r e the 
questions you had at each step of your problem. It ' s 
important for yiu to understand that you didn ' t ha v e to 
ask the questio out loud, and didn ' t ha v e to have 
received an ans

1

er. Sometimes you may not e v en ha v e 
thought about t em as questions, but rather, simply as 
unclea r aspects of you r thinking about the p r oblem. In 
these cases wha I need you to do is to turn these points 
into questions, or translate them into questions. 

Example: 

Let me give you an example. I want to go to on a trip to 
Vancouver, Cana r a. That is my photograph. My questions 
might be: what s the cheapest ~light to Vancouver? How 
much money do I need to save for that trip 7 Where I will 
stay in Vancouver? How can I get city map of Vancouver? 
What are the po nt of interests in Vancou ver? 

Now let's look at your event .... READ EVENT 

Think back, wha questions did you ha v e in YOUR MIND at 
J this point in ttme? 

I 
RECORD QUESTIONS 0 WHITE CARDS 

AND NUMBER THEM .... until 4.n 
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__ ,_ 

Any more questions? 

Now let's look at the ne x t event ........ READ EVENT 

Thinking back t ~ THIS POINT IN TIME, tell me what 
questions did y

0

o] u have 7 

RECORD QUESTIONS WHITE CARDS AND NUMBER THEM 

**PROBE** Any more questions 7 

CONTINUE WITH THIS PROCESS UNTIL ALL QUESTIONS HA VE BEEN 
RE CORDED ON WHITE CARDS AND NUMBERED 

Situation Re v iew 

Now that we have these v erbal pictur es ot- photog,- aphs of 
you r problem laid out, I'd like y ou to think about all 
the questions to see if you ' d like to add an y thing. You 
can do this now, or if as we p r oceed you think of 
an y thing we can add it then. 

Question Analysis 

I want you to think deepl y about what happened and what 
you thought, anc share as much of you r thinking as you 
can. As we a r e going through the p r ocess of the 
questionnaire, there may be times when you need a few 
minutes to think. Please feel free to do so, or let 
me know if you can't understand one of my questions so 
that I won't disturb your thinking. If at any time you 
feel that something you said earlier fits at this moment, 
tell me. 

We ' ll start with this fi r st question 

COMPLETE ONE QUESTION ANALYSIS SECTION FOR EACH QUESTION 
FOR AN IN-DEPTH ~NAL YSIS OF EACH. 
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SITUATION TYPE: (c"rcle one) Bureaucratic Academic 

R # ______ E # ______ Q # 

==================r ========================================= 

Q~ESTION ANALYSIS SECTION 

The question we are focusing on here is 

:::~-~=:-~=:~~~6:-::~-~~~:-~::-~::~-~~-~=:-::~~~:~::~--- -
1. HOW EXPECTED HE l P 

I'd like y + u to think back to when you had this 
question I~ YOUR MIND. How did you e xpect getting 
an answer ~T THAT TIME would help you7 

---------------~-----------------------------------------
2. ANSWERS TO THE ~UESTION 

Did you EVER ge ~ an answer to this question ' 
NO ... <Go ito 3) YES ... 

:---------
v v 

3. Did you actively try to get 
answer to this question? 

an AT THAT POINT 
(Go to 7) v 

NO ... YES ... 

Why7 -------------

------------------~------------ v 
4. What did you try that didn't seem to 

work? _______ ~----------- -------~----

5. ~~~;::;;~~~:~~:~~~~;:~~~~:~;~:~::~~-
to get an answer? 

0 ---1---2- -3---4 ---5---6 
low high 

v 
6. Using our scale of zero to six, how 

IMPORTANT was i to you to get an 

no:n~:;~;:~~::::_f::::::::S-:~~Y important 
(STOP HERE, GO TP THE NEXT QUESTION> 

Late,- ... 
When 7 

(REFER TO 
EVENTS ' 
CARDS, 
THEN 
RECORD THE 
NUMBER OF 
SELECTED 
EVENT> 

OR 

After the 
problem was 
over7 -----
(Go to 7) 

v 

v v 

281 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



7 . What was the an wer? 

:~ - =~:~--:::--~~:- : :::~::--=~--~~~:-:~:::~~--~~~~~~~~~~~~~~ 

~~-:~:~-::::~:-::~[~~:::::-::::~~:::-~~:~-~::-:~~~:~~::-~~: 
other times the

1

, feel like something is missing. Was the 
answer you got complete or partial? 

Pa r tial Complete 

v v 
10. Wh y do you thi k it was partial/complete? 

11. Did the answer to this question help you in the way you 
expected it to, or in any other way? 

Didn't help 

v 

Yes, but not in the 
expected way 

v 

Yes ... 

v 

12. How did it not help? Go to 13 Go to 14 

13. 

v 

v 

~~-::~~-:r~- ~~~- ~~- ::~:- ~:~~- :~:- ~:~_ :::::~:~~ 

14. what other ways did 

v v 

the 
v 

answer help? 

15. Did you actively try to get an answer to this question? 

NO ... Why? _ __ - ------------------- YES 

<Go to 19} 

16. 

v 

1 7 . 
v 

What 
v 

id you try that seem to work? What was 
1 in getting an answer? 
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v 

18. Using ou r scale of ze ro to six, how much effort 
wou 1 d lyou say you spent to get an answer to 
this ruestion? 

0 ---- 1----2----3 ---- 4 ----5 --- - 6 
low high 

19. Using ou r scale of zero to six, how IMPORTANT was it to 
you to get an answer to this question? 

0 ---- 1----2 ---- 3 --- - y - ---5 ----6 

not important very impo,- tant 

<STOP HERE, THEN GO ON TO THE NEXT QUESTION> 
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RESPONDENT # 

========================================================= 

Respondent ' s phone number: 

Interview set for: 

Interview to ta e place at: 

FIELDING INF ORM TION 

Time inter v iew tarted: 

Time intet-v iew 1 nded: ............................ . 

Total length of interview (in minutes) ............ . 

Date of inter v i 1 w: ............................... . 

Interviewer: ..................................... . 

-------------, ---------------
1 SEX of respondent ! 

I 

.... Male .... Female 

-----------------------------
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RESPONDENT # 

CONCLUDING SECTION 

That was a Iring process and I want to thank you for your 
patience and as istance. I have left just a few general 
questions and same questions about yourself that I need 
to ask. 

20. Your age: 

21. Your status as a student: 
a. full , ime student 

.... b. part ime student 

22. Your source of funds for school: 
a. sa v in s 

.... b. work 
. where do you work? 
public / go vernment agency ........... . 

c. 
d . 
e. 
f. 
g. 

1 private company : .................... . 
~ other <specify) : . . ............... . 

o. your job title/rank ................. . 

paren t s 
worksludy 
schol rships 
grant 
other <specify): ................. . 

23. How many credi s ha v e you earned thus far? 

24. How man y 
attained 

a. 
b. 
c. 

25. What was 
a. 
b . 
c . 
d. 
e. 
f . 
g. 

years of post high school education your ha v e 
thus ar? 
1 yea l 
2 yea s 
3 

d. 
e. 
f. 

4 years 
5 years 
other (specify): ...... . 

your otal family income last year? 
under $15,000 
$15,0 1 0 - $30,000 
$30,0 0 - $50,000 
$50,0 1 0- $75,000 
above $75,000 
refus d/don ' t know 
not a p l i cable 

Again, I 'd l i e to thank you very mu c h fo r you r 
assistance. Your a l swers will be v ery helpful to us and 
appreciate yaur he 

1

p. THANK YOU ''' 
we 
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VAP.IABLES - ITEMS MATRIY. 
-----------------------------------------------------------------------------------------------------------------------------VARIABLES STORYBOARD 

~ EVEHTS OUESTIOHS 
OUEST! OHtlAt RE ITEMS 
123~5£>7 9 q 10 11 12 13 1~ tS 16 17 18 19 20 21 22 23 2~ 25 

-----------------------------------------------------------------------------------------------------------------------------SITIJATIOH )( 

-----------------------------------------------------------------------------------------------------------------------------GAPS >: 
------------------------------------------------------------------------------------------------------------------------------IHFORMATIOH 

An:5 .. '!'r'l'd/Hot 
- ~hal 

- Partial/Co"Ploto 

X 
)( 

)( )( 

-----------------------------------------------------------------------------------------------------------------------------FROM UHERE 
- Sourco X 

------------------------------------------------------------------------------------------------------------------------------HOU 
Activon.:s:s 
Effort. O)Cpondttd 
Porcoivod I"port~nco 
Slr~toqio~/ .. orkod 
Slrat'l'qio:5/nol workod 

)( 

)( 

)( 

X 
)( 

)( )( 
)( 

)( 

-----------------------------------------------------------------------------------------------------------------------------UHEH 
How 

- Lalor 
- Aft."r 

X 
X 
X 

-----------------------------------------------------------------------------------------------------------------------------USE 
E:<poctod holp 
Actual Holp 
Additional holp(:s) 
Did not holp 

)( 
)( )( 

X X X 
X X 

-----------------------------------------------------------------------------------------------------------------------------DEMOGRAPHIC DATA 
Aqq 
5lalu:s a:s :slud..,t 
Sourcq of · fund:s 
Cu""ulativo crodit:s 
Education QXporionco 
Fa"ily inco"o 
Gondor 
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Copyright: Michael Nilan 
and Paulina Pannen, 1988. 

