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ABSTRACT

ORGANIZATION AND SERVICE:
A CORRELATIONAL STUDY OF
SOCIAL SERVICES FOR
THE ELDERLY

By
John C. Jeppesen

The purpose of this research was to investigate, through
correlational methods, the variables attributed to characteristics
of (1) a service coordination organization, (2) the interaction
between the organization and key service providers, and (3) the
elderly clients served by these organizations. More specifically,
the research examined the characteristics of the staff at the
Information and Referral centers (components of the service
coordination organization), the interaction of these staff with
Department of Social Services and Social Security Administration
(key service providers) agencies, and how these combined character-
istics, along with those of the elderly clients of this study,
were related to the service received by, and the attitudes of
these elderly clients.

A final sample of 15 staff members of the service coor-
dination agency and 74 elderly clients (which had been contacted
by the service coordination agency either by phone, or in person)

were included in the data collection. These staff provided
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information on job satisfaction, negotiation latitude, job design,
exchange with supervisors, and interaction with key service pro-
viders. Information about the elderly clients included data on
receipt of service, response level, elderly client demographics
and elderly client attitudes. While the relationships between
variables of each data set were examined separately, the basic
research question was "what relationship do these organizational/
interorganizational and elderly client variables have to the
fundamental outcomes, receipt of service, response level, and
elderly client attitudes?" Pearson correlations and discriminant
function analyses were used in this research.

The results indicated that clients who tend to receive
services appear to have fewer self-help capabilities, have less
contact with their own children, know more about social services,
and tend to be more satisfied with these services. Of the service
coordination staff, those who tended to be more satisfied with
work, have more frequent contacts with coworkers, and have fewer
optional learning experiences had clients with better general
response to agency contact. From study of client attitudes it was
found that clients seem to have better attitudes about key ser-
vice providers when the service coordination staff member who
contacted them had more learning about these agencies. Finally,
greater intraoffice communication (feedback, participation, and
information) was positively related to staff having greater
interorganizational orientation. This research suggests that

often-cited elements of the work environments in non-service
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organizations are also quite relevant specifically to social
service organizations, and that, along with key client character-

ijstics, they are also important for service outcomes for clients.
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CHAPTER I

INTRODUCTION AND AN OVERVIEW OF THE
CHARACTERISTICS AND NEEDS OF THE
ELDERLY AND THE ORGANIZATIONS

WHICH SERVE THEM

In the past ten years public attention has increasingly
turned toward the growing proportion of the elderly in our country
and the social service organizations required by their particular
needs. While some investigators have detailed the needs of the
elderly and others have done research which begins to relate to the
organizational settings in which service delivered, very little
research has coordinated the study of both elderly service recip-
ients and the organizations providing the service.

This paper provides a study of needy elderly in a three
county area of Michigan and the community-based organization which
served to coordinate social services appropriate to their needs.
Chapter One of this paper gives background information on (a)
characteristics and needs of elderly clients and (b) the actual
organizational structures, objectives, and programs which addressed
key needs of the elderly. Chapter Two continues with a summary of
literature on organizational systems: This includes an examination
of the research on (a) organizations and (b) interaction between
organizations. This research suggests characteristics which appear
to be related to performance of people working in the organizations.
Performance of staff members in the community-based service

1



organization was important since it seemed to have direct effects

on the service received by elderly clients. In Chapter Three of

this paper the research (a) setting, (b) logistics, (c) partici-

pants, (d) design, and (3) procedures are discussed. Chapter Four

contains the }esults of the study and Chapter Five follows with a

discussion of the results.

Characteristics and Needs of the Elderly

The subpopulation of the elderly "consists of a hetero-
genous composite of individuals with differing physfcal character-
istics, economic and social situations, and needs or desires
(0ffice on Services to the Aging, 1974, p. xxii)." Often, however,
the diversity of the elderly is forgotten and these persons are
simply identified as those 60 years of age or older. Further,
places of employment often perpetuate arbitrary definition of the
elderly through the custom of requiring mandatory retirement at
the age of 65. While these conventions of definition help identify
the elderly, the social policies which use these definitions have
been cited as needlessly arbitrary (Schultz (citing Slavick), 1966;
Withers, 1974).

Because of an increasing life expectancy of our general
population it has become ironic that these fixed age-determined
definitions have identified a rapidly changing subpopulation. In
1900 life expectancy at birth was 45.6 years for men, 48.4 for
women; in 1920 it was 54 for men 55.9 for women; and in 1970 it

was 67.1 for men and 74.8 for women (0SA, 1974). Thus, as life



expectancy has increased the elderly have come to represent a growing
proportion of the total population. For Michigan the increase in

and projections for the percentage of the total population the
elderly represent are as follows: 8% in 1910, 8% in 1930, 11% in
1950, 12% in 1970, and 15% in 1990 (0SA, 1974, p. xvii). Therefore,
a growing interest in the needs of the elderly seems warranted--if
only due to the growth of this constituency.

As is true of other subpopulations within society, elderly
persons also have social service needs. When the elderly person
approaches sources of the service they need, however, they often are
hindered by several problems with the service delivery systems.
Traditionally, the systems of service organizations for the elderly
have been comprised of individual organizations, each specializing
in a limited range of services. For convenience in administration
of service programs the criteria by which a person qualifies for a
service has been standardized. While these standard criteria assist
the service agencies, they pose a problem for the eldérly person who
has several interrelated needs: each need, though related to other
needs, must often be approached through separate service sources.
In each of these contacts the person may be associated with the
problems with which that agency can deal while the person as a
whole is largely ignored. This selectivity of problem identifica-
tion makes it easy to ignore related or coincident problems, and
most agencies are not equipped to deal with them. Thus, whatever
the particular need of the elderly person there seems to be a

general need for service coordination. The service coordination



organization studied in this paper was selected as the focus for
research since it was designed to meet this general problem.
Findings on the specific needs of the elderly have been
compiled for the State of Michigan and for the substate regions
selected for the study presented in this paper. These findings
allowed the ultimate selection of elderly persons who participated

in the study.

State Level Findings

In 1974 the State of Michigan Office on Services to the

Aging (0SA) developed a Comprehensive Plan on Aging based on a

systematic survey of 3,000 noninstitutionalized elderly. Figure 1
below shows the responses of the people when asked to identify one
or more of eleven particular problems as those which were most
salient to older Americans. These findings suggested that greatest
attention be given to problems most frequently selected as most
important. As is clear in Figure 1, Income and Health were among
the most frequently mentioned problem areas. Therefore, the re-
search described in this paper was directed to include elderly per-

sons enrolled in specific income and health assistance programs.

Substate Findings

Basically, research on the needs of the elderly at the
local level had reiterated the findings of the state survey above.
Studies of the needs of the elderly had been done by a variety of
groups for the three counties (Berrien, Cass and Van Buren) which

were selected for research discussed in this paper. Financial



FIGURE 1

RELATIVE IMPORTANCE OF SPECIFIC
PROBLEMS FOR THE ELDERLY

Income E ] 38%
Crime 1 31%
Health | 24%
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PERCENTAGE OF cLLERLY RESPONDENTS IDERTIFYING
PARTICULAR PROBLEMS (Adapted from 0SA, 1974, xix)

assistance to elderly citizens, whether needed for basic living
expenses or for medical expenses, was consistently reported as an
essential need in each of these counties. Berrien county reported
only 23 percent of the polled elderly said their resources for the
future were adequate. Only 22 percent of the elderly Cass county
residents had monthly income over $300. And in Van Buren county,
not only did the elderly often need basic income or health assis-
tance, but they frequently could not afford transportation to

agencies where this assistance could be found. A1l findings were



reported in the Annual Plan of the Region Four Area Agency on Aging
(1974).

Assessment of the needs of the elderly has therefore re-
vealed that income and health assistance are among the most fre-
quently cited problems. The following section discusses the
organizational systems which exist to address these needs.

Organizational Structures, Objective,
and Programs for the Elderly

Increasingly, National and State Government have recognized
that a basic problem in services to the elderly has been fragmented,
specialized services provided by a variety of agencies. This
tends to discourage the elderly from seeking all the services
they need. This problem is obviously aggravated for the
elderly since "advancing age is frequently associated with decreased
financial status, increased isolation, poor health and other
problems (0SA, 1974, p. 1)." Accordingly, governmental planning
perspective has changed from an emphasis on independent services
specialization to more comprehensive service system planning. This
perspective has recognized the contributions the elderly can make
to their communities and it has encouraged more sensitive views of
théir practical problems. For example, if the problem was inade-
quate nutrition, related needs for programs in income assistance,
education, and transportation became important. The organizational
structures which have provided a framework for development of

services to the elderly is discussed below.



Organizational Structures

In 1965 the Older Americans Act was passed by Congress
(PS 89-73). It established the Administration on Aging (AoA) within
the United States Department of Health, Education,and Welfare. In
the 1973 Amendments to this Act the AoA was given independent status
as a Federal agency and has since developed service programming
under Titles III (community service) and IV (nutrition). Title III
affected Michigan by allowing designation of a State agency on
aging. While Michigan had established statutory agencies and coun-
cils for several years they mainly operated as intergovernmental
advisory groups to State government. It was not until Public Act
106 of 1973 that the present Office on Services to the Aging (0SA)
was created. The 0SA developed its role, according to the Amend-
ments of the Older Americans Act of 1969, as the designated agency
mandated to do comprehensive statewide "planning, coordination, and
evaluation of services to older citizens (0SA, 1974, p. 2)."

In 1973 further amendments required development of sub-
state agencies to actuate the planning, coordination and evaluation
functions at the local level. These substate agencies, called Area
Agencies on Aging (AAAs) were developed in response to Title III
community services requirements. In Michigan the 0SA established
thirteen AAAs which had responsibility for as many State Compre-
hensive Planning Regions. (There was one exception to regional
boundaries in the Upper Penninsula.) This AAA network had been in
effect a 1ittle over a year and had not yet reached full potential

when the current research took place. In addition to the



administrative similarity of the AAAs to the 0SA one AAA (in Area
Four) also began the complementary function of actually contacting
the elderly in "outreach" efforts. As suggested previously, this
substate agency was selected for the investigation detailed in
this paper. Structural characteristics of the Area Four AAA are

detailed in the methods section.

Organizational Objectives

A1l AAAs in Michigan were mandated to do comprehensive
planning, service coordination,and provide advocacy for the elderly
in their respective regions. While they were directed to coordinate
existing resources and insure their access to the elderly, these

functions were generally limited to " . . . providing access to

information and referral services . . . (0SA, 1974, p. 10, italics
added)." In the Area Four AAA the basic goals were consistent with
the above with the exception that their goal was "to provide infor-
mation and referral/outreach to senior citizens and to disseminate
information on services available and to ensure that all elderly in
the area received as much financial assistance as required and/or
available (Region Four Area Agency on Aging Annual Plan, 1974,
jtalics added." Other goals were to establish emotional security in
the elderly, assure access to transportation, augment health ser-
vices, repair and maintain homes, provide meals, procure legal
services, develop employment opportunities, and establish means for
education and participation. While these objectives suggested

several direct services roles, the only direct service mandated was



the information and referral/outreach aspect based on a special

contract with the Area Four office of the Michigan Department of
Social Services (DSS). Local DSS offices were eligible for Title
XX money for this function and had, in this one Region, elected to
contract it out to the AAA. Other AAA objectives were fulfilled

through coordination and planning with local services agencies.

