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ABSTRACf 

The purpose of this research was to detennine to what degree self-operated or 

leased college bookstores support the campus based on the level of service quality being 

provided to students, financial support to the institution, academic support to the campus 

and other factors. 
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Four year, public institutions within the United States with college stores that are 

members of the National Association of College Stores were chosen based on their method 

of service delivery. A 1993 listing of all college and university bookstores was provided 

by the National Association of College Stores. This list was cross-referenced with the 

National Association of College Auxiliary Services to identify those individuals responsible 

for oversight of auxiliary services. 

First, data was collected through a mail questionnaire, telephone interviews, and an 

audit of bookstore prices. The overall population receiving the questionnaire was 460 

institutions. The return of 170 questionnaires yielded a response rate of 36 percent. 

Second, a telephone interview was conducted to detennine the differences between 

perceived levels of service quality being provided. The National Association of College 

Stores provided a listing of 119 campuses that leased their college store in the past two 

years. An established instrument, SERVQUAL (1991), was used during a telephone 

interview of 180 campuses along with a qualitative component. 

The data analysis techniques employed consisted of measures of central 

tendency, contingency tables, total chi-squares, independent and dependent t-tests, and 

descriptive statistics. 
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The following twelve items highlight the results and conclusions of the study: 

1. The use of the SERVQUAL instrument was effective in evaluating the levels 

of consumer satisfaction in the bookstore industry. The instrument has high internal 

consistency but caution should be used when applying a 1 through 5 numeric scale. 

Examination of student satisfaction with newly leased bookstores was significantly higher 

than with institutional bookstores in two of five subsets. The "change" from one delivery 

method to another appears to be the cause of the higher levels of satisfaction and not the 

lease operator in terms of the subset "reliability". This conclusion is based on the use of a 

second control group (lease only) which shows that there are no significant differences 

in customer service between self-operated bookstores and leased (for more than four years) 

bookstores. 

2. Staffing levels are lower with lease bookstores. Although not necessarily related, 

auxiliary service directors of campuses where leasing has occurred reported that income is a 

greater determinant than service when considering the amount of staff to hire. There was 

no data, however, to support a decrease in service to the consumers as a result of the staff 

reduction. 

3. Auxiliary service directors of campuses with institutional bookstores strongly 

believe that their operations could be as competitive as the leased bookstore with respect to 

capital improvements, new technology, competitive pricing and other factors considered 

under categories of importance. The fact that bookstores are being leased at a dramatic rate 

suggests that there exists a need to better identify, rethink or communicate the role of 

auxiliary services on campuses. Senior administration and auxiliary staff need to set clear 

goals and objectives using an evaluation instrument. 
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In addition to providing less financial support, there are only marginal differences 

in other areas as well where the institutional store could be better positioned to surpass the 

lease operator. This study found, however, no evidence to support the belief that the lease 

operation is more beneficial than the institutional bookstore. 

4. Prices increased as a result of the bookstore being leased. An audit of randomly 

selected bookstores and qualitative inquiry of the student consumers show that the retail 

prices in the bookstore increased significantly when the campus store leased its operation. 

Review of the data suggests that higher retail prices correlate to higher percentages of gross 

revenue given to the institution by the lease operator. 

S. This study concludes that the selection of merchandise increased as a result of the 

bookstore becoming leased. 

6. Leased bookstores financially contribute more to the institution than self-operated 

bookstores. This is due in part to the greater percentage of self-operated bookstores that 

contribute less than S.O percent of gross sales. Auxiliary service directors reported that 

the philosophy of senior level administration often does not expect the institutional 

bookstore to generate a profit but rather "just break even." 

7. When a campus leased its bookstore the level of financial support to the institution 

increased. 

8. Academic involvement by college stores beyond the role of selling textbooks is low 

among ail college bookstores. There are slight differences between the two methods of 

service delivery in terms of academic involvement. Employees of institutional bookstores 

remain significantly more involved in the campus and on committees. 
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9. There was a loss of management control as a result of leasing. The study found 

further that there was less monitoring of the service with a lease operation. The majority 

of campuses reported less monitoring of the performance of the lease operation. This is 

considered by proponents of leasing an advantage and by opponents the achilles heal of 

leasing. 

10. Campus support units such as purchasing, accounting, and human resources are 

adequately designed to provide support to a retail or auxiliary unit on campus. 

11. Complaints of unfair competition were reported to have occurred 15 percent more 

frequently at the institutional bookstore than the lease bookstore. 