INFORMATION SEEKING AND USE BEHAVIORS 

PETUNJUK WAWANCARA 

I. Tujuan Penelitian 

Penelitian ini ~ ertujuan untuk mencari perbedaan da n 
persamaan pola perilaku informasi mahasiswa UT dan non-UT. 
Perilaku informasi dalam hal ini terdiri dari dua keg iat an, 
yaitu mencari informasi dan menggunakan informasi. 
Informasi dalam perelitian ini diklasifikasikan menjadi dua, 
yaitu informasi adlministratif <birokratif) dan informasi 
akademis yang berk j itan dengan masalah isi/materi pelajaran. 

Hasil penelitian ini diharapkan akan berguna untuk 
menentukan perbedaan dan persamaan jasa informasi yang harus 
disediakan untuk m~hasiswa UT dan non - UT. Be r dasarkan hasil 
penelitian ini dap~t dibuat acuan kerja untuk merancang jasa 
informasi yang dapat memenuhi kebutuhan informasi bagi 
mahasiswa UT dan non-UT. 

11. Metode Penelitian 

TIME - LINE INlERVIEW 

a. Konsep umum 
Time-line interview adalah satu teknik untuk mewawancara 

respondent yang akan digunakan dalam penelitian ini. Teknik 
ini memungkinkan r~spondent untuk menceritakan kejadian yang 
pernah dialaminya sebagaimana dia mengalami dan merasakan 
kejadian tsb., tanpa ada pengaruh apapun dari pewawancara. 
Dalam teknik ini setiap kejadian yang dialami respondent 
adalah unik, dan hanya respondent yang tahu/mengerti apa 
yang terjadi (5/he was the only one there and s/he was the 
only one who experienced that situation) 

P roses menceritakan kembali kejadian yang pernah dialami 
oleh respondent diatur sedemikian rupa dalam struktur yang 
disebut storyboard dan questionnaire untuk menganalisa 
pertanyaan. Dalam proses ini, ada beberapa hal yang perlu 
diingat oleh pewawancara. 

1. Respondent 
Pada umumnya, respondent akan merasa senang jika ada 

seseorang yang mau mempe rhatikan dan mendengarkan <menyimak) 

287 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



permasalahan, kelu an dan kejadian yang pernah dialaminya. 
Untuk hal ini dapat terjadi, respondent harus menaruh 
kepercayaan yang p nuh terhadap pewawancara secara pribadi 
maupun secara umum (bahwa informasi yang diberikan akan 
bersifat rahasia d n tidak akan mempengaruhi status sosial 
and akademis respo dent>. Oleh sebab itu, binalah hubungan 
yang baik antara p wawancara dan respondent sejak awal 
pertemuan, tunjukkan bahwa pewawancara memang benar - benar 
ingin memperhatika dan mendengarkan permasalahan 
respondent. Tuntun respondent untuk menceritakan 
pengalamannya dala struktur storyboard: 4 urutan lr angkaian 
kejadian. Pandu respondent agar tidak bercerita panjang 
lebar yang tidak a a hubungannya dengan tujuan penelitian 
1 n 1 • 

2. Pewawancat- a 
- Pewawancara harus menguasai, mengerti dan memahami 
teknik wawancar ini dan instrument yang digunakan dalam 
wawancara ini. Jika mungkin, pewawancara dipersilahkan 
untuk menghafal an instrument dan jalannya wawancara. 
Dengan demikian pewawancara akan dapat mengantisipasi 
permasalahan da dengan mudah mengatasi permasalahan yang 
mungkin timbul dalam proses wawancara. 

- Pewawancara m mpunyai kewajiban untuk membantu 
respondent bercerita tentang pengalamannya dalam 
persepsinya dan dengan caranya sendiri. Jangan mengganti 
ungkapan-ungkapan yang digunakan oleh respondent dalam 
menceritakan pe galamannya. Jangan mempengaruhi 
respondent dengan ucapan - ucapan atau bahasa tubuh yang 
dapat berarti n gative atau positive. Jangan memberika11 
persepsi Anda ke ada respondent. Tapi pewawancara harus 
membantu memberikan stimulus terhadap respondent jika 
respondent mengalami kesukaran dalam mengingat kembali 
permasalahan ya g pernah dialaminya. 

- Pewawancara me punyai kewajiban untuk membiarkan 
respondent berc rita dan mendengarkan cerita respondent 
dengan seksama. 

Time-line interv·ew dalam penelitian ini digunakan untuk 
mengungkapkan kembali pengalaman sesecir~ng sejalan dengan 
perilaku dan persep i seseorang tsb. ketika mengalami 
kejadian tsb. Str-uktur STORYBOARD digunakan sebagai peta 
kognitif, penunjuk agi respondent untuk menceritakan 
kembali pengalamann~ a dalam 4 rangkaian kejadian dan 
pertanyaan-pertanya~n yang ada dalam pikirannya ketika 
mengalarni kejadian ~sb. s:ORYBOARD j~ga d~gunakan sebagai 
pemandu agar respondent t1dak bercer1ta d1luar jalur 
wawancara. 
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b. Instrument penelitian 
Seperti telah diungkapkan terdahulu, metode yang akan 

digunakan dalam penelitian ini adalah Time - Line inter v iew. 
Kemudian, instrument yang akan digunakan dalam penelitian 
ini adalah storyboard dan questionnaire. 

lngat bahwa: 

STORYBOARD 4 rangkaian kejadian/event dan pertanyaan­
pertanyaan yang harus dicatat dalam kartu. 

QUESTIONNAIRE= Analisa pertanyaan dan data respondent. 

STORYBOARD 

Perkenalkan diri Anda kepada responden. Jelaskan pula 
judul dan tujuan penelitian ini. Skrip untuk storyboa r d 
sudah disediakan. Ingat bahwa semua INSTRUKSI ditulis dengan 
huruf besar, sedangkan semua emphasis/penekanan ditulis 
dengan garis bawah. Jelaskan jalan wawancara kepada 
respondent, termasuk penggunaan storyboard <gunakan metafo r 
komik untuk memperjelas, jika perlul. 

Jika terlalu sukar untuk Anda mencatat semuan y a, Anda 
boleh merekam wawancara. lngat bahwa rekaman bukan pengganti 
c atatnn~ Jadi, walaupun Anda menggunakan ,- ecot -det- , bu kan 
be r a r ti Anda tidak perlu mencatat. Sumbe r data utama bagi 
peneliti adalah apa yang Anda catat dalam kartu dan formulir 
y ang telah disediakan, bukan apa yang Anda rekam' Jika Anda 
menggunakan rekaman, mohon ijin kepada r espondent , apakah ia 
tidak keberatan jika wawancaranya di r ekam. Kemudian, adalah 
kewajiban Anda untuk mentranskripkan rekaman Anda ke dalam 
bentuk kartu dan form~lir yang telah disediakan. Lakukan 
transkrip Anda sesegera mungkin, langsung setelah wawancara 
selesai, selagi ingatan Anda akan wawancara tsb. masih 
"fresh". 

Setiap responden diha r apkan bercerita 2 kali tentang 2 
pe r istiwa/kejadian/permasalahan yang dialaminya. Satu 
tentanq permasalahan akademis dan satu laqi tentanq 
permasalahan administratif/birokratif. Pewawancara harus 
ingat bahwa respondent dan wawancara hanya berfokus pada 
satu permasalahan saja pada satu saat (one situation at a 
time). Sehingga, akan ada 2 proses wawancara yang berurutan 
untuk setiap respondent. Pewawancara harus membujuk dan 
menjelaskan bahwa seluruh proses wawanca r a untuk satu 
respondent kira - kira 2 jam <1 jam untuk setiap situasil. 

Dengarkan dengan seksama permasalahan respondent. 
Kemudian gunakan 4 rangkaian kejadian ( 4 EVENTS> sebagai 
peta temporal atau spatial yang berguna untuk membantu 
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respodent bercerit secara sistematik dan berkonsentrasi 
pada permasalahan yang dialaminya pada saat tertentu. Catat 
permasalahan respo dent dalam 4 urutan kejadian dalam kartu 
yang telah disediakan. 

Setelah 4 rangk ian kejadian dicatat semua, pandu 
respondent agar me gingat kembali pertanyaan- pertanyaan yang 
ada dalam pikirann a ketika respondent mengalami setiap 
kejadian (4 kejadi n). Catat semua pertanyaan yang 
dikemukakan oleh r , spondent dalam kartu yang telah 
d~sediakan. Ada ke,ungkinan pe r tan~aan y~ng sama ak~n­
dlulang - ulang dala~ beberapa kejad1an. B1arkan hal 1n1 
te rj adi. 

Setelah semua p rtanyaan dicatat, mulailah analisa 
pe r tanyaan. Pusatk1n wawanca r a pada PERTANYAAN dan JAWABAN 
<se r ta bebe r apa at 1 ibut jawaban)atas pert an y aan y a n g 
dimiliki responden · dalam pikirannya pada saat ia mengalami 
pe r masalahan y ang iceritakann y a. 