Key Programs for the Elderly

The organizational structures and objectives of the Office
on Services to the Aging and its Area Agencies on Aging were
designated to accommodate and initiate action for the betterment
of the senior citizen. Among the most important programs directed
at needy senior citizens were the Income and Health related pro-
grams provided by agencies other than local AAAs. In helping quali-
fied elderly persons enrolled in these programs, the area Four AAA
provided general information and referral. Since the people
selected for the current research were those enrolled in income
and health related programs, the characteristics of these programs
have importance for this research.

Both key programs important to this research came from
programs resulting from the 1965 Social Security Amendments of
Congress: 01d Age Assistance (0AA), Aid to the Blind (AB), Aid to
the Disabled (AD), and Medical Assistance (MA). In Michigan the
Department of Social Services (DSS) provided these programs locally
and contracted the supporting services not provided by their own

case workers. It was generally found that although people could
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get these services by applying through DSS, many did not seem to
take advantage of this assistance due to the "welfare stigma" and
the requirements to sign over limited possessions in order to
receive public assistance. Others pointed to the lack of work
incentive in these arrangements. These shortcomings brought about
current programmatic changes. The 1973 Social Security Amendments
brought about the combining of OAA, AB, and AD into a single pro-
gram, Supplemental Security Income (SSI). Instead of DSS, the
Social Security Office became the administering agency. The
remaining Medical Assistance (MA) program continued to be adminis-

tered through the Michigan Department of Social Services.

The Role of the Area Agency on Aging

The transfer of three basic assistance programs from DSS
to SSA, though theoretically beneficial, introduced immediate
difficulties for potential recipients. Since many of those
affected were those currently the concern of the 0SA and the AAAs,
these organizations were the logical facilitators in this transi-
tion. Continued coordination activities were maintained for the
MA recipients.

During this period changes in service procedure meant an
additional effort by both DSS and SSA employees. Almost by
default, it became the AAA's job to assist the qualifying elderly.
In doing this, AAAs negotiated agreements to share data and techni-

cal information with county DSS offices and local SSA units.
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The importance of the coordinating function of the AAAs was
reemphasized when reviewing local needs assessments. The reader
will recall that, in Michigan, the greatest proportion of the
elderly (38%) said income was a problem for aging Americans. Also,
a large proportion (24%) cited the importance of health problems.
Further, the counties targeted for this research (Berrien, Cass
and Van Buren) reported that, together, 36,647 residents were 60
years old or more and, of those, 31% were below the poverty level
as established by OEQ guidelines (Region Four Area Agency on Aging,
1975b, p. 3). Both SSI and MA programs provided needed financial
assistance.

In addition to the regular AAA functions, the Area Four AAA
was responsible for Information and Referral to the elderly in its
region. In order that it carry out the general goal of aiding the
elderly the AAA had to both attend to the management of its
personnel, and also interact effectively with the other service
agencies in the community. These two issues were the focus of
this research. The author believed that the way internal and
external operations were performed might have influence on service
received by the elderly. For this reason the following section
presents a review of the organization literature which provides
the foundation for the research of the service-coordination

agency, the AAA.



CHAPTER 11

AN HISTORICAL EXAMINATION OF THE LITERATURE
ON ORGANIZATIONAL AND INTERORGANIZATIONAL
THEORY AND RESEARCH, RESEARCH
RATIONALE

Organization of Background Literature

The theories and research on organizations and their inter-
organizational environments discussed in this part of the paper
provide the empirical basis for researching the Area Four AAA as a
service-providing organization. From this base the correlational
research of the relationships within and between characteristics of
the elderly citizens and the AAA service providers has been
developed, implemented, and analyzed. This review of literature is
organized in two sections. First, for the purpose of looking at
the AAA (as a focal agency where the elderly are concerned), impor-
tant conceptions in organizational theory are reviewed. Second,
since the AAA is also very much concerned with its involvement with
major agencies which serve the elderly, (i.e. the Social Security
Administration and the Michigan Department of Social Services),
that which will be termed interorganizational theory is also dis-
cussed. For each of these areas brief discussion of the theoretical
foundations of current research is followed by a treatment of con-

cepts important to this research.

12
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Organizational Theory and Research

The basis for the actual research presented in this paper
comes fromawell established literature in organizational theory and
research. These writings have helped to identify the social pheno-
menon of work organizations and have related study of both the
organization as a whole, andas "a body of persons organized for
some specific purposes (Webster, 1968, p. 1033)."

Early writings in organizational literature observed organ-
jzations as established management systems. In the early 1900s
Max Weber (1958, translation) emphasized that the ideal organization,
a bureaucracy, was the best means to ensure efficient pursuit of
organizational goals. Notable dimensions of such an organization
included division of labor, detailed hierarchy of authority, a sys-
tem of personnel rules and rights, impersonal interpersonal rela-
tions, a system of work procedures, and promotion based on merit
(Hall, 1963, p. 33). Thus, early conceptions or organizations
included definition of an idealized, rule defined, structure designed
to be impartial, fair, and efficient.

Clarification of the limitations of the organizational
ideal has served to suggest other conceptions and studies of
organizations. In practice, the ideal organization seemed to be
suitable, but only under ideal conditions of a money economy,
capitalistic system, Protestant ethic, and large size (Blau, 1956,
p. 34). Specifically, when a worker could be expected to do the
required work, by the rules, because he was paid, then the system

seemed to work. However, as modern technologies changed at ever
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increasing rates it became clear that the fixed ideal of a bureau-
cratic organization fell short of the changing demands on organiza-
tions. Among these, Bennis (1969) recognized inadequate attention
to the personal growth and development of organizational members,
the "informal" side of the organization, and emergent or unantici-
pated problems. Also, there seemed to be need for new systems of
control and authority, more adequate means of resolving intraorgan-
izational conflict, and fewer constraints on communication patterns
and the exchange of innovative ideas (pp. 436-437).

In recognition of the diveristy of organizations and the
people working in them, organizational theory and research has 1ike-
wise become highly varied. Even so, many of these researches have
in common a central concern of how the organization should relate
to the worker in order to direct work toward organizational goals
(Bennis, 1969). In developing research of the AAA, organization
literature specifically dealing with the relationship between
organization and worker was of interest both in its own right, and
also because these relationships might effect the way workers work
toward the organization's goal, helping the elderly get needed
services. Thus, the discussion below reviews the organization/
worker issues of leadership, participation, exchange, job design,
and job satisfaction. Research demonstrating the need for broadened
scope in community research follows discussion of each of these

issues.



15

Leadership and participation. While the research on lead-

ership and participation could easily fill several volumes, dis-
cussion of a few well known studies demonstrates an historical basis
for continued research in this area. Whilemost studies have been
done in actual work organizations, one of the first investigations
employed a nonorganizational setting using the laboratory paradigm.
This study by Lewin, Lippet, and White (1939) helped to emphasize
leadership and participation issues. In contrived laboratory situ-
ations various types of adult leaders were assigned to groups of
10 year ol1d children involved in hobby clubs. While the results
were mixed, they did find that children who experienced each
leadership situation, had pronounced preference (19 out of 20
responses) for the "democratic" (guided group participation deci-
sions) leadership over the "authoritarian" (leader decisions)
leadership.

This study was a landmark in studying individual behavior
in a group situation. Generalization to real-life, formal work
organizations, however, would definitely be inappropriate. Never-
theless, the findings showed that different styles of leadership
and the different amounts of participation required of the group
member in each leadership situation could possibly effect the out-
comes for group members.

Certainly, the value of doing research with formal organi-
zations should be recognized. How workers deal with procedural
changes is one important question which was studied in early

studies. Through many visits to the Area Four AAA, it was apparent
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to the author that staff members frequently had to adjust to many
changes in procedure. Since 75% of the operating budget came from
the local government, fluctuations in fundings required changes in
operating procedures. Also, because the AAA's only direct service
was Information and Referral to other service organizations, any
changes affecting the other service agencies affected the AAA.

Coch and French (1948) studied overcoming resistance to
change in a pajama making factory. As with much of American indus-
try, methods of doing jobs often changed with the requirements for
new products. The researchers observed that when a change in
procedure was introduced, production, as measured by units per
hour, reduced drastically, and it took several weeks for the
production rate to return to the pre-change level. The researchers
saw this as a motivational problem and proposed an experimental
design involving variations of democratic procedures in handling
groups to be introduced to a change in procedure and then checking
for differences in subsequent production rates. Over a 40 day
period, reactions to the change showed that "rate of recovery is
directly proportional to the amount of participation, and that
turnover and aggression are inversely proportional to the amount
of participation (p. 524)." It was generally concluded that the
more workers were allowed to participate in negotiating the changes,
the better was their recovery in production rates.

This study had several methodological weaknesses. Basically,
comparison group sizes, task assignment and raw material availa-

bility were not held constant across groups. Thus, serious doubt
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was cast on the reported conclusion. In an attempt to replicate
results, French, Israel, and As (1960) did not find significant
production differences when worker participation was varied in a
Norwegian factory. Even so, these studies prompted more research
on worker participation.

Morse and Reimer (1956) examined the effects of the type
of decision making in an organization on the satisfactions and
productivity of workers. Subjects were rank-and-file women clerks
in a non-union organization having four divisions with comparable
functions. In a year-long experimental period two experimental
program changes were introduced. For two divisions the role of
upper level management in decision making was increased and main-
tained while in the other two divisions the role of the rank-and-
fileclerical worker in decision making was increased and maintained.
The authors found that in comparison of pre- and post-satisfaction
questionnaires the rank-and-file group increased significantly,
while the upper-level decision making group decreased significantly.
Productivity, as indexed by clerical costs, was shown to have
increased for both groups, but the upper-level decision making group
did significantly better than the rank-and-file group. While it
would appear that greater rank-and-file participation yields higher
satisfaction and comparatively less production gain, reported staff
reductions during the study tainted the results of productivity.
The authors suggested a larger theoretical framework in future

research on changes in production procedures.
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Early research on the relations between management and
the worker addressed questions about interactions in a somewhat
piecemeal fashion. These studies addressed problems in deciding on

preferred methods of leadership and approaches to participation of

workers in decision-making. Democratic or worker/participant
arrangements seemed to increase worker satisfaction but effects on
productivity were less clear. Theories discussed below expand on
these issues with examination of leader, member, and group inter-
actions or exchanges as key determinants in how well an organization
functions. To recapitulate, examination of such determinants be-
comes important to research of the AAA organization since they may
effect clients. The concept of "exchange" between leader and sub-
ordinates in an organization may be used to identify several focal

research efforts.

Exchange between leader and subordinates. George Homans

(1958) postulated the fundamental concept, that social behavior may
be regarded as exchange between persons. Generally this view esta-
blished that there is an "economy" of relationships, based on
economic and behavioristic notions, that persons put forward

effort (cost), in interaction, in order to receive (benefit) some-
thing of value to them. If this interaction behavior is useful to
the individual, it should persist. Alternately, a change in an
interaction behavior is likely to occur when the profit in current
behavior is minimal. These principles give broad definition to the

research reviewed below.
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Fiedler (1967) developed a theory of leadership effective-
ness offering a "contingency model" which attempted to define the
relationship between leadership styles and the favorableness of the
situation for the leader. These extensive studies were based on a
measure of the leader's perception of his least preferred coworker
(LPC). Leaders who had described least preferred coworkers in
generally complimentary terms were said to be people-centered (a high
LPC score) while those using generally negative terms in describing
least preferred coworkers were said to be task-centered (a low LPC
score). Favorability of situations for leaders involved leader/
member relations, amount of power in the leader's role, and amount

of task structure. Fiedler's book, A Theory of Leadership Effective-

ness (1967), summarized leadership effectivenss research in a multi-
tude of contexts. The general finding was that low LPC leaders
tended to have groups which worked well in situations either highly
favorable or highly unfavorable to the leader and high LPC leaders
seemed to have groups which worked well in situations moderately
favorable to the leader (Fiedler, 1967, p. 169). These findings were
based on median rank-order correlations between leadership style and
group performance using data from development.