12. Auxiliary service directors of institutional bookstores do not see themselves as 

being as competitive as the private sector in terms of employment opportunities. 

13. Directors of campuses with lease and institutional stores cite their primary purpose 

for having a bookstore as being one of convenience for students. The second greatest 

priority for auxiliary service directors of leased bookstores was revenue, and for 

institutional store directors the second choice was serving faculty needs. 



CHAPTER 1 

SIGNIFICANCE OF THE STUDY 

Each year college and university administrators struggle with increasing financial 

shortfalls. It has been a long time since tuition and fees paid for the full cost of higher 

education. Similar to the recessionary impact occurring in the private sector, higher 

education is experiencing an era of declining enrollments, reduced governrnental support, 

and greater accountability. As a result, administrators are looking for a quick solution to 

financial hardship, and have begun "contracting out" or "privatizing" services that are 

typically institutionally operated. Auxiliary services, by their nature, can provide 

institutions with greater financial support through either privatization, self-operation, or 

another alternative delivery method. 
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Numerous articles on "privatization" and "service contracting" have been recently 

published recently addressing both public sector as well as private sector service 

contracting. Relatively few articles have been published about the privatization of 

auxiliary services in higher education; even fewer authors suggest the need for change in 

the perception of the service delivery options available. There is currently no data available 

that focuses on the results of the change when a campus bookstore alters its method of 

operation. As a result, university administrators are making uninformed decisions 

regarding the privatization of services on college campuses. There exists a belief that the 

only options for service delivery are those of self-operation or contract management. 

Further, there is a lack of understanding on how a properly managed auxiliary affects 

academic and institutional goals. This study may support the delivery of public services by 

other alternatives, if by doing so a public sector agency can become more effective and 
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efficient. It is proposed that college auxiliary units become vital parts of the academic 

mission promoting competition, flexibility, and adaptability within the organization. In 

this context the issue of privatization becomes less relevant than the need to restructure our 

universities or auxiliary services. 

It is for these reasons that colleges and universities must look to their auxiliary 

services to provide a greater level of fmancial support to the campus and to their role in the 

educational process. Identifying an organizational structure that provides the greatest level 

of fmancial and academic support to the university is crucial. A review of the limited 

literature in the field of auxiliary services suggests that some auxiliaries lack visionaries 

who understand the need to support the institutional mission and institutional financial 

needs. Universities may simply lack accountability systems that are applicable to campus 

auxiliaries. It might be argued that a "locally controlled," competitive, secure, and healthy 

auxiliary service is one that is perceived to be important to the university based upon its 

level of support of the campus mission and financial goals. The research presented in this 

study should contribute to the body of knowledge about auxiliaries and privatization. 

This research will suggest a model to assist universities in making informed decisions 

about alternative service delivery. 

The Statement of the Problem 

The purpose of this study is to explore whether differences exist between the levels 

of fmancial and academic support provided to the campus by self-operated and leased 

auxiliaries at public universities. This study will examine whether changes in the costs of 

goods, services, and product selection occur when an auxiliary service privatizes. 
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Pumose of the Study 

This study is intended to: 

1 . Explore differences between "levels of fmancial support" provided to campuses by 

self-operated and leased college stores at four-year public universities. 

2. Examine differences between "levels of academic support" provided by self

operated and leased college stores at four-year public universities. 

3. Investigate changes in "costs of goods" when a college store changes its 

organizational structure. 

4. Examine differences in "perceptions of service quality" when a college store 

changes its organizational structure. 

5. Examine changes in product selection when a college store changes its 

organizational structure. 

5. Explore any correlations between a campus bookstores's ability to meet or exceed 

the expectations of the institution. 

6. Develop a model to help administrators evaluate the positive and negative aspects of 

alternative service delivery based on the outcome of this study. 

The Hypotheses 

1. Well managed, revenue generating, institutionally operated, or locally controlled 

bookstores are significantly more advantageous in terms of service level than lease 

operated enterprises. 
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2. Well managed, revenue generating, institutionally operated, or locally controlled 

bookstores are significantly more advantageous in terms of the lower selling price 

of goods than lease operated enterprises. 

3. Well managed, revenue generating, institutionally operated, or locally controlled 

bookstores are significantly more advantageous in terms of financial support than 

lease operated enterprises. 

4. Institutionally operated or locally controlled auxiliaries provide a significantly 

greater level of "academic support" to the institution. 

5. The profit to the institution increases significantly when a campus leases the 

auxiliary enterprise. 