Ingat bahwa PER AN YAAN ada dalam pikiran respondent, 
sedangkan ITEM ada dalam questionnaire. Ite~ dalam 
questionnaire berg~na untuk memandu respondent dalam 
menceritakan kemba ~ i pengalamannya secara cermat dan ter­
st r uktur. Item dalam questionnai r e dirancang sedemikian r upa 
untuk mendapatkan 1 nformasi tentang persepsi dan 
pera sa an/pendapat espondent dalam suatu pt· o ses kejadian 
yang unik. 

Efektifitas waw jncara ini akan tercapai jika respondent 
dapat menceritakan kembali kejadian / pe r masalahan yang pernah 
dialaminya dan jika pewawancara dapat menyimak dengan 
seksama terhadap c t1 rita respondent. Oleh sebab itu~ cobalah 
hafalkan jalur dan struktur wawancara, agar perhat1an 
pewawancara dapat erpusat penuh kepada cerita respondent 
daripada kepada ur •tan item dalam instrumen. 

Satu hal lagi y~ng sangat penting dan perlu diingat 
adalah masalah pendmoran. Jika pewawancara tidak memberi 
nomor yang sistematik dalam formulir data respondent, kartu 
events, kartu pertJnyaan dan formulir analisa pertanyaan, 
maka peneliti tida~ akan mendapatkan data yang baik. Oleh 
sebab itu, pewawand ara harus selalu ingat aturan penomoran 
yang akan dijelask n oleh peneliti. 

QUESTIONNAIRE 

Analisa pertanyaan adalah inti dari seluruh proses 
wawancara. Analisa pertanyaan akan meneliti apakah 
respondent pernah 

1
endapatkan jawaban atas setiap pertany aan 

yang dimilikinya, ~ agaimana cara respondent 
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mendapatkan / mencar r jawaban, dan bebe r apa atribut lain. 

Ingat, selalu t ~ kankan "DALAM PIKIRAN ANDA" kepada 
respondent, karena yang ingin diketahui adalah persepsi 
respondent. Jangan memberikan persepsi atau contoh persepsi 
Anda kepada responrent. Penekanan ini juga perlu aga r 
respondent tidak hfnya menyebutkan pertany aan yang pernah 
diucapkan dan dita yakan kepada orang lain, karena yang 
ingin diketahui ad ' lah semua pertany aan, baik y ang pernah 
diucapkan kepada o ang lain, ataupun y ang han y a disimpan 
dalam hati saja. 

Dalam segala ha juga tekankan "PADA SAAT ITU" . yai tu 
pada saat kejadian tsb. dialami oleh respondent, bukan 
sebulan sebelumnya l atau setahun kemudian atau sekarang. 

Lakukan analisa pertany aan sampai seluruh pe r tanyaan 
dalam satu situasi sudah dianalisa. Kemudian ulang seluruh 
proses untuk sit~a i b~rikutnya <yang sa tu J ag i) da r i . 
s t 01- y b o a,- d sam p a 1 an a l 1 sa s e l u r u h p e r t an y a an d a l am s 1 t u as 1 

t sb. 

III . Proses Wawancara 

a. Seca,- a umum 
Wawancara akan diadakan pada hari, tanggal, dan tempat 

yang telah ditentukan, sesuai dengan kesediaan respondent . 
Ha r ap diingat kemungkinan adanya proses wawancara yang 
dimulai jam 19.00 sampai jam 22.00. Pewawancar a diharap 
be rs iap - siap untuk menghadapi kemungkinan tersebut. 

Pewawancara diharapkan selalu datang tepat pada waktuny a 
di tempat wawancara, dan mengakhiri wawancara tepat pada 
waktunya (oleh sebab itu pewawanca r a harus bisa memandu 
respondent agar tidak berbicara terlalu bertele - telel. 
Pewawancara juga diharapkan membina hubungan baik dengan 
respondent dan membina kepercayaan respondent te r hadap 
pewawancara sejak awal pertemuan. Duduklah yang cukup dekat 
dengan respondent agar mudah bagi pewawancara untuk 
memperlihatkan kartu - ka r tu, stor y board, dll. kepada 
respondent. 

Jika respondent be,- tanya "apa artiny a .7 " Jawablah : 
"sebagaimana Anda mengartikannya". Pewawancara tidak 
diharapkan untuk menawarkan atau memberikan interpretasi 
kepada respondent. 

Walaupun respondent diijinkan bercerita dan pewawancara 
wajib mendengarkannya, namun kontrol akan jalannya wawanc ara 
tetap ada pada pewawancara. Jadi pewawanc ara ha r u s bisa 
memberikan kebebasan bercerita kepada respondent, tapi juga 
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tetap menjaga jalur dan waktu wawancara, sehingga semua 
dapat selesai pada waktunya. 

Pewawancara diharapkan berusaha sedemikian rupa agar 
respondent tidak bosan atau mengantuk selama p r oses 
wawancara. Hal ini sangat penting mengingat banyak sekal i 
pengulangan-pengul~ngan yang harus dilakukan selama proses 
wawancara tsb. 

Beri waktu yang cukup bagi respondent untuk memikirkan 
informasi yang diperlukan. Jika pewawancara belum / tidak 
mengerti jawaban respondent, bertany alah kepada respondent, 
dan mahan respondent untuk menjelaskan sekali lagi apa y ang 
dimaksud. 

b. Secara khusuJ 

1. Isilah lembaran pertama dengan bena r . Perhatikan 
penomoran, gunakan aturan penomoran yang telah 
ditentukan. 

2. Bersikaplah ramah untuk menjelaskan kata pengantar, 
overview dll. 

3. Mulailah dengarkan cerita respondent, kemudian segera 
gunakan storyboard untuk mencatat 4 rangkaian kejadian 
cerita respondent. 

I~ • Kartu berwarna adalah 
dalam setiap situasi. 
adalah untuk mencatat 
kejadian dan situasi. 
dan benar. 

untuk mencatat semua kPjadian / e vent 
Kartu putih yang telalt disediakan 
semua pertany aan dari setiap 
Beri nomor semua kartu dengan baik 

5. Setelah semua event dan pertanyaan dicatat, mulailah 
dengan proses analisa pertanyaan untuk setiap pertanyaan. 

6. Kemudian, isilah halaman terakhir dari questionnaire 
yaitu data respondent. 

7. 

8. 

Ulang proses wa~ancara mulai dari cerita respondent 
tentang situasi jyang dialami, story board dan 4 events, 
pertanyaan-pert~nyaan dalam setiap e vent, untuk situasi 
yang berikut. I j gat bahwa setiap respondent ha r us 
menceritakan du situasi yaitu akademis dan birokratis. 

Untuk item y ang menggunakan skala, respondent harus 
memilih salah s tu ukuran dalarn skala, ticfak boleh hanya 
kira - kira. Pewa ancara harus memaksa respondent untuk 
memilih salah stu angka dalam skala. 
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9. Jangan mem - "paraphrase" jawaban / keterangan respondent. 

10. Sebelum wawancara yang sesungguhnya dimulai, pewawancara 
wajib untuk mempretest dan memperagakan proses wawancara 
ini dengan ternan, kolega, atau mahasiswanya. 

11. Laporkan permasalahan yang timbul baik dalam pretest 
maupun dalam proses wawancara yang sesungguhnya kepada 
peneliti, agar dapat didiskusikan baik secara individu 
maupun secara kelompok. 
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STOR YBOARD 

Pengantar 

1. Nama saya adalah .... , tenaga edukatif dari Universitas 
Terbuka. Kami s dang mengadakan penelitian tentang 
perilaku informasi maha siswa perguruan tinggi di 
Indonesia. Hasil penelitian ini pertama akan dijadikan 
disertasi doktor untuk Ora. Paulina Pannen di Amerika 
Serikat, dan ke ua akan dijadikan kerangka acuan kerja 
bagi pimpinan U iversitas Terbuka dalam menyediakan jasa 
informasi bagi ahasiswanya. 

2. Yang kami harapkan dari Anda adalah kesediaan Anda untuk 
bercerita tenta g kejadian/permasatahan yang pernah 
terjadi selama nda menjadi mahasiswa. Pengalaman Anda 
tsb. akan kita aji bersama dalam bentuk wawancara dengan 
pertanyaan- pert nyaan yang sudah kami siapkan. Wawancara 
ini akan berlan sung kira - kira dua jam. 

3. Ucapkan terima kasih atas kesediaan respondent untuk 
diwawancara. 

I j in Wawanca,- a 
Dalam proyek pe elitian in i, informasi dan jawaban yang 
Anda berikan ak n kami rahasiakan . Nama atau identifikasi 
Anda tidak akan digunakan dalam pelaporan hasi 1 

penelitian ini anti. lnfo rmasi dan jawaban yang Anda 
berikan tidak a an berpengaruh terhadap nilai, indeks 
p l" e s t a s i , s t a t u And a s e b a g a i m a 11 a s i s w i'l , 11 u bung n n And a 
dengan universi as baik secara akademis maupun 
birokratif. Han a Ora. Paulina Pannen saja yang be rh a k 
membaca dan men olah jawaban Anda untuk digunakan sebagai 
bahan disse rtas·nya. 