In a major test of these findings Graen, Alvares, and Orris
(1970), compared a sample of these leadership effectiveness studies
(antecedent) with several other such studies (evidential). From two
statistical procedures assessing the comparability of results in
these two sets of studies it was found that the evidential studies

(Fiedler, 1965, 1966, 1967; Hunt, 1967; Graen, Orris & Alvares,
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then in press; Mitchell, 1969; and Hill, 1969) cast doubt on the
antecedent findings. Using a procedure offered by Winer (1962),
the authors compared correlations between leader's LPC and group
performance for the two sets of studies (antecedent and evidential).
The analysis of variance summarizing the findings indicated that
main effects (group atmosphere, task structure, and position power)
were not significant, but some interactions were. Graen and his
coresearchers concluded "something systematic is operating (p. 292)."
Also, when only the evidential correlations were examined none of
the effects were significant. Fiedler's conclusions were not
supported. The second statistical procedure, a comparison of ante-
cedent versus evidential correlations within cells using a t-test
between means of each, revealed five significant differences out of
seven tests. The authors applauded these studies of the contingency
model of leadership effectiveness, but concluded the model lacked
sufficient empirical support.

The Ohio State Leadership Studies were initiated by Shartle
(1950). Interest in various aspects of leadership (Hemphill, 1949)
yielded several factor analytic studies (Halpin and Winer, 1957)
which resulted in the identification of two key factors: "Consider-
ation" and "Initiation of Structure." Consideration included
leader behavior involving the demonstration of concern for workers
in allowing them to take part in decision making and encouraging
interpersonal communication. Initiation of Structure included
behavior in which the leader defined the tasks at hand, who should

do them and how they were to be executed. The Leadership Behavior
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Description Questionnaire (Hemphill, 1950; Hemphill & Coons, 1957)

and the Leadership Opinion Questionnaire (Hemphill, Seigel, & Westie,

1951; and Fleishman, 1957) were developed to measure these dimen-
sions.
A review by Abraham Korman (1966) summarized the findings

of studies using the Leadership Opinion Questionnaire and the

Leadership Behavior Description Questionnaire. The former was a

Likert-type attitude scale designed to measure how the supervisor
thinks he should behave in his role as a leader; the latter measured
the perceptions of the leader by those he supervised. Korman's
review included the reported correlations between "Consideration"

and "Initiating Structure" and the organizational criterion variables
of interest in each study for each of the instruments above. First,

for the Leadership Opinion Questionnaire studies by Bass (1956,

1958); Flieschman and Peters (1962); Oaklander and Flieshmann (1964);
Parker (1963); and Spitzer and McNamara (1964) reported correla-
tions for both variables which predominantly did not reach statis-
tical significance (the .05 and .01 levels were used). Second,

the Leader Behavior Description Questionnaire studies seemed to

have a more consistent relationship between performance and a)
"Consideration" (positive) and b) "Initiating Structure" (negative)
but as Korman pointed out "there is a great degree of inconsistency
(C. F. Bass, 1957; Hemphill, 1955), even among studies using some-
what similar populations (Halpin and Winer, 1957; Halpin, 1957)."
0f these two sets of studies, only two (Bass, 1956, 1958) were
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predictive field studies, the remainder had concurrent measurements.
In general, findings showed mostly low to moderate correlations.
While these studies indicated the deficiencies in the
significance of "Consideration/Initiation of Structure" findings
some important exceptions should be noted. In educational studies,
which seem more similar to the human service context of the AAA,
some interesting findings were reported. Halpin (1956) studied
school superintendent leadership as described by staff, board mem-
bers, and the superintendent himself. Staff members and board
members seemed to agree within their respective groups but it is
interesting that the two groups perceptions were significantly
different. For "Consideration," staff saw the superintendent as
having less than either the board or the superintndent and for
"Initiation of Structure," board members perceived him as having
more than either staff or the superintendent. Hills (1963)
reported 872 teachers' perceptions of their principals. "Consid-
eration" and "Initiation of Structure" were found to be highly
correlated to both the principals' representation of teachers to
his superiors and to the schools' public. While these two studies
were not predictive field studies, their findings suggest that in
a human service setting, where people from different sectors have
influence, perceptions of those in management may be different
between groups and they may be related to how leadership is per-
ceived regarding interactions with others in matters important to

the worker.
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A recent series of papers by George Graen (1972, 1973) and
collaborators (Cashman, J., Dansereau, F., Graen, G., & Haga, W. J.,
(no date); Dansereau, F., Graen, G., & Haga, W. J., 1975; Haga, W.
J., Graen, G., & Dansereau, F., 1974) contributed considerably to
researching the exchange between organizational members. In review-
ing Max Weber's (1947) theory about bureaucracy Graen (1973) and
Dansereau, Graen, and Haga (1975) noted that this theory suggested
1) that established roles of interaction between superivsor and
subordinate are an outcome of fitting the right people at the right
levels, 2) that jobs and people's abilities are stable over time
and 3) that superiors behave the same to each subordinate they
supervise. They pointed out that this "fixed model" is definitely
not supported by research demonstrating that when employee and
supervisors share tasks and feedback ("enriched jobs") employee
turnover was reduced (Ford, 1969) and that most employees (38%)
express role uncertainty. Replacing this "fixed model," Graen
suggested that when members enter an organization a "role-making
model" would best describe initial confrontations, working-through,
and eventual integrationwith the working group. Thus the "role-
making model" acknowledges the visable placement of personnel but
it also provides for investigation of the information establishment
of working roles between those in an organization.

Dansereau, Graen, and Haga (1975) tested this "role-making
model" in a study of the role-making consequences for managers
when a university housing division reorganized. Researchers mea-

sured "the extent to which a superior is willing to consider
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requests from a member concerning role development" (e.g. "Negotia-
tion Latitude," as reported by managers, p. 10) at the first, third,
and eighth month of this process. In the first month the distribu-
tion of responses was split in the middle, creating heavily equal
sized groups into those IN (high negotiating latitude) and OUT (low
negotiating latitude) with their supervisors. Reports from mana-
gers, their superiors, and observers were analyzed by a One-way
ANOVA for repeated measures. INs reported more attention (p = .08)
and support (p = .060). OUTs had significantly more (p < .01)
communicating and administration with him. However, the group by
time interaction showed diminishing significance in difference
(p < .02) between INs and OUTs over time. Final analysis of the
manager's reaction to their job situation (role outcomes) demon-
strated that INs had significantly (p < .03) more job satisfaction
and, more specifically, they were more positive about a) intrinsic
outcomes of their work (p < .01), b) personal interactions with
their supervisor (p < .001), c) their supervisor's technical compe-
tence (p < .01), and d) the value of rewards for their performance.
Further, a significant (p < .03) group by time interaction for the
value of performance rewards suggested that INs were more positive
about this value over time, and that this difference increased over
time.

These results support the concept that when an employee
enters a new position in such an organization, something more com-
plex and informal than mere "plugging into a position" may be

observed. Effectiveness in negotiating a role involving exchanges
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with a supervisor seems to predict the nature and character of
manager-supervisor relationship behaviorand also job attitudes.
With specific reference to the continuous internal adjustments made
necessary in the AAA by the requirements of multi-service coordina-
tion, consideration of Negotiation Latitude and related variables

would seem warranted.

Job design and job satisfaction. In researching the idea

that roles in working are established, change, and are reestablished,
several investigators have underscored the concept of the need to
create and maintain work settings which integrate staff needs
(Goldenberg, 1971; Sarason, Zitnay, & Grossmann, 1972; Sarata &
Reppucci, 1975; Reppucci, 1973). Staff needs may be translated
into established characteristics of their jobs (Job Design) and
may be directed, in part, at satisfaction with the work they do
(Job Satisfaction). Correlates of job design and staff attitudes
have been studied by Friedlander and Brown (1974).

In the study of job design measures, factors influencing
job design have been cited (Reppucci, Dean, & Saunders, 1975;
Sarata, 1975). Sarata and Jeppesen (1977) researched the relation-
ship between job design and satisfactions in a study of child
serving agencies. Employees participating in this study included
nurses, psychologists, remedial education teachers, social workers,
and non-professional staff; all had direct service roles. A multi-
ple regression analysis using job design variables (variety, task

identity, feedback, autonomy, participation, learning, and
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information) to predict level of job satisfaction revealed a signi-
ficant relationship (R = .34, p < .05). Further, simple correla-
tional analysis indicated job satisfaction was significantly

(p < .05) related to the specific job design characteristics of

learning, variety, and information.

Level of job satisfaction seems to be systematically related
to job design variables. It should be recognized that these results
came from employees of widely diversified agencies, thus correla-
tions were subject to these variabilities. In turning to applied
research in the social service organization of the AAA such investi-
gations seemed potentially worthy of investigation since many of
the job design variables seemed intuitively related to not only a
variety of employee centered variables but also those associated

with the information and referral service functions.

Need for broadened scope in organizational research. All

the organizational research reviewed above has studied the organi-
zationand its members as an isolated unit. A relatively small
number of researchers have recognized this as a research shortcoming
and have initiated research which examined the organization as

well as influences which impact on an organization from outside it.
Sarason, Zitnay, and Grossman (1971) considered the problem of
estalbishing work roles from this expanded perspective. This
included concern for recognizing and utilizing the community in
which the organization becomes established. And,rather than con-

sidering these as tangential issues, these authors proposed
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making them integral to staffing and goal setting in a community-
based service. While this view, and that of Graen's group have to
do with situations in which new relationships are established in an
organization, one might ask what effects could be expected in an
organization which changes rapidly as a result of interactions with
situations external to its formal boundaries. As mentioned above,
the AAA has been observed to have rapidly changing internal roles
therefore such a question may have potential interest.

Sarata and Reppucci (1975) addressed reciprocal relation-
ships within an organization and did so from a perspective that

placed the organization in an environmental context. Thus, factors

outside an organization were also examined. This study investigated
influences external to a rehabilitative organization which, in turn,
influenced its internal functioning. In this service setting, an
experimental re-entry program for adult offenders, nonprofessionals
related directly to the resident adult offenders, over several
months, in efforts to reestablish them as citizens of the community.
Throughout this process 1) non-professionals rated resident
aggressiveness, 2) residents responded to instruments indicating
distrust of others on a modified Machiavellian scale (Christie and
Geis, 1970), 3) independent observers recorded the nonprofessionals'
behavior toward the residents, and 4) data on the frequency of
residents returned to the facility for breaking program rules were
recorded.