Limitations of the Study 

There is currently no published quantitative research on the privatization of public 

auxiliary services within higher education. Rush and Crane (1986) conducted a study that 

focused on the privatization of auxiliary services. The study, Corporate Structural 

Alternatives in Higher Education, examined alternative corporate structures that could be 

used to operate campus auxiliary services. The study provided little information as to how 

the authors arrived at their conclusions, is not replicable, appears to be without a research 

design, and lacks validity or generalizability. A second study (Kinter, 1990) was limited in 

that it focused on the perceived role of auxiliary services at selected New Jersey private 

colleges and cannot be generalized to other institutional types or geographic regions. 

This study will review the limited literature written on privatization in relation to 

auxiliary services in higher education. To broaden the literature base somewhat, the study 

will examine research on international, federal, and state privatization and public sector 
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contracting. The study will not attempt to evaluate all campus auxiliaries, but will focus 

exclusively on college bookstores, referring to unions, food services, and facilities 

management as supplementary examples. The sample will include only four-year public 

institutions that are members of the National Association of College Stores (NACS). The 

study will not address other legal considerations (e.g., labor, antitrust, tax, tort law). 

Further research is required to investigate alternative forms of service delivery such as 

cooperatives, student associations and private for profit/non-profit. 

Finally, because research on auxiliaries and their organizational structures is 

limited, this study is designed to become a primary source to those in the field and to be 

applicable to four-year public universities nationwide. 

Assumptions 

It is assumed that privatization of auxiliary services on campuses will occur at a 

greater rate in the next decade and that administrators need more and better information 

about differences between auxiliaries that are locally controlled or self-operated versus 

those that are leased to external control. It is assumed that a need exists for auxiliary 

services to contribute to the academic mission and financial support of the institution. It is 

further assumed that administrators will want to maintain low textbook and supply costs for 

students while maintaining high levels of service qUality. Finally, the study assumes that 

campus and auxiliary leaders do not fully understand the role of auxiliaries with respect to 

institutional mission and need to be better informed. 
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Defmition of Tenns 

1. Academic Support: The fmancial support of academic endeavors like libraries, 

course and curriculum development offices, media services, academic 

computing support services, and academic administration. Supplemental 

support can also include assisting faculty, providing academic sponsored/related 

student internships, and the offering of discounts to faculty on academic 

materials. 

2. Auxiliary Services: Entities that exist to furnish goods or services directly or 

indirectly to students, faculty, or staff on college.campuses and that charge fees 

for those goods or services. These entities are managed as essentially self

supporting activities and provide an essential element in support of the 

institutions' missions. Typically campus auxiliaries include housing 

operations, bookstores, food services, copy centers, travel services, hospitals, 

and non-academic publications. (National Association of College and 

University Business Officers, 1981). 

3. Contracting: Financial incentives provided by an organization that 

encourages companies outside the organization to provide a service through a 

contractual agreement. Some college bookstores or food services, as examples, 

are contracted to an outside provider to operate the service. 

4. Gross Margin or Gross Profit: The difference between the sales revenue, 

which represents the selling price of the goods sold, and the goods cost to the 

organization. 
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5. Institutional Support: The support of non-academic goals like executive 

management programs, fiscal operations, general campus administration, and 

development and public relations activities. 

6. Level of Service Quality: The degree or measurement of the consumers' 

perception of the quality of a service being offered. This measurement is based 

upon a 22 item instrument (called SERVQUAL) for assessing customer 

perceptions of service quality in service and retailing organizations. 

7. Locally Controlled: The bookstore or other auxiliary operation that is controlled 

by a private-for-profit, non-profit, student association, or cooperative delivery 

method. Typically, the organization is governed by a local board and may be 

free of state or university restrictions. 

8. Private Funds: Financial sources of revenue available to universities like gifts 

and grants; income from endowments, tuition and fees; income from auxiliary 

enterprises; and the sale of services. 

9. Unrelated Business Income Tax CUBm: Taxes levelled against tax-exempt 

organizations on income earned in activities unrelated to the exempt purpose of 

that tax-exempt organization. The purpose of the tax on this income is to place 

tax-exempt organizations on an equal footing with non-exempt organizations 

engaged in the same business (Rush & Crane. 1986). College bookstores, for 

example, are frequently tax-exempt because of the educational purpose of the 

institution and often pay UBIT on items that are not related to the educational 

purpose of the bookstore. 
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CHAPfERTWO 

REVIEW OF SELECfED UTERATURE 

Sixty years ago, the June edition of the Yale Review (1933) printed the following 

paragraph which has since suIfaced in other articles written on contemporary changes 

within colleges and universities in the 1990's. This seemingly timeless paragraph sums up 

what many believe is occurring in this decade in higher education. 