Apakah sekarang Anda siap? 

JIKA R SUDAH MENGERTI DAN SlAP, LANJUTKAN. 

Ove rv iew 
Pada dasarnya k ingin mendengar permasalahan yang 
pernah Anda ala i selama Anda menjadi mahasiswa di 
universitas INI (Universitas Terbuka, Universitas 
Indonesia, atau Universitas Hasannuddin). Coba r enungka n 
kembali masalah yang baru - baru ini Anda alami dalam 
inte1 aksi/hubun an Anda sebagai mahasiswa dengatt 
univet- sitas And 

Masalah Anda dapat berbentuk: <PILIH SALAH SATUl 

masalah akademis a tau masalah birokratif 
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masalah akademis, slperti kesukaran untuk membaca/menget·t i 
salah satu bab/bFgian dari mata kuliah Anda, kesukaran 
dalam mengerjaka perkerjaan rumah, makalah dan latihan­
latihan, kesukar [ n dalam menjawab pertanyaan dosen, 
tutorial, dan uj ·an, dll. 

masalah birokratif, seperti kesukaran dalam memahami 
peraturan regis t Casi, kesuka r an memahami buku panduan, 
kesukaran dalam engartikan peraturan/tata cara dafta r 
mata kuliah, kes karan dalam memilih mata kuliah, 
kesukaran membel f bahan belajar, kesukaran dalam mengu rus 
beasiswa <Supersr ma r , TID, KMll, cuti akademik, dll. 

SELANJUTNYA .... 

Sekali lagi, yang ingin kami ketahui adalah permasalahan 
vanq And a a 1 ami dan pe r tanvaan-pet· tanvaan vanq t imbu l da 1 am 
pikiran Anda ketika Anda menqalami pe rmasa laha n tsb. 

Proses wawancara ini mungkin akan memakan waktu yang agak 
lama dan banyak sek~li pertanyaan yang mungkin seperti 
diulang - ulang. Tapi, kami mahan kesaba r an dan bantuan Anda, 
~arena memang itula~ yang ingin kami ketahui dan kami ca r i. 
k ami harap Anda menjadi maklum adanya. 

Perlu Anda ketah~i, dalam wawancara ini tidak ada jawaban 
yang benar atau sallah. kami hany a ingin mengetahui 
permasalahan yang A da alami dan bagaimana perasaan / pendapat 
Anda, karena pe r masalahan tsb. unik, bukan jawaban yang 
benar atau salah . 

Sekarang, coba Al da renungkan kembali permasalahan 
AkADEMIS atau BIRO RATIF <PILIH SALAH SATUl dan 
menceritakannya dalam 4 rangkaian kejadian. 

JlkA R BELUM MENGE , TI: 

Anda tentu ingat cerita komik 1 Jika Anda ingat, dalam 4 
urutan gambar komik, Anda dapat mengerti apa yang terjadi 
pada si Gareng misalnya. 

Pertama, Gareng makan pisang di pinggir jalan. 

Kedu-a, Gareng me~buang kulit p .isang sembarangan, lalu 
pet- gi. 

1 Ket1ga, Gareng b frjal an kembal1 ke tempat ia membuang 
kulit pisang tanpa berhati - hati. 

Keempat, Gareng menginja k kulit pisang dan jatuh. 
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-

kami harap Anda sekarang dapat menceritakan masalah 
akademis/ birokratif Anda dalam 4 rangkaian kejadian seperti 
cerita Gareng tsb. 

PERL I HATI<AN SUSUNAN kARTU 8 I RU DAN GAMBAR D I BAWAH IN I UNTW', 
MEt1PERMUDAI-f RESPONDENT UNTUI< MENGER1 1 

Events 

Questions 

CJ······I 21········· 

B 
B 
B 

3 ........ >G 

B································ >B 
'------------~---·--------------------

Sekarang, dapatkah Anda menceritakan kepada kami 
pet- masalahan akademis/bit- okratif yang pet- nah Anda alami 
baru - baru ini, dan apa yang Anda lakukan <atau: apa yang 
terjadil ketika Anda mengalami permasalahan tsb. dalam 4 
rangkaian kejadian? 

Sekarang, coba ceritakan permasalahan Anda. 

SIMAK PERMASALAHAN R DENGAN TELITI. 

Kemudian, apa yang terjadi atau Anda lakukan pertama7 

CATAT kEJADIAN INI (EVENT> DALAM kARTU BIRU DAN BERI NOMOR. 

Apa yang terjadi atau Anda lakukan be r ikutnya? 

CATAT kEJADIAN IN! (EVENTI DALAM kARTU BlRU DAN BERI NOMOR 
SAMPAI KEJADIAN KEEMPAT. 
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APABILA R KESUKARAN: 

Coba ceritaka~ apa yang terjadi atau Anda lakukan 
pertama? 

Kemudian, apa yang terjadi atau Anda lakukan terkat1ir? 

Sekarang, apa yang terjadi atau Anda lakukan ditengah ­
tengah ini7 <ked~a dan ketigal 

CATAT SEMUA URUTAN KEJADIAN <EVENT> DALAM KARTU BIRU DAN 
BERI NOMOR SAMPAI KEJADIAN KEEMPAT. 

Baiklah, sekarang coba Anda renungkan kejadian pertama. 

BACAKAN KEJADIAN PERTAMA DARI KARTU BIRU. 

Ketika Anda mengalami kejadian pertama atau melakukan hal 
pertama ini, pertanyaan ap~ saja yang timbul dalam pikiran 
Anda? Apa saja yang ingin Anda ketahui, apa yang ingin Anda 
coba untuk mengerti, apa yang Anda ingin coba untuk 
memahami? 

Maksud kami, bukan hanya pertanyaan yang Anda tanyakan 
kepada seseorang, tapi juga pertanyaan yang Anda simpan saja 
didalam hati Anda. 

Misalnya, kejadian yang pertama dalam permasalahan saya 
adalah: saya ingin pergi berlibur ke Bali. Pada saat itu, 
pertanyaan yang timbul dalam pikiran saya adalah: 
Bagaimana saya bisa sampai ke Bali? Berapa biaya 
perjalanan ke Bali? Berapa banyak uang saku yang perlu 
saya bawa? Berapa hari saya perlu tinggal di Bali 7 Di 
mana saya harus menginap? Apa saja yang saya bisa lihat 
dan lakukan selama di Bali 7 

Sekarang, A~da renungkan kembali kejadian pertama ini. 
Pertanyaan apa saja yang ada dalam pikiran Anda pada saat 
ini7 

CATAT PERTANYAAN DI KARTU PUTIH 

Masih ada lagi? Masih ada pertanyaan lagi? 

CATAT SEMUA PERTANYAAN DI KARTU PUTIH 

BACA KEJADlAN BERIKUTNYA 
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Kemudian, Anda renungkan kembali kejadian kedua ini. 

Pertanyaan apa yang ada dalam pikiran · Anda pada saat itu? 

CATAT PERTANYAAN DI KARTU PUTIH 

Masih ada lagi? Masih ada pertanyaan lagi? 

BACA KEJADIAN BERIKUTNYA 

Kemudian, Anda renungkan kembali kejadian ketiga ini. 

Pertanyaan apa yang ada dalam pikiran Anda pada saat itu? 

CATAT PERTANYAAN 01 KARTU PUT1H 

Masih ada lagi? Masih ada pertanyaan lagi? 

BA CA KEJADIAN BERIKUTN YA 

kemudian, Anda renungkan kembali kejadian keempat ini. 

Pertany aan apa yang ada dalam pikiran Anda pada saat itu ? 

CATAT PERTANYAAN 01 KARTU PUTIH 

Masih ada lagi? Masih ada pe,- tanyaan lagi? 

SELESA1KAN PROSEDUR INI SAMPAI KE KEJAD1AN KEEMPAT 
DAN SAMPAI SEMUA PERTANYAAN SUDAH TERCATAT OJ KARTU PUTIH. 

Baiklah, sekarang, masih ada lagi yang perlu diskusikan, 
y a i t u men g an a l i sa per t any a an - p e ,- t any a a n i n i . M a,- i k i t a m u l a i 
sekarang. 

MULA! "ANALISA PERTANYAAN" UNTUI< SETIAP PERTAN YAAN. 

MASING-MASING PERTANYAAN HARUS DIANALISA 
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SITUASI <lingkari salah satu): Ak ademis Administratif 

R # E # Q ti 

~============================================================= 

ANALISA PERTAN YAAN 

Pertany aan yang akan kita diskusikan sekarang adalah: 

<BACA PERTAN YAAN DAR! KARTU PUTIH DAN PERLIHA TKAN KE PADA R> 

1. BANTUAN/PERTOLONGAN YANG DIHARAPKAN 
Renungkan kembali pada saat timbul pe r tanyaan ini DALAM 

PIKIRAN ANDA. Seandainya Anda mendapat ja~aban atas pe r tan y aan 
Anda PADA SAAT ITU, apakah jawaban yang Anda pe ro leh dapat 
membantu / menolong Anda ? Bagaimana jawaban tsb. membantu Anda ? 