This data was collected as part of a program evaluation

effort and this circumstance made data available for an unintended
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experimental design. What happened within one month of a seven
month period was that Federal funding for the project became very
questionable, (thus threatening the program and nonprofessional jobs)
and also State corrections officials came to review this unorthodox
program. The project began in February (Period I); the forgoing
outside events became salient in April (Period II); and later the
funding was assured and official review terminated in August
(Period III). Sarata and Reppucci analyzed the above mentioned
data which had been recorded over this time span and made the
following observations after the fact.
1. Staff rated residents as more aggressive during Period Il
than at other times; but there were no changes in ratings
made on other dimensions.
2. Staff behaved less competently and supportively with
residents during Period II than at other times.
3. The residents' scores on the Mach scale were highest
during Period II but no systematic changes occurred in
responses on other measures.
4. Residents exhibited more negative behavior during Period
II than during either of the other periods. (p. 95)
Data from the three periods consituted an A-B-A design.

In the analyses, "indigenous staff" (nonprofessionals) and
"other staff" (professionals) were compared to show consistency of
effect. In a 2 X 3 ANOVA these two groups were not significantly
different in their rating of resident aggressiveness and a time
factor analysis showed ratings indicated significantly more
(p < .05) aggressive behavior in Period II. Also, residents scores
on the Mach Scale were significantly highest during Period 11
(ANOVA F significant p < .05). While no statistical analysis was

offered for measures 2 and 3 above, reports of the observers



29

suggested nonprofessionals harangued residents, "expressing general
frustrations" in Period II and records showed residents broke
program rules most during this time (these were relatively negligi-
ble during Periods I and III).

This study illustrated that events external to an organiza-
tion may have radiating impact on it. When staff are affected by
external events, changes in their working attitudes and behaviors

may subsequently impact on the services received by their clients.

Summary and research direction. It is clear from the

literature reviewed above that the variety of organizational
theories and research have provided several clear notions of which
dynamic characteristics of organizations are important to the work
they do. From study of the "ideal type" organization proposed by
Weber (1958) it becomes clear that the organization studied in this
paper, the Area Four AAA, is substantially different from it.
Conversations with and observation of AAA personnel repeatedly
pointed out that while there was some hierarchy of authority the
organizational units of the AAA were chiefly characterized as
autonomous and informal. For these units,operating procedures,
rather than being rule-bound, were clearly flexibly-determined by
client needs and situation. Thus, Graen's (1973) proposal that
the informal side of the organization should not be ignored seemed
particularly appropriate as an area of emphasis in researching the
AAA. Accordingly, the research discussed above addressed
organization/worker issues related to the informal, inner workings

of organizations.
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In non-service settings, early organizational theory offered

interesting findings regarding leadership styles, and participation

of organizational members. Researchers examined leadership styles
in small groups of boys (Lewin, Lippit, & White, 1939), worker
participation in production changes (Coch & French, 1948) and parti-
cipation and job satisfaction in clerical groups (Morse & Reimer,
1956). Although these studies suggest the importance of leadership
approaches and member participation, weaknesses in experimental
design and measurement cast doubt on their general importance across
organizations. In particular, none were reported for social service
settings such as the AAA. These factors may be operating in such
settings but this investigationhas not been done.

Exchange between leader and subordinate has been examined
in more recent investigations. Homans (1958) pointed out the
importance of looking at interpersonal exchanges. Then, in a more
organizational context, Fiedler (1967) initiated a theory of leader-
ship effectiveness based on leadership styles and favorableness of
the situationto the leader. Generally, it appeared that the
leader's orientation determined effectiveness of those supervised.
However, Graen, Alvares, and Orris (1970) point out that large
numbers of studies using this approach have generally overstated
the application of this theoretical model. Similarly, research
employing the key factors of "Consideration" and "Initiation of
Structure" by Shartle (1950) and others have also been found to

have highly inconsistent or insignificant findings (Korman, 1966).
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In the AAA situation, the outreach worker and director from
the I and R centermust necessarily have informational exchanges in
order to serve the elderly; the essense of the work is information
and referral. One component of this relationship is how the
director represents the outreach worker within the organization.

Perhaps the most useful work in the literature regarding
the exchanges between leader and subordinate comes from Graen on
role-making. In particular, the Dansereau, et al. (1975) study would
indicate that when the role relationship between supervisor and
worker is in a process of change, how this relationship develops
may effect the workers'attitude and behavior. This was particularly
interesting, and potentially useful for researching the effect
worker/director exchange may have in the AAA since this exchange may
subsequently influence how the elderly citizens are served.

Finally, focusing on social service organizations Sarata
and Jeppesen (1977) gave evidence that job design factors such as
opportunity for learning, variety, and information are systematically

related to job satisfaction. In somewhat related findings (Sarata &

Reppucci, 1975), nonprofessionals in a community based service
setting were found to be significantly affected in perception of and
behavior toward clients by events which threatened their work. Thus,
in researching the organizational processes of the I and R centers
of the AAA, job design and factors effecting the jobs of employees
could be investigated for relationships with the satisfactions of

the elderly. One could reason that for the elderly, who are often
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skeptical of social services, that which effects the working roles
of outreachers may well effect satisfactions with outreach efforts.
This body of organizational work therefore suggests that the
functional characteristics of an organization, (i.e. the way organ-
jzational members interact in doing their jobs) affect the organi-
zation members, and may affect the product of their work. In the
case of social service agencies, the AAA organization among them,
the "work product" was service provided. Therefore, in researching
the AAA, the organizational features of leadership, participation,
exchange, job design, and job satisfaction form the context of the
organizational research measures discussed in the methods section.
Beyond the research which has limited study of the organi-
zation to the organization per se, Sarason, Zitnay, and Grossman
(1971),and also Sarata and Reppucci (1975) have recognized the
importance of an expanded organizational context. Especially for
community based service organizations, the service community
appeared to have great relevance. Since the AAA was an organization
which, in coordinating services for the elderly also interacted with
local service organizations the importance of these interactions
could not be ignored. For this reason the following discussion
provides a review of literature on interorganizational theory and

research.

Interorganizational Theory and Research

Interest in the study of organizations within the context of

the environments of which they are part has developed in the
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relatively recent past. In the General Systems theory of Ludwig

von Bertalauffy (1956) animate systems (such as work organizations)
were defined by their need to be open to and have exchanges with a
surrounding environment in order to survive. Organizational systems
were viewed to be not unlike such systems. Thompson (1967) noted
that old conceptions of organizations such as "scientific manage-
ment" (Taylor, 1911), "administrative management" (Gulick and
Urwick, 1937) and "bureaucracies" (Weber, 1947) did not account for
this need for environmental exchange. Bennis (1969) and also Burns
and Stalker (1961) have made similar observations. The need for
organizations to act and react with systems.outside the organization
was termed "the problem of adaptability" by Bennis (1969).

While most of the theory on how and why organizations inter-
act has come from the field of economics, the most pertinent liter-
ature has come from writings in psychology and sociology. William
Evan (1966) recognized that organizations outside a given organiza-
tion could be considered the enviornment's relevant elements in
terms of the common exchange of 1) information, 2) products or
services, and 3) personnel. Further, this exchange was said to
take place through the actual members of the organization which
were party to an exchange. Emery and Trist (1965) even went so
far as to classify these exchanges by origin, receipt, and
directional flow.

Beyond the identification of the components of exchange,

several investigators have written on the significance exchanges
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with the extraorganizational environment have for today's organiza-
tions. Howard Aldrich (1971) pointed out that organizations in
social service systems can only exist when their management recog-
nizes interactions between the social service agency and such
environmental elements as other service organizations and govern-
mental entities are matters just as important as are internal
concerns. Looking to the future Shirley Terreberry (1968), sub-
mitted evidence that organizations are likely to face environments
characterized by "an accelerating rate and complexity of interactive
effects (which) exceeds the component's systems capacities for
prediction and hence, control of the compounding consequences of
their actions (p. 393)." Moreover, she argued that organizational
change is increasingly externally induced and an organization's
ability to make needed changes will depend upon its ability to act on
what it knows of the changing environment. Drucher (1964), Hood
(1962) and Gardner (1963) support these conclusions. Learning
from the extraorganizational environment has become vital to
organizations.

In dealing with changes in environment,organizations may
be seen as being directed by the cross product of purposes and
environment (Hood, 1962) or by goal-setting groups which necessarily
interact with the environment (Thompson, 1958). Study of the process
of interactions between organizations was suggested as an important
focus of research, particularly where community organizations were

concerned (Warren, 1972).
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Environmental characteristics. Osborn and Hunt (1974)

postulated that environmental complexity includes 1) broad factors
facing all organizations, 2) conditions unique to a system, and 3)
interorganizational characteristics. Similarly, Perrow (1967)
offered the observation that the nature of the work (e.g. task,
social structure, goals) determines how the organization is struc-
tured.

A small amount of literature, specific to the AAA as an
organization, came from the 27th Annual Meeting of the Gerontologi-
cal Society in Louisville, Kentucky. Jones and Jones (1975)
reported that in surveying 30 AAAs in Alabama it was generally found
that they were becoming more complex. Don Hull (1975) suggested
that with the growing proportion of the elderly in the population,
types and numbers of services needed increases and community ser-
vices goals will increasingly bemore dependent on feedback between
agencies to maintain a common goal direction. These positions
seem tenable but the fact that the above literature only attempted
to describe the situation for the AAAs revealed that very little
empirical research has been done with these agencies. Research
from other sources have, however, offered findings which suggest
direction for research of social service organizations.

The first research of interest came from studies of effec-
tive organizations in private industries. Lawrence and Lorsch (1967)
selected highly effective organizations from the plastics, food
packaging, and container industries to investigate what effects

their respective types of extraorganizational environment had on
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their management of internal matters. The plastics industry was selec-
ted because management must typically react to the characteristically
diverse and dynamic business environment of this field. The food
packaging industry was characterized by less diversity and change-
ability and for the container industry these influences were
relatively stable. Evidence from this study suggested that the
plastics industry, while having the conflicting characteristics of
high differentiation and high integration, was able to maintain high
effectivenss through employees designated to resolve conflicts on an
ongoing basis. (In this way highly specialized chemists could
effectively interact with those in charge of highly diversified
production personnel.) Measurement of the characteristics of all
three types of successful companies showed that they all had roughly
equal organizational integration but respective industry types

seemed to have a degree of differentiation consistent with the

diversity of the commerical market in which they competed. Accord-
ing to Lawrence and Lorsch these findings indicated that the
characteristics of the environment which are relevant to the organ-
jzation should determine how they structure internal matters.

As in most developing fields of investigation, the current
preoccupation of researchers appeared to be the description of
organizations relative to theextra organizational matters in which
they are involved. Representing interest in this new area of
research Warren (1972) suggested that for community organizations,
in particular, the interorganizational field of investigation may

be useful in guiding the "optimizationof mix of community values
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values and goals (p. 305)." Wohlhill (1970) noted that the emerging
discipline of environmental psychology has started to address

these issues.