Hard times are producing nothing less than a complete change in character of our institutions 
of higher learning. Every aspect of their work is being affected. Their faculty, their students, 
their organization, their methods, their teaching, and their research are experiencing such 
alteration that we who knew them in the good old days shall shortly be unable to recognize 
them. Many of these changes are for the better. Others may wreck the whole system. 

Four areas of literature have been reviewed to establish the content of this study: 

(1) articles on privatization and contracting services internationally; (2) research on the 

privatization of public services at the national and state levels; (3) articles by management 

and entrepreneurial theorists; and (4) articles and studies on the privatization of auxiliary 

services at colleges and universities. In his book State Owned Entemrise in the Western 

Economies, Vernon and Aharoni (1981) suggest that, if the sheer quantity of publications 

were any guide, the operations of state-owned enterprises could be regarded all a well

researched and a well-understood subject. Yet, most studies of privatizing state-owned 

enterprises overlook the states' educational systems, particularly higher education. 

Before proceeding into the four areas of literature as discussed above, a thorough 

definition of "privatization" and a brief historical overview have been included below rather 

than elsewhere in this study. 
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Privatization in General 

Historical Origin 

The activities that have been described as privatization can be traced back as far as 

the late 1700's to Adam Smith (Linowes et al., 1989, p. 234). Smith, a Scottish political 

philosopher, wrote about economic principles that promoted the shared responsibility by all 

members of the community for the economic well-being of the nation. Much of the 

intellectual inspiration of the privatization movement comes from advocates of "public 

choice" and not that of those advocating the shared responsibility of all citizens. 

Early Use of Privatization 

The earliest uses of privatization occurred outside of the United States. Countries 

such as Great Britain, Italy, Japan, France, and Spain sold off stock of public assets. 

These assets included operations such as Japan Air Lines, Nippon Telegraph and 

Telephone, Jaguar, British Gas, British Sugar, British Steel, Alpha Romeo, and Alitalia 

Airlines (Donahue; 1989, Linowes et al.; 1989). Internationally, "privatization" as it is 

defined above is the "selling off' of public assets (Hemming, 1988). 

In some countries, a primary motivation for the spread of this type of privatization 

" has been an awareness born of budgetary crises that state-run enterprises are usually 

white elephants" (Fitzgerald, 1988, p. 263). In developed economies, the labor force of 

state-owned enterprises typically equals 6.7 percent, while the United States, at 1.5 

percent, has historically managed to keep most activities private. 



Privatization of the Public Sector within the United States 

The revolution quietly subtly reshaping America, and much of the world, has come to 
be known generically as privatization. (Fitzgerald, 1988, p. 18) 

Conservatives in the United States set out to emulate the British model; however, 
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privatization in the U.S. has developed a very different meaning. In addition to selling off 

assets, privatization includes "enlisting private energies to improve the performance of 

tasks that would remain in some sense public" (Donahue, 1989, p. 7). Drucker, (1993) 

refers to the U.S. usage of privatization as "outsourcing". 

The growing appeal for this concept can be traced back to economic developments 

of the 1970's. At the time, rapid public sector expansion in the 19pO's and early 1970's 

was a major contributor to not only economic growth but to social and political stability. 

The situation changed dramatically in the middle 1970's when national and state economies 

were unable to adjust to external price increases (e.g., increases in oil prices). The 

effectiveness and efficiency of the public sector was more closely scrutinized than in 

previous eras, resulting in a backlash of negative public opinion. This backlash escalated 

over the next twelve years as the Reagan and Bush administrations acted on campaign 

pledges to reduce the size and scope of government control and intervention. "To varying 

degrees, and in all its forms, privatization was expected to playa significant role in 

achieving such a reduction" (Hemming, 1988, p. 1). As federal spending outpaced 

revenues and the federal deficit increased to new heights, privatization was viewed as an 

ideologically based strategy to curtail the deficit. 

Increasingly, large portions of federal, state, and local budgets are being used to 

purchase goods and services from the private sector. The 1990' s will reflect a shift toward 
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private suppliers at the state, county, and municipal levels. This is where privatization has 

gained the most attention in recent years (Finely, 1989; Drucker, 1993). 