2. JAWABAN ATAS PERTANYAAN 
Apa kah Anda pernah mendapatkan jawaban atas per tany aan Anda 
itu ? 

... Tidak 

3 . Jika tidak, apakah Anda berusaha dengan 
aktif menc ari jawaban atas pertanyaan 
Anda ini ? 

v 
PADA 
SAAT 

.Tidak - -> Mengapa? ---------- - ------------- ITU 

v 

... Ya - > 4. Usaha/ca r a apa yang Anda 
lakukan dan tidak berhasi 1 7 

5. Dalam skala 0 - 6, menurut 
penilaian Anda, berapa ban y ak 
usaha yang telah Anda lakukan ? 

0- - - 1---2 --- 3 ---4 --- 5 -- -6 
tidak ada usaha b anyak 

6. Menggunakan skala 0 - 6, menurut penilaian 
Anda, berapa penting bagi Anda untuk mendapat 
jawaban atas pertany aan Anda ? 

o---1---2---3---4-- - s ---6 
tidak penting pe nt ing sekali 

<STOP DI SINI, <ke 7 > 
LAN J UT KAN KE PERTANYAAN BERI KUTNYA> v 

Ya 

v 
Setelah 
i tu ... 
Kapan ? 

<pada 
e>vent 
yang 
mana 7 ) 

v 

a tau 
Sete>lah 
masalah 
bet- Jalu ? 

(ke 7 > 

v 
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7. Apa jawabannya? 

8. Darimana Anda dapatkan jawaban tsb.? <sumber) 

9. Menurut penilaian Anda, apakah jawaban yang Anda peroleh 
tsb. sudah sempurna <lengkap/komplit> atau masih kuranq ? 

sempurna ... masih kut- ang 

300 

10. Menurut penilaian Anda, mengapa jawaban tsb. sempurna atau 
masil1 kuranq? ________ _ ________ ___________ _________________ _ 

11. Apakah jawaban yang Anda peroleh dapat membantu/menolong 
Anda sebagaimana yang Anda harapkan? 

tidak 
membantu 

v 

membantu, 
tap i tak sepet- t i 
yang diharapkan 

... membantu 
sebagaimana 
diharapkan 

12. Dalam hal apa jawaban tsb. 
tidak membantu Anda? 

<ke 13> 

v 
13. Dalam hal apa jawaban tsb. membantu 

tap i tak sepet- t i yang And a hat- ap k an ? 

-------------------------------------

<ke 14> 

v 

14. Apakah jawaban tsb. juga membantu Anda 
dalam hal lain? (jelaskan, dalam hal 
apa 7 ) 

------------- --------------- -------------
v v v 

15. Apakah Anda berusaha dengan aktif mencari jawaban atas 
pertanyaan Anda ini? 

Tidak --> Mengapa? ----------------------------------------

Ya -> 16. Usaha/cara apa yang Anda lakukan dan 

berhasi}? -----------------------------------
<ke 19> ------------------------------- - ------ - -- - ---

v 

17. Usaha/cara apa yang Anda lakukan dan tidak 

berhasil
7 

-------------- - --------------------

------- - --------------------------------- ----
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v 

3 0 1 

18. Dalam skala 0- 6, menu r ut penilaian Anda, 
berapa bany ak usaha y ang telah Anda la kukan 
untuk mendapatkan jawaban atas pertany aa n 
And a in i ? 

0 --- 1---2 - - - 3 ---4---5---6 
tidak ada usaha ban y ak 

19. Menggunakan skala 0 - 6, menurut penilaian Anda, berapa 
penting bagi Anda untuk mendapat jawaban atas pertanyaan 
Anda ini ? 

0 - --1 ---2 ---3 ---4 ---5 - - - 6 
tidak penting penting sekali 

<STOP DI SIN!, LANJUT KAN KE PERTAN YAAN BERI KUT NY A> 
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RESPONDENT # 

============================================================== 

Nama: 

NIM: 

Alamat: 

Telepon: 

Wawancara mulai jam: 

sampai jam: 

Lama wawancara (dalam menitl: 

Tanggal wawancara: 

Tempat wawancara: - - --------- - ---- --------------- - -- - -- - ---
Pewawancara: ----------------------------------------------

Jenis kelamin respondent: 

... Pria Wanita 

Copyright: Michael Nilan dan Paulina Pannen, 1988 
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RESPONDENT # 

DATA RESPONDENT 

Cukup panjang juga diskusi kita. Terima kasih atas kesabaran 
dan bantuan Anda. Sebelum diskusi ini kita akhiri, ada beberapa 
pertanyaan lagi yang saya perlu tanyakan pada Anda: 

20. Usia/tanggal lahir: 

21. Jumlah beban kredit semester ini: 

22. Biaya untuk kuliah didapat dari: 

a. tabungan 
b. bekerja (biaya sendiri) 

- - > - di pemerintah ............. . 
- di swasta ................. . 
- lainnya ( jelaskan') 

- Pangkat/jabatan Anda? 

c. biaya orang tua 
d. beasiswa Cjelaskan! ..... . 
e. Kredit Mahasiswa Indonesia 
f. lainnya Cjelaskanl) ...... . 

23. Sampai saat 
selesaikan? 

ini, berapa jumlah SKS yang telah Anda tempuh / 

24. Setelah lulus SMA (atau sederajat) pendidikan apa saja yang 
pernah Anda ikuti dan berapa lama? 

Narna 
. . . . . 

. . . . . . . 

. . . . . . 
. . a. 
. . b . 

. c . 

Lama 
0 - 1 tahun 
2 tahun 
3 tahun 

Lama 
d. 4 tahun 
e . 5 tahun 

. ......... f. lainnya Cjelaskan') 

25. Berapa jumlah penghasilan Anda Catau keluarga Anda> rata­
rata per bulan selama tahun lalu ? 

a. - Rp. 30.000,-
b. Rp. 31.000,-- Rp. 100.000,-
c. Rp. 101.000,- - Rp. 200.000,-
d. Rp. 201.000,-- Rp. 300.000,-
e. lebih dari Rp. 300.000, -
f. menolak menjawab 
g. tidak tahu /N.A. 

Sekali lagi, terima kasih atas bantuan Anda. Semoga Anda sukses' 
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T()Paulina Pannen 
Mic hael Nilan 

SYRACUSE UNIVERSITY 
INSTITUTIONAL REVIEW BOARD I HUMAN SUBJECTS 

MERRILL LANE I SYRACUSE, NEW YORK 13244-5290 

DATE: 
TRB# 

Telephone (315) 443-3013 

10/11/88 
88- 136 

SUBJECT: Proposal submitted for expedited review entitled: 
Comparative Study on Information Seeking Behavior of Resid ent i al and 
Non - Residential Students 

Your proposal was given expedited review and on behalf of the Institutional Review 
Board, I wish to inform you that it has been given FULL APPR()VAL. The 
information you submitted pertaining to the above proposal was reviewed for 
evaluation of your judgment in determining: 

1. the rights and welfare of the individual(s) under investigation. 
2. the appropriate methods to secure informed consent, and 
3. the risks and potential benefits of the investigation. 

It is my judgment that your proposal conforms to the University's policy relative to 
the use of human subjects and its assurance to the Department of Health and Human 
Services. Your protocol is approved for implementation and operation for a period of 
one year. H. the project continues beyond 10/31/89 , you must submit assurance 
that the approved protocol is being used and request approval for the additional 
period required. 

PLE;\SE NOTE: By it::; v~ry nnturc, re:;cnrch. in·: a!ving humnn :;ubject; oftcr. requires 
significant change in plans and procedures. You are reminded that it is your 
responsibility to inform the Board promptly of any such changes in your protocol and 
request review and approval. , 

R'n/UvJ£~ ~ ~ 
Ronald T. Verrillo, Chairman Secretary for the Board 

, 
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TO: Paulina Pannen 
Michael Nilan 

SYRACUSE UNIVERSITY 
INSTITUTIONAL REVIEW BOARD I HUMAN SUBJECTS 

1129 MERRILL LANE I SYRACUSE, NEW YORK 13244-5290 
TELEPHONE 3151443-3013 

MEMORANDUM 

DATE: July 13, 1989 

IRB#: 88 - 136 

SUBJECT: Renewal Approval for Use of Human Subjects 

TITLE: Comparative Study on Information Seeking Behavior 
and Non-Residential Student s of Residential 

Your request for renewal of your human subjects protocol for the year ahead has 
been reviewed and approved. 

If you propose to carry on this work after 7 I 31/90 , you will need to submit another 
request for renewal. Please call the Board's secretary, ext. 3013, if you would like to 
have a REQUEST FOR RENEWAL FORM. 

PLEASE NOTE: By its very nature research involving human subjects often 
requires significant change in plans and procedures. If this should occur, you need 
to inform the Board promptly and to request review and approval. 

~--rV~ p...._ 
Ronald T. Verrillo, Chairman 

Secretary for the Board 
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Dengan hormat, 

Dengan ini kami beritahukan bahwa Saudara telah terpilih 
menjadi responden dalam proyek penelitian "Perilaku 
Informasi Mahasiswa Universitas Terbuka di UPBJJ-UT-Jakarta 
dan UPBJJ - UT - Ujung Pandang''. Proyek penelitian ter9ebut 
bertujuan untuk mengetahui pola mahasiswa Universitas 
Terbuka dalam mencari informasi, baik informasi akademis 
maupun informasi administratif yang menunjang proses belajar 
mandiri. 