Exchange between organizations. In research of health organ-

izations Levine, White, and Paul (1961) reported that exchange was
an important conceptual framework for studying interorganizational
relationships. They observed that 1) referrals, 2) labor services,
and 3) non-labor services (such as commodities and information)
were common elements of exchange. Levine, White, and Paul (1963)
administered a brief survey to 147 health and welfare agencies
in two cities and found that of 377 respondents 113 wanted more
information on other agencies' services, and 96 wanted more mutual
planning or coordination. These findings began to identify sources
of exchange between individual organizations and other organiza-
tions situated in the relevant community services environment.
Aiken and Hage (1968) chose to focus on number of joint
programs as an index of organizational interdependence. Their
research of 16 social welfare and health organizations in a mid-
western city investigated the relationships between structural
characteristics of organizations and the number of joint programs
they had with others. They hypothesized that high degree of complex-
ity, program innovation, and internal communication would be posi-
tively related to number of joint programs, and high degree of
centralization and formalization would be negatively related to

number of joint programs. Results of this study came from a total
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of 520 program management personnel in the above organizations.
Findings of the relatedness of the organizational determinants to the
organizational interdependence index, "number of joint programs"
showed a consistent positive relationship, “complexity" was pre-
dominantly positively related, and "internal communication" showed
some positive relationship but results were mixed. Those deter-
minants expected to be negatively related to organizational inter-
dependence generally were not: "centralization" results were

mixed and "formalization" results were only weakly negative.

While "centralization" had mixed results,detailed analysis of
component measures revealed that number of joint programs did have

a weak positive relationship to degree of staff participation. 1In
summary, only program innovation and complexity of the organization
seemed to maintain the expected relationship to the interdependence
or connectedness of the service organizations.

Propositions about the correlates of organizational inter-
dependence as stated by Aiken and Hage (1968) have been tested by
Steven Paulson (1974). Following the assumptions given by Hage,and
in reviewof the research findings, Paulson discovered that the
partial correlation matrix of the specified organizational deter-
minants contained relatively few significant relationships; only
16 out of 45 such correlations were significantly (p < .15) differ-
ent from zero. To further investigate these relationships for
health and welfare agencies Paulson collected responses from the
138 administrators of these agencies. Then, using assumptions from

Aiken and Hage (1968) variables were organized into a recursive
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assymetrical model. The variable sequence had the following order:
1) structural variables: complexity, stratification, centralization,
and formalization, 2) linkage variable: communication, 3) perfor-
mance variables: efficiency, job satisfaction, effectiveness, and
innovativeness, and 4) the focus variable: interorganizational
relations (number of joint programs). Eight regression equations
were constructed using each variable in the sequential ordering as
a dependent variable with all variables preceding it in the causal
ordering as independent variables. Thus organized, path analysis
was used to investigate the causal network among the variables.
Paulson used a path analysis procedure to test the axiomatic
model implied by Hage (1966). Results from this test revealed
nonsignificant path coefficients which represented nonsignificant
relationships between variables within the network. Thus, of the
44 pathway coefficients only 18 were found to be significantly
different from zero (a = .15). Then, prior to the second analysis,
this original model was improved by setting to zero (i.e. eliminating
from the analysis) all nonsignificant path coefficients. Job
satisfaction, as measured by turnover, was one of the most crucial
variables thus deleted. Equations were solved again for estimates
of remaining coefficients. Using this procedure, (see Duncan, 1966;
Mulford, Klonglan, Warren, & Schmitz, 1972) examination of the dir-
ect effects on "interorganizational relations" showed "complexity"
followed by “"efficiency" had greatest effects. The most important

total effects (the sum of direct and indirect effects) were, in
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order of strength, "centralization," "efficiency," and "complexity."
Several indirect effects included "communication" as the linkage
variable.

In the revised model, the sign (negative or positive) of the
relationships between some variables changed from the model implied
by Hage (1966). The new relationships of the model seemed to center
around "formalization," "effectiveness" and "innovation." Findings
were as follows: 1) "formalization" and "centralization" were
inversely related to "complexity," but "centralization" was inversely
related to "formalization"; 2) "effectiveness" was inversely related
to "centralization" and "stratifcation"; and 3) "innovation'was
inversely related to "effectiveness" but directly related to "cen-
tralization," "efficiency," and "stratification."

In summary, three points deserve comment. First, previous
positions held that formalization and centralization were responsi-
ble for an efficient and effective bureaucracy. Data in this
article suggested that they were responsible for an effective but not
necessarily efficient bureaucracy. It seems that innovative organi-
zations have low formalizationand high complexity, stratification
and centralization. Second, interorganizational relations seem to
be a function of organizational characteristics, but this accounts
for only 34 percent of the variance (from structural and performance
characteristics). Third, even though relationships in the revised
model were all statistically significant, the overall magnitude of
the effects were low. Paulson recapitulated that "these findings

suggest that the revised model is relatively weak in terms of
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accounting for organization behavior generally, and interorganiza-
tional relations specifically (p. 330)." Thus, for the small or-
ganizational units of the AAA, the I and R centers, a clear research
question seemed to be "How effective are these apparently informal
organizational units?". Also, one might ask "How do the interor-
ganizational relations between I and R centers and key service
agencies relate to the organizational determinants of the work
situation for I and R center staff?". Research of the AAA attempted
to measure these variables and relationships. This research there-
fore was directed toward the need for more research of these

questions.

Summary and research direction. For the AAA, whose function

it was to coordinate existing services to the elderly, the level

at which the organizational/interorganizational systems were
typically measured seemed inappropriate. These most recent studies
(Aiken & Hage, 1968; Lawrence & Lorsch, 1967; Paulson, 1974), in

using the organization as the unit of analysis had neglected the

importance of the organizational members which actually carry out
interorganizational exchanges. Focusing on the organizational
member seemed particularly appropriate in researching the processes
of the AAA since component I and R staffs appeared to be highly
autonomous, individualized, and small. Thus, the research in this
paper measures staff perception of environmental characteristics.
For the concept of exchange between organizations, Paulson's
(1974) findings regarding communication, efficiency, job satisfac-

tion, effectiveness, and innovation, as organizational referants
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of interorganizational exchange, were found to be of mixed impor-
tance. The similarity in content of these variables to those
mentioned earlier under organizational theory and research raised
the argument that they might best be examined using organizational
members as the unit of analysis. Such an approach also benefited
from an increased sample size; instead of looking at the AAA (n = 1)
or the I & R centers (n = 7), using all staff of the I and R centers
(n = 20) allowed for more sources of data. Moreover, the primary
function of the I & R centers, informing and referring seniors,

took place on a one to one basis, therefore job characteristics
which seemed logically related to this function warranted investi-
gation: Feedback, information, learning, and participation are
among them (Sarata & Jeppesen, 1977). Adding interorganizational
components to these member-based organization measures also seemed

to increase their meaning for the AAA context.

Research Rationale

Researching the AAA appropriately involved extracting data
at three levels of content: 1) the AAA organization, 2) its rela-
tions with other organizations, and 3) the elderly clients served.
Thus, this community-based research was based on a multilevel
approach. Several researchers have noted that multilevel research
provides a stronger information base. McGuire (1973) pointed out
that to get at the complexities of naturally occuring events,
such as those in community settings, a multiple focus seems best

able to get at major influences. Consistent with this observation,
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White (1974) suggested that organizational and interorganizational
areas have some overlapping of important variables and that research
design could be improved by measuring both of these content areas.

Therefore, this research of the AAA included measures of the
AAA organization and of two other agencies (the Department of Social
Services and the Social Security Administration). (In addition to
the AAA, these two agencies gave service to the elderly clients in
this study.) The individual responses of AAA staff regarding the
characteristics of their work in their component I and R centers and
their responses about certainkey elements of exchange with the two
other service agencies provided the data for the first two content
levels above.

The AAA research provided focus on the AAA and two other
key service organizations but, importantly, it also provided focus
on the perspectives of the elderly clients selected for this
study. In this way, relationships of the organizational process
were compared to service outcomes for the elderly clients. Study
of these important relationships were central to the research of
the AAA. In previous research Goodwin (1971) identified that social
service system research should include data from both service sys-
tem (organization) and public served (clients). Also, from a
general systems research perspective, Burgess (1975) had recognized
the importance of examining the internal operations and outcomes
of organizational efforts. Examination of the AAA organization and
the elderly clients served by it seemed especially salient since

the poor or disabled elderly, as members of a subpopluation with
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low socioeconomic economic status, areoften grossly underrepresented
in the decision-making processes which impact on community based
served organizations (Crain and Rosenthal, 1967). Thus the AAA
research included measures of the service received by the elderly
clients and the perceptions of these services held by the elderly
clients.

Therefore, the objective of this research was to examine
the characteristics of the component I and R centers of the AAA,
the interactionof I and R staff with DSS and SSA agencies, and
how these characteristics were related to service received by
elderly clients. Organizational and interorganizational data came
from I and R center personnel, the directors and outreach workers.
Client data come from the elderly clients served by the I and R
centers. The variables used for each content level are discussed,
by level, below.

First, measurement of organizational variables involved the
I and R center staff perceptions of several characteristics of their

jobs. These variables were staff autonomy, social contact, feedback,

information, learning, task identity, variety (Reppucci, Dean, &

Saunders, 1975; Sarata, 1975; Sarata & Jeppesen, 1977), and
participation in decision-making (Coch & French, 1948; Lewin, Lippet

& White, 1939; Morse & Reimer, 1956; Sarata & Jeppesen, 1977).
Degree of agreement between director and outreach worker regarding

feedback, information, and participation in the outreach worker's

job situation was also measured. These indices of director/outreach

worker agreements provided data specific to director/outreach worker
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exchange. Further, negotiation latitude, the extent to which a

superior was willing to consider requests from a subordinate con-
cerning role development, was used as a specific measure of leader/
subordinate relations (Dansereau, Graen, & Hage, 1975; Fiedler,

1967; Halpin & Winer, 1957). Finally, job satisfaction (Sarata &

Jeppesen, 1977) was also measured.

Second, interorganizational variables (relations of the
AAA with the other two organizations) were measured separately for
both the Department of Social Services (DSS) and the Social Security
Administration (SSA). Degree of interorganizational exchange
(Aiken & Hage, 1968; Lawrence & Lorsch, 1967; Levine, White, & Paul,
1961; Paulson, 1974) was measured via several separate variables
(Tornatsky, 1964; Tornatsky & Lounsbury, 1974). These variables

were the amount of funding received, amount known about the agency,

amount of referrals, importance of their services to elderly clients,

number of ways of communication with them, similarity of goals,

and similarity of tasks and services.

Third, data on elderly client variables were collected.

The demographic variables were age, amount of education, contact with

own children, client's ability to read, client's memory/attention,

life satifaction, whether or not 1iving alone, number of correct

socijal services identifications, observed client health, race,

response level, sex, social contact, social service knowledge, and

type of assistance. Attitudes toward each of three agencies (AAA,

DSS, and SSA) were also measured. Thus, satisfaction, frequency

of use and intended use of these agencies were measured for
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individual elderly clients. And last, whether or not a client

asked for and received service from the I and R center was also

collected.

Examination of these variables involved analysis of the
relationship between variables within each context level. Then,
relationships between the organizational/interorganizational

variables and the client variables were analyzed.



CHAPTER II1

METHODS

Setting

The Area Four Area Agency on Aging was selected as the main
organization to be studied by virtue of its special contractual
mandate with the local Michigan Department of Social Services
office. Under the special Title XX contract the AAA provided in-
formationand referral to local elderly persons. In functional
terms this meant that the AAA organized a system of staff members
in its three county area to provide personal contacts with elderly
persons. This contact effort, termed "outreach" was managed from
seven Information and Referral (I and R) centers in the three
counties. Berrien county was served by five I and R centers;

Cass and Van Buren counties each had one I and R center. Since
these centers received 75% of their funding locally, service
boundaries had little overlap. I and R centers were typically
located in existing structures such as store fronts, and church
basements. Staff at these centers included a director, a secretary,
and one ormore outreach workers. Thenumbers and organizational
relationships of the composite staff to the Area Four AAA are
detailed in Figure 2. This organizational system provided the
framework for service coordination with key social service agencies

in the area.