Definition 

The word "privatization" gained popular use only recently, and the activity with 

which privatization has become most closely associated, the practice of delegating public 

duties to private organizations, is unique to the United States in the 1980's and 1990's. 

Business writer Peter Drucker (1968), in Age of Discontinuity, referred to delegating 

public duties to private groups as "reprivatization." Donahue (1989) notes that a Rand 

Corporation analyst "discussed in detail the private delivery of public services in a 1972 

study." Policies designed to stimulate the substitution of private for public provision of 

various goods and services are not recent innovations. In Privatization: The key to better 

government, E. S. Savas (1987) described it as a greater reliance on the private sector and 

diminished reliance on governmental institutions. Finley (1989) and others use the term 

"alternative service delivery" because the broad meaning of privatization can be a 

"misleading" and "overly politicized" term (p. 14). For the purpose of this study, 

"privatization" will encompass a range of alternatives to traditional government 

management of goods and services. This definition is supported by Webster's definition 

that fIrst appeared in 1983.* 

·The words "privatize" and "privatization" fll'st appeared in the 1983 edition of Webster's Ninth New 
Collegiate Dictionary in which 1948 is cited as their earliest recorded use. However, Steven H. Hanke claims 
responsibility for popularizing these words while serving on the U.S. President's Counsel of Economic Advisers 
in 1981 and 1982. (Washington Post, January 13, 1986) 
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university community) do not express a preference either way, then the decision to privatize 

may be the preferred choice. 

Donahue (1989) suggests that "it seems much more likely ... that any private 

advantage is selective, and the right organizational form depends on the task" (p. 34). He 

further states: "The potential for efficiency gains (through privatization) is enormous. If 

selective privatization could pare as little as 15 percent from the cost of functions now 

carried by the state and local workers, the overall savings would come to nearly 50 billion, 

or roughly 1 percent of America's gross national product" (p. 146). 

Yet, Linowes et al. (1989) argue that economists over the years "have identified a 

number of reasons why private markets might fail to allocate resources efficiently. These 

reasons include the ... presence of 'externalities,' the existence of monopoly power, and 

the lack of necessary information on the part of the consumer" (p. 236). 

Political Scientists: 

Fitzgerald (1988) and others support Linowes et al. (1989) and political economists 

such as Reich by suggesting that privatization may promote" ... private values over 

communal ones, sanctifies greed, and sacrifices civic virtue in pursuit of self-interest" (p. 

298). Ted Kolderie of the Hubert Humphrey Institute argues that privatization does not 

diminish either the concept of community for society or the sense of public purpose of a 

program. He notes that non-governmental service providers do not lessen government's 

social commitment to a program (In Fitzgerald 1988, p. 298). Further, Adam Smith 

(1776) spoke of the state's duty to build and maintain certain public works and certain 

public institutions, primarily because the profit from these services could never repay the 

expense to anyone individual. 
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Entrepreneurial Thought: 

Entrepreneurial theorists argue, that under intense pressure, state and local leaders 

have no choice but to change the way they do business. Osborne and Gaebler (1993) 

suggest that our nations' mayors and governors need to be visionaries and embrace public

private partnerships and "develop alternative ways to deliver services" (p. 17). When 

alternative delivery systems are adapted, new types of public institutions emerge. Osborne 

et al. (1993) refer to these governments as "entrepreneurial." Entrepreneurial 

organizations are characterized as innovative, flexible, adaptable, and quick to learn new 

ways of doing things under changing conditions. These organizations are decentralized in 

that they do not depend on a central organizational structure to guide their daily operation, 

and they employ competition and customer choice to maximize effectiveness. The term 

"entrepreneur" may, to some, conjure up images of risk-takers, and "who wants 

bureaucrats taking risks ... ?" (Osborne & Gaebler, 1993, p. xx). Yet, Drucker (1967) 

notes however, entrepreneurs seek opportunities rather than risks. 

Competitive Theory 

The important distinction is not public versus private. it is monopoly versus 
competition (Osborne & Gaebler. 1993. p. 79). 

Most entrepreneurial governments promote competition between service providers. 

"No institution welcomes competition. But while most of us would prefer comfortable 

monopoly, competition drives us to embrace innovation and strive for excellence" (Osborne 

& Gaebler, 1993, p. 73). Citizens become empowered when control is pushed out of the 

bureaucracy and into the community. Entrepreneurial governments measure performance 
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by focusing on outcomes, not inputs. Entrepreneurial governments are driven by goals and 

missions rather than rules and regulations. They "redefine" their clients as "customers" and 

offer them "choices." They put their energies into earning money, not simply spending it. 