Hasil proyek penelitian ini akan diolah untuk menjadi 
disertasi yang disyaratkan dalam program doktor pendidikan 
di Syracuse University, New York, U.S.A. Selanjutnya, juga 
akan berguna untuk menjadi acuan kerja para pimpinan 
Universitas Terbuka di Jakarta dalam merencanakan jasa 
informasi yang efektif bagi mahasiswanya. 

Sehubungan dengan hal tersebut, kami mohonkan kesediaan 
Saudara untuk diwawancara selama kurang lebih dua (2) jam. 
Untuk keperluan pendataan responden dan pengaturan jadwal 
wawancara, kami mahan Saudara mengisi formulir terlampir 
<lengkap dengan amplop dan perangkonya> dan dikembalikan 
kepada kami sebelum tanggal 4 September 1989. 

Selanjutnya, kepastian jadwal wawancara Saudara akan kami 
beritahu melalui surat atau tilpun. Jika tidak ada 
pemberitahuan lebih lanjut dari pihak kami, Saudara 
diharapkan datang pada jadwal yang telah Saudara pilih. 
Tempat wawancara adalah Kantor UPBJJ - UT-Jakarta di 
Rawamangun. 

Informasi yang Saudara berikan kepada kami akan kami jaga 
kerahasiaannya, sehingga hanya peneliti utama yang mempunyai 
hak untuk membaca dan mengolahnya. 

Kami dan beberapa orang ternan yang akan membantu kami 
untuk mewawancara Saudara akan berada di Jakarta pada 
tanggal 10 s/d 27 September 1989. Imbalan ala kadarnya akan 
kami sediakan untuk partisipasi Saudara dalam penelitian 
ini. Partisipasi Saudara dalam proyek penelitian ini sangat 
kami harapkan. 

Sebelum dan sesudahnya kami ucapkan terima kasih. 

Hormat kami, 

Ora. Paulina Pannen, M.L.S. 
Peneliti Utama 
Syracuse University 
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PROYEK PENELITIAN 
PERILAKU INFORMASI MAHAS"ISWA UNIVERSITAS TERBUKA 

Sekretariat: Perpustakaan Universitas Terbuka 
Jl. Raya Terbang Layang, Pondok Cabe, Ciputat 

P.O. Box 6666, Jakarta 10001 
Telepon: 021 - 7490941 

============================================================ 
NAMA: 

NIM: 

REGISTRASI TERAKHIR: 

ALAMAT: 

Desember 1987/Januari 1988 

Juli/Agustus 1988 

December 1988/Januari 1989 

Juli/Agustus 1989 

TELEPON: <rumah> ________________________________________ _ 

<kantor) ___ ______________ __ _________ _ __________ _ 

Bersedia diwawancara pada tanggal: <lingkari pilihan 

Saudara) 15 16 17 18 

19 20 

10 

21 22 

1 1 

23 

12 

24 

13 

25 

14 

26 27 September 1989, 

pada jam: (beri tanda silang pada pilihan Saudara) 

9.00 - 12.00 pagi 12.00 - 15.00 siang 

13.00 16.00 siang 16.00 

17.00 - 20.00 sore 

Tempat wawancara: Gedung UPBJJ - UT Jakarta 

Rawamangun, Jakarta Timur. 

19.00 sore 
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Dengan hormat, 

Dengan ini kami beritahukan bahwa Saudara telah terpilih 
menjadi responden dalam proyek penelitian " Perilaku 
Informasi Mahasiswa Universitas Terbuka di UPBJJ-UT-Jakarta 
dan UPBJJ-UT - Ujung Pandang". Proyek penelitian tersebut 
bertujuan untuk mengetahui pola mahasiswa Universitas 
Terbuka dalam mencari informasi, baik informasi akademis 
maupun informasi administratif yang menunjang proses belajar 
mandiri. 

Hasil proyek penelitian ini akan diolah untuk menjadi 
disertasi yang disyaratkan dalam program doktor pendidikan 
di Syracuse University, New York, U.S.A. Selanjutnya, juga 
akan berguna untuk menjadi acuan kerja para pimpinan 
Universitas Terbuka di Jakarta dalam merencanakan jasa 
informasi yang efektif bagi mahasiswanya. 

Sehubungan dengan hal tersebut, kami mohonkan kesediaan 
Saudara untuk diwawancara selama kurang lebih dua <2> jam. 
Untuk keperluan pendataan responden dan pengaturan jadwal 
wawancara, kami mohon Saudara mengisi formulir terlampir 
(lengkap dengan amplop dan perangkonya) dan dikembalikan 
kepada kami sebelum tanggal 14 September 1989. 

Selanjutnya, kepastian jadwal wawancara Saudara akan kami 
beritahu melalui surat atau tilpun. Jika tidak ada 
pemberitahuan lebih lanjut dari pihak kami, Saudara 
diharapkan datang pada jadwal yang telah Saudar a pilih. 
Tempat wawancara adalah Kantor UPBJJ - UT - Ujung Pandang di 
Kampus Bharaya, Ujung Pandang. 

Informasi yang Saudara berikan kepada kami akan kami jaga 
kerahasiaannya, sehingga hanya peneliti utama yang mempunyai 
hak untuk membaca da n mengolahnya. 

Kami dan beberapa orang ternan yang akan membantu kami 
untuk mewawancara Saudara akan berada di Ujung Pandang pada 
tanggal 4 s/d 21 Oktober 1989. Imbalan ala kadarnya akan 
kami sediakan untuk partisipasi Saudara dalam penelitian 
ini. Partisipasi Saudara dalam proyek penelitian ini sangat 
kami harapkan. 

Sebelum dan sesudahnya kami ucapkan terima kasih. 

Hormat kami, 

Ora. Paulina Pannen M.L.S. 
Peneliti Utama 
Syracuse University 

309 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



PROYEK PENELITIAN 
PERILAKU INFORMASI MAHASISWA UNIVERSITAS TERBUKA 

Sekretariat: Perpustakaan Universitas Terbuka 
Jl. Raya Terbang Layang, Pondok Cabe, Ciputat 

P.O. Box 6666, Jakarta 10001 
Telepon: 021 - 7490941 

============================= =================== ============ 
NAMA: 

NIM: 

REGISTRASI TERAKHIR: 

ALAMAT: 

Desember 1987/Januari 1988 

Juli/Agustus 1988 

December 1988/Januar i 1989 

Juli/Agustus 1989 

TELEPON: <rumah) _ __________ _ _____ _ _____ _ ______________ _ _ __ _ _ 

(kantor) ___________________________ _ ____ _ _____ ___ _ _ 

Bersedia diwawancara pada tanggal: <lingkari pilihan 

Saudara) 5 6 

16 17 18 19 

7 

20 

8 

21 

9 10 1 1 12 13 

Oktober 1989, 

pada jam: (beri tanda silang pada pilihan Saudara) 

14 

9.00 - 12.00 pagi 12.00 - 15.00 siang 

13.00 16.00 siang 16.00 19.00 sore 

17.00 - 20.00 sore 

Tempat wawancara: Gedung UPBJJ - UT Ujung Pandang 

Kampus Bha r aya 

Ujung Pandang 

15 
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APPENDIX C 

TRAINING PROCEDURES 

(Day ()'ne) 

I. Purpose of study 

II. Review training manual with emphasis on: 
A. Conceptual notion of information needs in terms of 

1. User perspective vs. system perspective 
2. Cognitive movement 
3. Gaps and information uses 

8. Operational notions of "listening" 
1. Time/space context (events in story board) 
2. Questions 
3. Information seeking variables <source, importance 

etc.) 
4. Information use variables (expected and actual 

helps, etc.> 
5. Probes (clarity, coverage and depth> 

C. Interviewer - Respondent rapport 
1. Trust and cooperation 
2. Concern and respect for the situation as seen by 

the respondent 
3. Interviewer control 

III. Fielding the instrument 
A. Kriow the instrument inside and out 
B. Interviewing schedule 
C. Importance of recording 

1. Legibility 
2. Paper trail 
3. Immediate transcription 

D. Fielding hints 
1. Interviewer behavior 

a. Punctuality 
b. Politeness 

2. Respondent behavior with examples of difficult 
and negative situations 

IV. Review of the instrument in "real time" 

V. Interviewers should review training manual and 
instruments for day two . 
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<Day Two) 

I. Question and answer review of Day One 

II. Role play interview with extensive explanation of 
interviewer and instrument moves 

III. Interviewers conduct interviews with each other- once 
as R, once as Interviewer. 

IV. Discussion of "troublesome" aspects 

V. Resolve "troublesome" aspects 

VI. Role play interview in "real time" 

VII. Interviewers interview at least two colleagues, 
friends, etc. in a manner as close as possible to 
fielding conditions 
A. Interviews should be taped 
B. Interviews should be transcribed 

(Day Three) 

I. Check in interviews to demonstrate data management that 
will be used in actual fielding 

II. Discuss difficulties - practice probes, especially 
chaining 

III. Review data management procedures 

IV. Two more practice interviews 

V. Trainer review the interviews conducted, both written 
and audiorecorded. 
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(Day Four) 