47
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FIGURE 2
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From the state level survey findings on problems of elderly
people discussed in Part One of this paper the reader will recall
income and health problems were among the three most frequently
mentioned by the elderly. For this reason the social service
agencies having large programs designed to address these needs
were included as focal organizations in this study. These agencies
were important to the I and R centers in terms of service coordina-
tion functions,and to the elderly in terms of assistance received
from these major programs. The local Department of Social Services
(DSS) was providing the 01d Age Assistance/Medical ("M") program
and the regional Social Security Administration (SSA) office was
providing the Supplemental Security Income ("SSI") program. The
clients who participated in this study were selected by virtue of

their enrollment in one of these two programs.

Logistics
This study was largely made possible through the cooperation

and support of both the Michigan Office on Services to the Aging
(0SA) and its regional agency, the Area Four Area Agency on Aging.

At the time this study was proposed there was keen interest in
detailed research of AAA functions, and, in particular, these
agencies wanted to research the Information and Referral function

of the I and R centers in Area Four. OSA was interested in comparing
different methods of initiating outreach efforts (the substance of
an experimental study of information diffusion which was completed

concurrent with the research described in this paper) and were
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willing to extend this to the correlational study of the AAA. The
correlational study of the AAA was coordinated with the experimental
information diffusion study such that elderly clients from only

two of the experimental conditions (those initially contacted by
telephone or by personal contact) were included. Also, all measures
used in the correlational study were exclusive to this research but
two measures (The Client Survey and Outreach Response Sheet) were
used in both studies. Only part of the data in these shared
measures were used in the correlational study therefore for these
measures discussion is limited to the selected variables.

A Memorandum of Agreement between the author, another
graduate student,and the Area Four AAA was drawn and signed (see
Appendix A). This document contained agreements on the conduct
and reporting of the research. While these agreements were being
negotiated I and R center directors were consulted and verbal

agreements were secured.

Participants

Three participant groups were required for the research:
elderly clients, I and R outreach workers and I and R directors.
While staff from all seven I and R centers agreed to participate
in the research, data on clients in the Benton Harbor I and R center
area, to have been collected by outreach workers, was not collected.
Correlational analysis between staff and client data was precluded
for this I and R center and the Benton Harbor I and R center was

therefore dropped from the data analysis. Figure 2 above shows
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the participant attrition for Benton Harbor as well as for two
other outreach workers (from Cassopolis and Hartford centers
respectively). Discussion of participants does however include

these people since they were initially part of the research.

Elderly Clients

From 1ists obtained from the Department of Social Services
a sample of 350 senior citizens which were registered as receiving
Supplemental Security Income (SSI or program "A") or 01d Age
Assistance/Medical (program "M") were identified for the information
dissemination study mentioned above. From these raw listings, I
and R center directors were asked to eliminate those names of people
already contacted in informationand referral efforts. This reduced
list was then used for the random selectionof equal numbers of
elderly persons in each program for each of the seven centers.

While the information diffusion study conducted concurrent
to this study required a more extensive sample this study only
required a subset of it. The research of this paper included the
elderly clients who were contacted by the I and R center either

by phone or in person. The purpose of these contacts was to

inform the person of the available services in the area and possibly
to make referrals. These two types of contacts were selected as
those which were most direct and therefore, if there was to be any
effect from a contact, it would presumably occur subsequent to these
approaches. The resulting sample for this correlational study was

initially 20 per I and R center or 140 total. Thirty-nine of the
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140 elderly clients could not be reached during the initial contacts
by phone or in person. Then, of the 101 then in the sample only 74
allowed the follow-up data collection which provided the bulk of
elderly client data. Thus, the final sample included 74 elderly
clients. Of these, roughly half were in the SSI program, and half
were in the M program. The elderly clients selected for this

study were receiving service from either DSS or SSA; contact by the
I and R center was to serve the purpose of linking the elderly
client with any services needed beyond assistance provided by SSI

and program M monies.

Qutreach Workers

In the seven I and R centers in Area Four there were from
one to three outreach workers in each center. All were females
(23 to 66 years old) who did door to door canvassing to locate senior
citizens needing local services. Their task was one of linking the
needy senior with appropriate services. Thus, the information and
referral function of the centers was largely conducted through out-
reach worker efforts. As shown in Figure 2 above, 13 outreach
workers were initially included in the study. Four outreach workers
left their I and R centers just as the research was beginning. The

final sample, therefore, included nine outreach workers.

I and R Directors

Directors fromthe I and R centers participated in this
study. In the original sample all the directors were females (27

to 50 years old). The basic tasks required of directors included
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supervision of outreach efforts and administration of center
operations. This often involved negotiating with county commission-
ers and other service agency personnel. Directors were coordinated
by the main officeof the Area Four Area Agency on Aging. Again,
Figure 2 shows these supervisory relationships, and the attrition

of one I and R Director.

Design

This research was designed to investigate, through correla-
tional methods, the variables attributed to characteristics of the
I and R center-based AAA organization, the interoganizational inter-
action between I and R centers and DSS and SSA offices, and the
elderly clients served by these organizations. Basic correlational
analyses were completed on the variables 1) within the organizational/
interorganizational data set, 2) within the client data set and 3)
between the organizational/interorganizational and client data
sets.

Thus, for the first set of analyses, staff autonomy, social

contact, feedback, information, job satisfaction, learning, negotia-

tion latitude, participation, task identity, and variety (organizational

variables) were examined separately,and the interorganizational

variables of amount of funding received, amount known about the

about the agencies, amount of referrals, importance of their

services, number of ways of communicating, similarity of goals,

and similarity of tasks and services were also examined separately.
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Then, correlations between organizational and interorganizational
variables were computed.

Correlational analysis of the second set of data, the
client data, involved examination of elderly client demographics

(age, education, contact with own children, ability to read,

memory/attention, 1ife satisfaction, whether or not living alone,

number of correct social services identifications, observed health,

race, response level, sex, social contact, social service knowledge,

and type of assitance), client attitudes about the AAA, DSS and

SSA organizations (in terms of satisfaction, frequency of use, and

intended use), and whether or not a client asked for and received

service from thel and R center. Client demographics and attitudes
were first studied separately, then together with the "service
received" variable.

Finally, the fundamental question of what relationship
organizational/interorganization variables might haveto actual
service outcomes for the elderly clients was analyzed. Thus,
organizational/interorganizational variables, as well as client
variables, were considered the independent variables and service
received by elderly clients was the dependent variable. More
detail on the actual procedures used to do these analyses follows
an overview of all measures and their administration in the

following section.
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Procedures

Overview of Measures and Their Administration

Several measures were employed for the organizational,
interorganizational, and elderly client data sets. Summary infor-
mation, including instrument name, type of measure and item content
provided in Table 1 clarifies the source of data on variables men-
tioned above. Four measures were used for the organizational data
set (the Job Design interview, the "Faces" Satisfaction Measure,
the Negotiation Latitude index, and the Director/Outreacher Exchange
questionnaire), one for the interorganizational data (the Inter-
organizational Interaction Questionnaire), and five for the elderly
client data set (the Senior Citizen's Opinions questionnaire, the
Outreach Response check sheet, the Follow-up Survey, the Phone Call

Format Sheet, and the Qutreach Visit Format Sheet).

Administration of Organizational and Interorganizational

measures. The author administered all organizational and inter-
organizational measures to the seven I and R directors and 11
outreach workers (two outreach workers left prior to this data
collection). Since the I and R centers were geographically remote
from one another (spread across three counties) appointments were
made on a center by center basis. When the author arrived at the
center, the director and outreach workers were seen privately, one
at a time, according to a schedule derived by the director. Before
administering any instruments to an individual, the author explained

that responses to the measures were to be held confidential and that
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TABLE 1
MEASURES

Measure

Type of Measure

Item Content

*faces” Satisfaction
Measwre (F. S. M.)

Negotiation Latitude
(N L)

Job Design
Interview (J. D.)

Director/
Outreacher
Exchange
Questionnaire
(2./0. E.)

Interovganizational
Interaction
Questionnaire

(1. 1. Q.)

Staff Questionnaire

Staff Questionnaire

Staff Interview

Staff Questionnaire

Staff Questionnaire

satisfaction with job in general
satisfaction with field of social services
satisfaction with actua) work

satisfaction with own agency

satisfaction with coworkers

satisfaction with types of clients worked with
satisfaction with supervision
satisfaction with pay

satisfaction with promotion

satisfaction with client progress
satisfaction with 1 and R center services
satisfaction with DSS services
satisfaction with SSA services

supervisor flexibility in negotiating changes in one's job
likelyhood of supervisor using influence to help employee

number of separate tasks in the job
rate of client contact

number of coworkers interacted with
hours of face-to-face contact per day

number of different individuals from other agencies seen in a month

number of times individuals from other agencies seen in a week
source of job clarification

degree to which job is perceived as integral

autonomy in scheduling work time

autonomy 1n actual work

frequency of general feedback from supervisor

frequency of periodic feedback from supervisor

frequency of feedback on individual clients

amount of feedback on client referral

degree of participation in decisions about clients

degree of participation {n decisions about program and policy
amount of informatfon received about AAA

amount of information received about other agencies

amount of general information received

frequency of optional learning experiences

frequency of learning about other agencies

outreach worker's actual participation in work decisions
outreach worker's needed participation in work decisions
outreach worker's actual participation in client decisions
outreach worker's needed participation in client decisions
outreach worker's actual feedback on work with elderly clients
outreach worker's needed feedback on work with elderly clients
outreach worker's actual information on the | and R center
outreach worker's needed information on the I and R center
outreach worker's actual information on outside agencies
outreach worker's needed information on outside agencies

number of ways of communicating with DSS

number of ways of communicating with SSA

amount of referrals from DSS

amount of referrals from SSA

amount of funding from DSS

amount of funding from SSA

similarity of goals to those of DSS

similarity of goals to those of SSA

similarity of tasks and services to those of DSS
similarity of tasks and services to those of SSA
importance of DSS services to seniors

importance fo SSA services to seniors

amount known about DSS

amount known about SSA
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TABLE 1-Continued

Measure Type of Measure Item Content
Phone Call Client Contact response level
Format Sheet Check Sheet

(P. C. F. S.)

and

Outreach Visit
Format Sheet
(0. V. F. S.)

Outreach Response
Sheet (0. R. S.)

Follow-Up Survey
(F. S.)

Senijor Citizen's
Opinions
Questionnaire
(s. €. 0.)

Client Response
Check Sheet

Client Interview

Client
Questionnaire

outreach response

type of assistance

age

sex

race

1iving alone

observed health

memory

ability to read

social contact

contact with own children
education

social service knowledge
life satisfaction

satisfaction with AAA
satisfaction with DSS
satisfaction with SSA
frequency of use of AAA
frequency of use of DSS
frequency of use of SSA
intended use of AAA
intended use of DSS
intended use of SSA
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any results reported would be in aggregate form. Further, staff
members were requested not to confer about the measures with I and
R staff members in their own center or other centers in the region
until all had taken them. To further prevent collaboration about
responses, the author also administered measures on the same day
to staff in centers known to communicate frequently. Thus, all I
and R staff were interviewed within two weeks.