I. Check in interviews with help 

II. Discuss problems 

III. Describe actual sampling design and fielding plan 

IV. Those interviewers who still need practice, conduct two 
more interviews 

v. Assignments 
A. Go interview 

interview schedule 
- intruments 

stationery 
money 
others. 

or B. More pretesting 
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APPENDIX D 

Date: November 15, 1989 

Project Title: A Study in Information Seeking and Use 
Behaviors of Resident and Non- resident 
Students in Indonesian Tertiary Education 

314 

40012.pdf

Koleksi Perpustakaan Universitas terbuka



Date: November 15, 1989 

# Column # 

001 01/02/03 

002 04 

003 05/06/07 

004 08 

005 09/10/11 

12 

006 13/14 

007 15 

008 16/17 

009 18/19 

20 

010 21 

011 22/23/24 

Variable 

Project # 

Location Code 

Respondent # 

Residency Status 

Length of Interview 
in minutes 

BLANK 

Date of Interview 

Sex 

Age 

Credit load of the 
current semester 

BLANK 

Source of funding 

Credit earned 

Code 

289 

1 = Jakarta 
2 = Ujung Pandang 

101 - 299 

0 = NR 
1 R 

001-999 

CA # 01 

0 -= female 
1 = male 

18- 99 

00 - 99 

0 = savings 
1 work 
2 = parents 
3 It: scholarships 
4 = loan 
7 = other 
9 = missing 

000-999 
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Date: November 15, 1989 

# Column # Variable 

012 25 Post high school ed. 

013 26 Total family income 

27 BLANK 

014 28 Situation Type 

015 29 Total # Event 

016 30/31 Total # Questions 

32 BLANK 

017 33 Event # 

018 34 Question # 

019 35/36/37 Nature of Q: 
Descriptive 

020 38 Nature of Q: 5 w 

021 39 Nature of Q: Entity 

40 BLANK 

022 41/42 Help/Uses ( #0 1, 13, 
14> and not help (# 
12) - Depth 1 

Code 

1 = 
2 
3 
4 
5 = 
6 = 
7 = 

9 

316 

1 year 
2 years 
3 years 
4 years 
5 years 
6 years 
other 
(includes 0) 
missing 

0 - Rp.30.000.-
1 Rp.31 - 100.000 
2 Rp.101 - 200.000 
3 = Rp.201 - 300.000 
4 = above Rp.300.000 
8 refused 
9 not applicable 

0 = Academic 
1 Bureaucratic 

1 - 9 

01 - 99 

1 - 9 

1 - 9 

CA # 02 

CA # 03 

CA # 04 

CA # 05 
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Date: No vember 15, 1989 

-----------------~--------------------------------------- -----

# Column # Variable Code 
-----------------~--- ------------------------------ -----------

43/44 

023 45 

024 46 

025 47 

48 

0 26 49/50 

0 2 7 51/52 

53/54 

028 55 

029 56 

5 7 

030 58/59 

60/61 

62/63 

64 

031 65 

Help/Uses (#01, 13, 
14> and not help (# 
12> - Depth 2 

Ever get an answer to 
Question? (# 02) 

Time of answer 

Actively t r y to get 
an answer? (# 03, 15> 
BLANK 

Reason for not t r ying 
( # 03' 15) 

What seems to work (# 

16) and did not wo r k 
(# 04, 17> STRATEGY -
Depth 1 

Strategy - Depth 2 

Effort <# 05, 18> 

Importance (# 06, 19> 

BLANK 

Source (# 08) -
Depth I 

Source (# 08) -
Depth II 

Source - Depth III 

BLANK 

Answer completeness 
(# 09) 

CA # 05 

0 = No 
1 Yes 

0 = Now 
1 = later 
2 = after 

0 = No 
1 Yes 

CA ~· 0 6 

CA # 07 

CA # 0 7 

0 - 6 

0 - 6 

CA # 08 

CA # 08 

CA # 08 

0 
1 = 

Partial 
Complete 
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Date: November 15, 1989 

# Column # 

032 66 

Variable 

Actual helpfulness of 
answer (# 11> 

318 

Code 

0 = did not help 
1 = yes, but not in 

expected way 
2 yes, in expected 

way 
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Date: January 15, 1990 

CA • 01: DATE £F INTERVIEW 

Code Date Code Date 

01 09/10/89 21 10/05/89 

02 09/11/89 22 10/06/89 

03 09/12/89 23 10/07/89 

04 09/13/89 24 10/08/89 

05 09/14/89 25 10/09/89 

06 09115/89 26 10/10/89 

07 09/16/89 27 10/11/89 

08 09/17/89 28 10/12/89 

09 09/18/89 29 10/13/89 

10 09/19/89 30 10/14/89 

11 09/20/89 31 10115/89 

12 09/21/89 32 10/16/89 

13 09/22/89 33 10/17/89 

14 09/23/89 34 10/18/89 

15 09/24/89 35 10/19/89 

16 09/25/89 36 10/20/89 

17 09/26/89 37 10/21/89 

97 other 

98 don't know 

99 missing 
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Date: January 15, 1990 

CA • 02 : Nature of Questions - DESCRIPTIVE < aboutness) 

000 
010 

Self 
Self evaluation 

020 Self ability 
021 - Self Academic 

Ability 

022 - Self Financial 
Ability 

030 Self time management 

e.g. Am I too old to handle 
all of this? 

e.g. Should I get extra help 
from the professor? 

e.g. Do I have money to buy 
the book? 

e.g . !low long this would 
take? 

100 Acade.ic Hatters <****For Academic Staff, use 410****) 

1 10 

1 1 1 

112 

120 
121 

122 

130 

131 

132 

133 

Grade 
**** Grade Report 
use 25 **** 

Grade Point Average 

Grade Requirement 

Course Content 
- Subject Matter Area 

Syllabus/Handouts 

Academic regulation 
and procedure 

Prerequisite/course 
!;~quenc:~ 

Course requirement of 
a program of study 

Academic Deadline 

e.g. How it is going to effect 
my grades? 

e.g. Will a D ~be 1atal for my 
GPA? 

e.g. How much is the weight of 
attendance for my final 
grade? 

e.g. What is the bone and 
muscle structure? 

e.g. Is the syllabus for the 
course ready? 

e.g. Why is there a 
restriction on the class? 

e.g; Which course should be 
taken first, Moneter II 
or the Moneter Policy? 

e.g. Will the courses from 
other department be valid 
for my program? 
What courses should I 
take for my program? 

e.g. When will be the deadline 
for submitting the 
individual assignment? 
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140 Academic support <****Support Personnel, use 420****1 

14 1 

142 

143 

144 

145 

146 

150 

Textbooks, references, 
readings, modules, 
individual assignments 

Library & other places 
<British Council, etc.) 

Study group 

Tutorial program 
**** Time and Place of 
tutorial program, use 
223**** 

TV and radio broadcast 

Translation 

Intra and Extra 
Curriculum 

200 Ad•inistrative Hatters 
210 Registration 

211 

212 

General procedure, 
entry and returning 

Exams and re-exams 

213 KRS <SCORE> form 

214 Course and exams 
schedule/listing 

215 Credit limit 

216 Tuition 

e.g. Is there any other books 
that I can read and use? 

e.g. Will the library carry 
this book? 

e.g. Will the study group help 
me with math? 

e.g. Why the tutorial program 
was eliminated? 

e.g. Is the TV broadcast 
relevant with the topic 
in the module? 

e.g. Is my translation 
correct? 

e.g. Which English course 
should I take? 

e.g. Why the registration 
procedure was 
complicated? 

e.g. How to register for the 
re-examination? 

e.g. Why the department did 
not return my KRS? 

e.g. Is there any new course 
on the schedule? 

e.g. Can I exceed my credit 
limit for current 
registration? 

e.g. Do I need to show my 
tuition receipt? 
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220 Logistics 

221 

222 

223 

230 

Availability and 
distribution of forms, 
modules, assignments 

Room, offices <where?> 

When & where tutorial 
program 

Financial Aid 

240 Sanction (academic and 
administrative) 

250 Grade Report 

300 Strategy 

400 Personnel 

e.g. When will the form be 
available again? 

322 

e.g. Where is the Central 
Office? How to go there? 

e.g. When is the next 
tutorial? 

e.g. What are the requirement 
to get the loan? 

e.g. What is the sanction for 
late tuition payment? 

e.g. Can I get a copy of the 
grade report? 

e.g. What do I do now? 

410 Professor/Instructor/Assistant/Tutor/Advisor 

411 Personality e.g. How do I know who to 
pick? 

412 Behavior e.g. Why didn't the professor 
look at the syllabus 
before hand? 

413 Office hour/appointment e.g. When can I see my 

414 

420 

time 

Function and Role 

Administrative and 
Support Personnel 

advisor? 

e.g. What is the function of 
an academic advisor? 

e.g. Whom I should ask for 
helping me with math? 
Will the UPBJJ staff be 
there to answer my 
question? 
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500 Significant Others 

510 Friends e.g. w i 11 my friend be able to 
help me? 

520 F ami 1 y e.g. Did my father have time? 

970 Other 

980 Don't know 

990 Missing 

Rule: Code the gap. 
Only one depth. 
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Date: January 15, 1990 

CA • 03 : Nature of Questions- 5 W <Dervin, 1983, p. 58) 

Code 

0 

1 

2 

3 

4 

5 

7 
8 
9 

Category 

When 

<When 

Where 

<Where: 

<Why: 

<How: 

Who 

<Who: 

What 

<What: 

Other 
Don't know 
Missing 

e.g. When I am going to get my grade? 

attempting to locate one or more 
entities in time) 

e.g. Where is the Central Office? 

attempting to locate one or more 
entities in space) 

e.g. Why I ha ven't received my modules? 

attempting to determine reasons, causes 
and explanation of events> 

e.g. How to fill in the registration 
form? 

attempting to determine the means or 
procedures for moving from one point tin 
time - space to another) 

e.g. Who I can ask for help? 

attempting to identify one or more 
humans - who they are, what they are 
like, what they think or feel> 

e.g. What was the topic of the group 
meeting? 

attempting to identify one or more 
nonhuman entities - objects or 
situational conditions) 
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Rules: - translate the content/meaning of the question, not 
only the question words. Indonesian question words 
may not exactly mean the same as the English 
question words when translated literally 

Code movement as HOW 

Code static as WHAT 
WHAT is the default. 

Try to connect the emphases (in case of two or more 
existing emphases) in each question with the existing 
gap (the user's gap) to determine which one is the more 
appropriate/important emphasis, then classify that 
emphasis using the 5W categories. 
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Date: January 15, 1990 

CA • 04 : Nature of Questions ENTITY FOCUS 

Code 

0 

1 

2 

3 

7 

8 

9 

Rules: 

Category 

SELF 

<Self: 

OTt-ER 

<Other: 

OBJECT 

<Dervin, 1 983, p . 58) 

e.g. Will I be able to study? 

attempting to bridge gap in which self 
is major focus) 

e.g. How will my friends react 
toward my action? 

attempting to bridge gap in which one or 
more others is major focus) 

e.g. Where is my KRS form7 

<Object: attempting to bridge gap in which one or 
more objects are major focus) 

SITUATION 

<Situation: 

Other 

Don't know 

Missing 

e.g. What will be the result of my 
exams? 

attempting to bridge gap in which 
one or more situations are major 
focus> 

situation is the last default after 
o, 1, 2. 

0 = about me - attributes of me 

1 = about person - attributes of other person 

2 = about thing - att r ibutes of something 
<concrete object> 

Always remember the user's gap! 
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Date: January 15, 1990 

CA • 05: HELP/USES <Dervin, 1983, p. 61> 

00 GOT PICTURES/IDEAS/UNDERSTANDING 
(:only one . point in time in the movement of the user 
across time-space, no movement, no additional 
qualities) 

e.g. If this had been a mistake, I would have 
understood. 

01 ABLE TO PLAN 
(:including to prepare, to make decision what to do 
after> 

e.g. Help me to do better in the future. 

02 GOT SKILLS 

327 

(:only know-how skills or motor skills, not cognitive 
skills/strategies) 

e.g. Help me to be a better painter. 

03 GOT STARTED, GOT MOTIVATED 
(: including initiation, high/new spirit, and 
motivation after an exhaustion, fatigue, or boredom) 

e.g. To motivate me to study further. 

04 KEPT GOING 
<:to continue, to survive, to hang in there. Pictured 
as a linear line of the user' s movement across time­
space which still continues, not terminated yet) 

e.g . 1 can go on with other modules. 

05 GOT CONTROL 
<:to gain power, authority over the movement across 
time- space, especially to make choice/selection) 

e.g. I can make up my mind. 
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06 THINGS GOT CALMER, EASIER 
<:just to make things easier or calmer, does not mean 
terminal, or get out of the gap) 

e.g. To ease my way to work on that item. 

07 REACHED THE GOAL, ACCOMPLISHED THINGS 
(:to solve the problem, to complete things, to get 
things done. The nature is terminal at the end of the 
user's movement across time-space.) 

e.g. I can solve the problem. 
I got what I want. 

08 GOT OUT OF A BAD SITUATION 
(:just to be out from the existing/current unwanted 
situation, not terminal) 

e.g. If I know that I am late, I can look for the 
modules as quickly as possible. 

09 WENT ON TO OTHER THINGS 
(:causes or leads to other things to occur, does not 
mean getting out or termination of unwanted situation) 

e.g. It just confuses me. 

10 AVOIDED BAD SITUATION 

1 1 

(:to anticipate unwanted situation, to foresee bad 
situation, and able not to let that unwanted situation 
follow through> 

e.g. To get a better grade. 

TOOK MIND OFF THINGS 
(:to let the mind not focus on the things anymore, does 
not mean getting out or terminating the unwanted 
situation) 

e.g. To lessen my mental burden. 

12 RELAXED, RESTED 
<:mostly physical relaxation, recuperation and rest, 
does not involve emotion or mind) 

e.g. I feel relax now. 
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13 

14 

15 

97 

98 

99 

Rules: 

32 

GOT PLEASURE 
(:include emotional and mind satisfaction, feeling and 
pleasure) 

e.g. I got satisfaction 

GOT SUPPORT, REASSURANCE, CONFIRMATION 
<:in moving across time-space, user gets support, 
reassurance, confirmation of his/her movement, so that 
s/he can feel more certain, confident and capable) 

e.g. To feel being at the same boat with friends. 

GOT CONNECTED TO OTHERS 
<:to help others to understand, get out of bad 
situation, reach the goal, etc., so that there is 
relationship between user and othe r s as the user movinc 
across time- space> 

e.g. So that I can give reason to the teacher. 

Other 

Don't know 

Missing 

"Would not have helped" code as 97 

God, mistique, belief, etc. code as 14 

Use 00 as default. 
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Date: January 15, 1990 

CA • 06 : STRATEGY 

WORKED 

00 Asking somebody - authority (directly:face-to-face, or 
indirectly:mail, telephone, etc.> 

e.g. Asked the advisor. 

01 Asking oneself and thinking 
e.g. Asking myself and thinking it over. 

02 Asking something 
e.g. Went to the Bookstore. 

Read the price label. 

03 Reading and studying (connotes: individual learning) 
e.g. Looking in books. 

Study it over again 

04 Waiting 
e.g. Waited to be contacted by mail. 

05 Make one's own effort 
e.g. I tried to look for it myself in other office. 

330 

06 Asking friends and significant others (includes studying in 
groups) 

e.g. Asking friends and sisters 

07 Don't care and give up 
e.g. Just give up and do not care anymore. 

08 Carrying out the procedure (as mentioned in the school 
regulation or school catalog) 

e.g. Go to the post office, buy the form, fill in the 
form, then send the form to the UPBJJ. 

09 No strategy 
e.g. I did nothing. She told me without me asking her. 

NOT WORKED 
Strategies which did not work: use 1 instead of 0 as the 
first digit code. 

97 Others 
98 Don't know 
99 Missing 

Rule: - Code up to two (2) depths 
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Date: January 15, 1990 

CA • 07 : SOURCE - Type 

00 Institutional 
01 

02 

03 

Office and Officer 
e.g. Department Chairman 

Instructor/Professor/Assistant/Tutor/Advisor 
e.g. Professor comments. 

Books/other materials from the institution 

331 

e.g. Course Catalog, campus newspaper, campus 
journal, journal, university mails and 
letters, required books, university catalog, 
announcement, grade/exams reports, modules, 
references 

04 Post Office and other offices/officers 
(indirectly related to the educational 
institution) 

10 Non-Institutional Source 
11 Self 

e.g. My own conclusion 

12 Friend 
e.g. Friends 

13 Books/other materials from non - institution 
e.g. Local newspaper, not-required-books, mails, 

letters, popular magazines 

14 Other offices/officers 

97 Other 

98 Don't know 

99 Missing 

e.g. Office where I work <no relation with the 
educational institution at all) 

Rule: Code up to depth 3 
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Date: January 15, 1990 

CA e OB : Reason for not trying <causes> 

00 Tille 
e.g. Haven't had the time yet. 

10 l"'oney/Cost 
e.g. Don't feel like it - did not want to pay more$. 

20 Barrier: 
21 fixed/rigid regulation 

22 

23 

24 

30 Self 

e.g. It is the rule! Nothing will change. 

possibility 
e.g. It is still 50- 50 possibility for me for dropping 

out. 

do not know any other ways/alternatives 
e.g. I don't know where to go from that point. 

distance 
e.g. The office is too far. 

31 Self understanding 
e.g.I have already decided on it. 

32 Self proof 
e.g. I want to own that book for myself. 

33 Self satisfaction 
e.g. I felt satisfied already. 

40 Value 
41 Personal value 

42 Cultural value 

50 Doesn't matter 

e.g. I was not about to vocalize 
this, it's my own problem. 

e.g. It is not worth arguing, 
especially with someone who is 
different. 

e.g. Assuming it will be OK, they haven't kicked me out 
of class. 

60 Just wait, do nothing 
e.g. I gave up and just waited. 
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70 Rhetorical Question 
e.g. It's only a question to myself. 

80 Have got other alternatives 
e.g. I have read other books. 

97 Other 

98 Don't know 

99 Missing 
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