Each administration period with a staff member required
approximately one half hour. During this time the author adminis-
tered the measures each time, in the same order, beginning with the
"Faces" Satisfaction Measure (the FSM). For the FSM the researcher
gave the staff member a copy of the instrument, commented briefly
on its format and directed that for each item (regarding an aspect
of work satisfaction) the respondent was to place a check (v) on the
face which best represented how they felt about the aspect of work
to which the item referred. A continuum of happy to sad "faces"
under each item provided eleven response options.

Attached to the back of the FSM, the two-item Negotiation
Latitude index (the NL) was next in the battery of measures. When
finished with the FSM, the author directed the staff member to
complete responses to these two, self explanatory, multiple choice
questions. The staff member selected a response option by placing a
check (v) by the appropriate choice.

The Job Design interview (the JD) followed collection of
the FSM/NL packet. The author explained that the JD employed an

interview format in which the researcher was to ask a series of
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questions about several aspects of the respondent's job and then
the author would simply mark down each response directly on the
instrument. Thus, the instrument acted as a protocol of interview
items for the author. In order to subsequently compute an inter-
rater reliability estimate of this method the author trained a
graudate student in several practice sessions and arranged for him
to be present and corate six out of the 15 interviews across all
centers. Each interview contained two types of interview items.
First, for the items referring to "variety" and "social contact"
the researcher asked the question suggested for each item, and
wrote down longhand the staff member's response. Then, the counting
number associated with the response was recorded. Second, for all
remaining items on the JD, the instrument listed a continuum of
response-rating categories. For each item the researcher(s)
simply circled the rating judged most appropriate. When the co-
researcher corated on this measure, he was present only during
the JD interview part of the time spent with the staff member.

Up to this point,measure administration was identical for
both director and outreach worker. For the Director/Outreacher
Exchange questionnaire (the D/OE) two forms were used: outreach

worker's received the outreachers form, directors received the

directors form for each outreach worker at their center. Outreach

workers answered the items with regard to themselves and directors
answered the items with regard to each outreach worker at the center,
one at a time. Each form given to the director had the name of

the outreach worker to be referred to written in a blank space at



60

the top. For both forms the questions asked about the degree to
which the outreach worker's job a) provided the characteristic named,
and b) how much of the named characteristic was needed. These two
questions were listed for the characteristics of participation,
feedback, and information. The respondent was directed to place a
check (v/) in the box corresponding to their Jjudgment.

Last in the battery of organizational/interorganizational
measures was the single interorganizational measure, the Interorgan-
izational Interaction Questionnaire (I1Q). Director and outreach
worker received the same instrument and instructions. Respondents
were instructed to indicate the response selected by placing a
check (v/) next to it. Each question asked for a response--first
regarding the Department of Social Services, then regarding the
Social Security Administration. These responses provided quantifi-
cation of several suggested types of exchange I and R staff had
with DSS and SSA.

A1l organizational/interorganizational measures were
administered beginning with the week after outreach workers com-
pleted the initial contacts to all selected elderly clients. This
time was selected since it was the earliest open time after the

listed clients had been contacted.

Administration of elderly client measures. Five instruments

were used to collect information about the elderly clients in the

study. Two of the instruments were used during the initial contacts
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with the elderly clients, all the others were administered after
I and R center outreach workers had completed all the initial con-
tacts.

A11 measurements of the elderly client component of the
research were directed toward a) outreach worker contacts with
elderly persons not previously contacted and b) a series of possible
responses to this initial contact. The first measures were used by
outreach workers during each contact. These measures were actually
protocols of standard information on the services available to the
elderly to be stated directly to the elderly client contacted.

When the elderly client was on the list to be contacted by telephone,

the outreach worker used the Phone Call Format Sheet (the PCFS).

If, however, the client's name was on the 1ist to be contacted in
person, the outreach worker used the Qutreach Visit Format Sheet.

In eithercase,the outreach worker received a lecture on reasons for
standard information in each contact and was given training in
practicing use of both format sheets prior to the initial contacts.
As the content of each section on the format sheet was completed
during the course of the contact, the outreach worker recorded
having related that section to the elderly client by placing a

check (v’) by that section, thus the format sheets acted as measures
of the degree to which the client was content to listen to the in-
formation. In addition to this, if the elderly client permitted the
outreach worker to enroll him/her with the I and R center, the
outreach worker recorded the enrollment as an index of a response to

the contact which could be categorized as more positive than merely
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listening to all information given in the protocol. All format
sheets were collected from the I and R centers when all telephone and
personal contacts were completed.

Immediately after all initial client contacts were completed,
the author arranged a meeting with I and R directors and outreach
workers. During this meeting I and R center staff were trained in
the use of the Outreach Response Sheet (the ORS). They were
instructed that in using the ORS they would be recording information
about any contacts made by the elderly clients initially contacted
for this study. The author handed out copies of the ORS to each
director and talked through several examples of how to enter record
information. Also, the author related several hypothetical contact
situations, asked for I and R staff to practice making record
entries,and then checked them. For each contact the staff member
was to locate the person's name already listed on the instrument and
then record type and date of the contact as well as which type of
service the center then provided. I and R staff were asked to
please place this ORS form next to the telephone at their center so
that it would be easily accessible. Once each week, for the four
weeks the ORS was used at the centers, the author stopped at the
center to talk with the staff and monitor the continued use of the
ORS. At the end of these four weeks the ORS was collected from all
I and R centers. This took place just prior to the follow up phase
of the project.

During the follow-up phase the elderly clients were again

contacted, this time to gather important information directly from
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them. Outreach workers administered the measures during these follow
up contacts. Just prior to these contacts outreach workers were
assembled at a meeting during which each worker read through each
instrument and practiced asking the questions. Following this, the
directors were again given lists of the elderly clients to be
contacted and plenty of blank instruments.

The first instrument used in the follow-up phase was the
Follow-Up Survey (the FS). This instrument was primarily used in
the concurrent research already described, however, the demographic
data from each survey was extracted for use in the correlational
research described in this paper. OQutreach workers visited each
elderly client's residence, used the FS as an interview protocol,
and after asking each question recorded the client's response
directly on the FS form.

When the client had finished answering each question given
in the FS, the outreach worker gave the elderly client a copy of the
Senior Citizen's Opinions questionnaire (the SCO) and explained its
general format and content. While this questionnaire was basically
self-explanatory, the outreach worker explained that they were
being asked to share their opinions about the AAA, DDS and SSA
organizations by selecting the appropriate answers. If the person
could not read or had poor eyesight, the outreach worker helped
by reading the question to them and then marked down their response.

When outreach workers completed all follow-up contacts,

all FS and SCO measures were collected.
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The Measures and Their Development

A1l measures in the study were subjected to the same data
reduction procedures. First, within each measure, items having 80
percent or more of the responses in one category were omitted from
further analysis. Second, where applicable, items were combined
into scales. This scaling process employed both empirical
(Cronbach, 1970) and rational (Jackson, 1970) standards. Generally,
within each measure of the organizational, interorganizational and
elderly client data sets scales were rationally (Jackson, 1970)
created then, using corrected item-total correlations and coeffi-
cient alpha (Cronbach, 1970), scales were tested and revised until
an optimal rational fit and coefficient alpha were achieved. Items
from each measure not excluded for poor frequency distribution, but
not selected for component scales were retained as one-item,
"singlet," variables.

Below, the procedures and results leading to the scaling of
data in each measure is discussed. Organizational and Interorganiza-
tional measure development is described first and is followed by

the same type of information for the Elderly Client measures.

Organizational and interorganizational data. The reader will

remember from the section on research rationale that the primary
focus of the research was to determine the relationship between the
organizational/interorganizational characteristics of the I and R
centers and service received by elderly clients. Five separate

instruments were used to collect the organizational/
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interorganizational data. In the order presented below, Table 1 of
of Appendix B summarizes scaling for each instrument. Also, an
overall scaling list, by instrument, is given in a table following
discussion of the organizational/interorganizational measures below.
1. "Faces" Satisfaction Measure, FSM. This questionnaire was
designed to index the satisfaction of directors and outreach workers
toward the general context of their jobs. Using a "faces" technique
developed by Kunin (1955) thirteen items were included in the FSM.
Items for the FSM had three sources. The context of six
items came from the Job Descriptive Index, the JDI, (Smith, Kendall,

& Hulin, 1969): the job in general, the work itself, coworkers,

supervision, pay, and promotion policies. Four items used in a

study of social service employees by Sarata and Jeppesen (1977)

(working in this field, working in the particular agency, the type

of clients worked with, and the progress made by the clients worked

with) were also included. Finally, since the clients in the current
study had contact with three primary service organizations, the last

three items addressed the services of the local I and R center, the

local Department of Social Services and the local Social Security

Administration office. The final form of the FSM contained one item

for each of the thirteen content areas above.

For all "faces" items subjects responded to a series of
eleven schematic faces ranging in expression from a pronounced smile
to a pronounced frown, thus representing degrees of satisfaction.
Each subject placed a check (') on the face indicating his/her

degree of satisfaction.
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The validity of using the "faces" technique for measuring
job characteristics was examined in the Smith, Kendall, and Hulin
(1969) study mentioned above. Direct scoring of the JDI, when
compared to the same content using the "faces" technique, correlated
an average of r = 0.54. Thus, the technique seemed appropriate for
meaasuring the areas of job satisfaction covered in the FSM.

The first attempt to reduce the thirteen items of the FSM
into a single scale revealed that an eleven-item scale achieved the
highest coefficient alpha (a = 0.89). This scale was identified as

the general job satisfaction scale. Of the two remaining items one

(satisfaction with working inthe field of senior citizen services)

was omitted according to the high endorsement criterion. The item

which was retained but omitted from the job satisfaction scale,

item 3 (satisfactionwith the actual work) had a conspicuously low

correlation (r = 0.13, p < .32) with the scale. Table 1 of
Appendix B details this data reduction solution.

2. Negotiation Latitude questionnaire, NL. In the battery of
measures following the "faces" measures a two item scale devised by
Dansereau, et al., (1975) was included. These questionnaire items

asked about a) the perceived flexibility of one's supervisor in

negotiating changes in one's job and b) the perceived 1ikelihood

_of one's supervisor using his influence in helping the employee.

Both questions referred directly to the relations between the worker
and the supervisor. For the outreach worker the supervisor was the

I and R center director, and for the director it was the coordinator
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of I and R services for the AAA. Each question had a Likert-like
scale having four categories.

In the Dansereau, et al. (1975) paper these component itmes
were found to correlate an average of r = .68 over a series of
repeated measures. Aside from the rational judgment that these items
were similar, in the current study they were in fact highly corre-
lated ( r = 0.86, p < .001). Thus these two items were combined as
the negotiation latitude scale, NL. Table 1, of Appendix B, also
provides this information.

3. Job Design interview, JD. The Job Design interview was used
to measure job characteristics of the I and R staff. In previous
research (Sarata and Jeppesen, 1978) this measure demonstrated its
usefulness in studying the jobs of those in the field of social
services. The job design content areas were: variety (two items)

task identity (two items), feedback (four items), autonomy (two

items) (Hackman & Lawler, 1971), participation (two items)

(Lawler & Hackman, 1969), learning (two items) Sarason, et al.,
1971) and information (three items) Sarata, 1972). Also, an

additional context area of social contact (four items) was included.

The original instrument (21 items) was used with only minor modifi-
cationto items. Basically, the items were changes to the extent
that they referred to the I and R setting.

For the six interviews which had independent ratings by the
author and coresearcher, an interrater exact agreement of 74 percent

was achieved. (The interrater reliability coefficient was r = .87.
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These reliability estimates were generally comparable to the 87 per-
cent exact agreement found in a previous study (Sarata and Jeppesen,
1977).

Scale construction for the JD was suggested by the correla-
tion matrix of all 21 items minus three items (source of task
identity, autonomy in ordering work tasks, and feedback on client
referrals) which met the high endorsement criterion. Two scales
were formed. The most highly intercorrelated items from the content
areas of Feedback, Participation, and Information were combined into

a single scale, intraoffice communication (o = 0.82). A1l Participa-

tion and Information items and two items of the Feedback content
area were included in this scale. Thus, the final scale included

seven items. The second scale, social contact, comprised of two

Contact items was formed on the basis of high interitem correla-
tion (r = 0.70, p < .002).

After these scale constructions seven items remained. Since
no consistent patterns of intercorrelations were observed, these
items were retained as singlets. Table 1 of Appendix B, details the
above daté reduction information on the Job Design measure.

4. Director/Outreacher Exchange questionnaires, D/OE. The D/OE
was basically designed to measure the difference between the I and
R director's perceptions and the outreach worker's perceptions of
three functional job component areas: feedback, participation,
and information. Levels of these job components seemed logically
tied to their salience as components of exchange between the

director and outreach worker. Thus the D/OE questionnaires were
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designed to index the degree to which the director and outreach
worker agreed on the importance of feedback, participation and
information exchange.

For this questionnaire director and outreach worker(s) at
each I and R center were asked to answer questions about a) how

much participation, feedback, and information existed for the out-

reach worker in exchanges with the director and b) how much of

each of these types of exchange were needed by the worker. Two

forms of this questionnaire were devised. The outreach worker
form inquired about the amount of each type of exchange the

worker had, and needed while the director's forms asked for ratings
of how much of each type of exchange the individual outreach worker
had and how much the director thought the outreach worker needed

to do the job. Thus, while outreach workers only filled out one
form, regarding themselves, the director completed a form regarding
each outreach worker at the center.

From the ratings of participation, feedback, and information
by both outreach worker and director the absolute value of the
difference between outreach worker and director the absolute value
of the difference between outreach worker and director on each
question was computed. Thus, an absolute value of the difference
was considered an index of agreement between director and outreach
worker. Then, with these computed indices of agreement a scale com-
bining them was devised. First, all ten items were combined in a
single scale. Items 1 and 2 had considerably lower corrected item-

total correlations than the other items inthe scale, and, when
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deleted improved the coefficient alpha from 0.88 to 0.92. The

eight-item scale, agreement about intraoffice communication, was

established as the final version. Subsequently, the two deleted

jtems (1. agreement on actual outreach worker participation in work

decisions and 2. agreement on needed outreach worker participation in

work decisions) were retained as singlets since they were not

significantly correlated with each other (r = 0.37, p < .085). Table
1, of Appendix B, provides a summary.

5. Interorganizational Interaction Questionnaire, IIQ. The
basic format of this questionnaire, was devised by Louis Tornatsky
(1974) and was used by Tornatsky and Lounsbury (1974) in a study of
local geriatric and juvenile delinquency agencies. In their study,
perceptions of communication and organizational similarities were
found to be important correlates of actual interagency interaction.
This measure was included in the current study in order to examine
the bearing I and R staff perceptions of interorganizational inter-
action with the Department of Social Services and the Social Security
Administration might have on service to the elderly clients. (The
reader is reminded that elderly clients were selected from the ser-
vice rolls of these two agencies.)

The questionnaire was modified for use in the current study
in two ways: a) only selected questions were used and b) the list
of agencies to be considered for each question was changed to
include only the local DSS and SSA offices. The basic question
format was retained; the instrument was modified to index inter-

actions between the staff of the I and R center and these two
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agencies. Items asked about ways in which communication took place
(items 1 and 2), degree to which referrals were provided (items 3

and 4), degree to which funding was provided (items 5 and 6),

degree of goal similarity (items 7 and 8), degree of task and service
similarity (items 9 and 10), importance of other agency's services
(items 11 and 12), and knowledge of other agency' s programs

(items 13 and 14).

Using a Likert-1like scale checklist format, respondents
indicated, forthe local DSS unit, then for the local SSA unit, the
levels of each of the seven elements listed above. Thus, for each
of the seven elements two distinct answers were given.

The general data reduction strategies previously outlined
when used on the IIQ data resulted in four distinct scales. Since
each item had two answers, (one referring to DSS, the other to SSA)
an attempt was made to generate a set of parallel scales, thus
retaining distinctions between DSS and SSA. However, since the
DSS and SSA items were highly intercorrelated, the final scales
incorporated both answers to each question. The first scale

interorganizational exchanges, which included responses to items

1, 2, 3, and 4, had a coefficient alpha of .84. Items 11, 12, 13,

and 14 comprised a second scale interorganizational awareness with

a coefficient alpha of .79. The last two scales each contained two

items. Items 7 and 8 simply became the similarity of goals scale

(r = .88, p < .001) and items 9 and 10 resulted in the similarity

of tasks and services scale (r = .75, p < .001). Finally, item 5

(funding from DSS) was retained as a singlet, and item 6 (funding
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from SSA) was omitted on the basis of the high endorsement criter-
ion. Table 1, of Appendix B, provides the compiled scaling solutions
for the IIQ measure.

To summarize, scales derived from the FSM, NL, JD, D/OE,
and IIQ measures, along with the remaining singlets, comprised the
final elements of the organizational/interorganizational data set.
Table 2 indicates all the final scales and items resulting from
data reduction of this data set. Thus, nine scales and thirteen
singlets resulted from data reduction. In the following section

reduction of the elderly client data set is discussed.

Elderly client data. Data on the elderly clients in this

research came from five instruments. The first three to be dis-
cussed did not require scaling since data from each of them provided
one summary variable. Information on how data was derived from
these three measures is covered first. An overall scaling table
such as the one presented for organizational/interorganizational
data above is given in the summary following discussion of the
elderly client measures.

1. Phone Call Format Sheet, (PCFS) and 2) Outreach Visit
Format Sheet, (OVFS). The PCFS and OVFS acted as scripts for the
I and R staff member during the initial contact but they also pro-
vided data as to how much information the elderly client received
and whether or not the client enrolled with the I and R center.

Thus, the highest rating was given to an initial response by the
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TABLE 2

FINAL DATA REDUCTION SOLUTIONS FOR EACH MEASURE
OF THE ORGANIZATIONAL/INTERORGANIZATIONAL DATA

Measure

Scale Name

Scale Items

Singlets

“Faces® Satisfaction
Measure (F. S. M.)

Negotiation
Lati1tude (N. L.)

Job Design
Interview (J. D.)

Director/
Outreacher
Exchange
Questionnaire
(D.70. E.)

Interorganizational
Interaction
Questionnaire

(1. . Q.)

job
satisfaction

negotiation
latitude

intraoffice
communication

social
contact

agreement
about
intraoffice
communication

inter-
organizational
exchanges

inter-
organizational
awareness

similarity of
goals

similarity of
tasks and
services

satisfaction with job in general
satisfaction with own agency
satisfaction with coworkers
satisfaction with types of
clients worked with
satisfaction with supervision
satisfaction with pay
satisfaction with promotion
satisfaction with client progress
satisfaction with | and R center
services
satisfaction with DSS services
satisfaction with SSA services

supervisor flexibility in
negotiating changes in one's

ob
1ikelyhood of supervisor using
influence to help employee

frequency of periodic feedback
from supervisor

frequency of feedback on
individual clients

degree of participation in
decisions about clients

degree of participation in
decisions about program
and policy

amount of information recefved
about AAA

amount of information received
about other agencies

amount of general information
received

number of different individuals
from other agencies seen in
& month

number of times individuals
from other agencies seen in
a week

agreement on actual participation
in client decisions
agreement on needed participation
in client decisions
agreement on actual feedback on
work with elderly clients
agreement on needed feedback on
work with elderly clients
agreement on actual information
on the 1 and R center
agreement on needed information
on the 1 and R center
agreement on actual information
on outside agencies
agreement on needed information
on outside agencies

number of ways of communicating
with DSS

number of ways of communicating
with SSA

amount of referrals from DSS

amount of referrals from SSA

{mportance of DSS services to
seniors

importance of SSA services to
senfors

amount known about DSS

amount known about SSA

si-ﬂar;ty of goals to those of
DS

sinﬂagty of goals to those of
S

similarity of tasks and services
to those of 0SS

similarity of tasks and services
to those of SSA

satisfaction with the actual
work

frequency of general feedback
from supervisor

number of coworkers fnteracted
with

hours of face-to-face contact
per day

number of separate tasks in
the job

rate of client contact

degree to which job is
perceived as integral

autonomy in scheduling work
time

frequency of optional learning
experiences

frequency of learning about
other agencies

agreement on actual participation
in work decisions

agreement on needed participation
in work decisions

amount of funding from DS$
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client including listening to the entire script and enrolling with

the center. The variable was therefore an index of response level.

3. Outreach Response Sheet, ORS. When elderly clients contacted
their I and R center, the staff simply recorded the date on the con-
tact, and type of service they gave the client directly on the Qut-
reach Response Sheet, the ORS. If a client asked for and received
service from the I and R center during the project period, it was
recorded. Thus, the ORS provided a single dichotomous variable,

outreach response indicating whether or not client initiated contact

and service was given subsequent to the initial contact and prior to
the project end (approximately one month).

4. Follow-Up Survey, FS. Demographic data on elderly clients
contacted during the last part of the project was extracted from
the Follow-Up Survey. Of the thirteen items taken from the FS
eight appeared to be related to a general profile of self-help
determinants for elderly clients. This rationally-formed scale
was tested for internal consistency. Thus, the scale comprised

of the items living alone, observed health, memory, ability to read,

social contact, contact with own children, education, and life

satisfaction, yielded a coefficient alpha of .49. Corrected item-

total correlations indicated an increase in the coefficient when

1iving alone and contact with own children were deleted from the

scale. When these two items were deleted, the resulting six-item
scale achieved a coefficient alpha of .66. Since all these client
characteritsics seemed to collectively be identifiable as assets

which would influence ability to obtain needed services, the scale
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was termed client ability. Other demographic items (type of assis-

tance, age, sex, race, social service knowledge, along with the

previously deleted living alone and contact with own children) were

retained as singlets since a consistent pattern of intercorrelations
was not observed. Table 1 of Appendix B summarizes the above scale
characteristics.

5. Senior Citizen's Opinions questionnaire, SCO. The final
measure administered in the study, the SCO, was the only question-
naire used for elderly client data. The SCO was administered to the
elderly client so that in addition to whether or not they received
service, their opinions (attitudes) about the key services agencies
in this research (the AAA, DSS, and SSA) could broaden the base of
data on them. Accordingly the SCO asked the elderly client about
the following:
satisfaction with the AAA
satisfaction with the DSS
satisfaction with the SSA
frequency of useof the AAA
frequency of use of the DSS
frequency of use of the SSA
intended use ofthe AAA

intended use of the DSS
intended use of the SSA
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Thus, the instrument had nine items, three for each agency.

The author wished to discriminate these items into two
groups: 1) opinions about the AAA and 2) opinions about DSS and
SSA agencies. (In this way the combination of DSS a<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>