They decentralize authority embracing participatory management (Osborne & Gaebler, 

1992). Zeckhauser (1989) in Privatization and State-Owned Entemrises (MacAvoy, 

Stanbury, Yarrow, & Zeckhauser) suggests that "the question of state-owned enterprises is 

usually framed in terms of absolute advantage vis-a-vis one alternative [privately owned 

enterprises]: how do state-owned enterprises perform relative to their private counterparts" 

(p. 9)? 

Osborne and Gaebler (1993) suggest, "Businesses are usually driven by 

competition; governments usually use monopolies" (p. 20). These differences create 

fundamentally different incentives for the public and the private sectors. Often someone 

suggests that government should "run like a business." Zeckhauser (1989) expands this 

saying "the more an SOE (state-owned enterprise) is insulated from competitive pressures, 

and the less able citizens are to direct the manner in which it operates, the less confident we 

can be that it is an appropriate organizational form or that it is performing effectively. By 

contrast, where competitive pressures are significant, we would expect superior 

performance" (p. 9). 

Management theorists believe that with competition, successful ideas will draw 

customers in and unsuccessful methods will die out. Competition, whether it exists or 

when there is a potential for it, protects consumers against monopolistic power that drives 

prices higher, diminishes service, or promotes a lack of innovation. Competition 

"preserves maximum flexibility to respond to changing circumstances" and further, it gives 



managers the ability to insist upon "accountability for quality perfonnance" (Osborne & 

Gaebler, 1993, p. 35-36). Often the contractors know that they can be removed if the 

service falls below acceptable standards (Finley, 1989; Osborne & Gaebler, 1993; 

Donahue, 1989). 
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Assuming a need for competition is evident in both the private and public sectors, 

Finley (1989) states that "decisions to privatize are also based upon a decision to "limit" 

[added emphasis] competition between the private and public sectors. If private providers 

are available, the federal government has determined that it should not be competing with 

these companies with public delivery" (p. 14). This mandate is stated in Federal Statute 

AR 76 which does not apply to state or local governments. 

Competition Among the Public and Private Sectors 

Traditionally, economic activity is divided between a public sector and a private 

sector. According to Robert Reich (1992), some believe that "t"te public sector spends 

money and the private sector earns it" (p. 35). In his book, The Privatization Decision, 

John Donahue (1989) suggests that the choice between the public sector and private sector 

has two basic dimensions. The flrst dimension focuses on flnancing: Should we pay for 

goods or services individually or should we pay for them collectively with funds raised 

through taxation? The second dimension focuses on delivery: Should the goods or service 

be delivered by a governmental organization or by a nongovernmental organization? Figure 

1.0 illustrates the results. 



FIGURE 1.1 

Public 
Sector 
Service 
Delivery 

Private 
Sector 
Service 
Delivery 

PubliclPrivate Payment versus Service Delivery 

Collective Payment (Taxes) Individual Payment 

State writes the laws. University wants a 
collects and appropriates bookstore and chooses to 
money. builds and operated self-operate. Books are 
a public university. sold at a profit or marginal 

profit. 
-Public Schools 
-Law Enforcement -U.S. Post Office 
-Department of Defense -University Food Services 

2 -Other Auxiliary Services 1 

Government contracts are Customer wants a product or 
provided to the private service and pays a private 
sector to provide goods or party for the service. 
services. 

-Leased Bookstores 
-University bid A wards -Community businesses 
-Trash Removal Contracts -Alternative Service 
-Fire Safety Contracts Delivery (for-profit. 

4 non-profit. cooperatives) 3 

Source: Donahue; The Privatization Decision, 1990. 

35 

Quadrant #1 reflects Individual Payment or private financing but Public Delivery, referring 

to those governmental operations where the goods and services are paid for individually 

but delivered by a public organization. This includes gove~ment units such as university 

auxiliaries or the U.S. Postal Service that support their operation through the sale of goods 

and the delivery of services. Quadrant #2, "Collective Payment and Public Delivery," 
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represents operations such as public schools, police departments and the departments of 

public works where collective taxes are used to support services delivered by government 

organizations. Quadrant #3, "Individual Payment and Private Sector Delivery," covers 

areas where the government's role is limited to enforcing contracts and regulating private 

exchange. Quadrant #4, "Collective Payment and Private Sector Delivery," refers to goods 

and services that are paid for with public monies but privately produced such as military 

hardware, computers, vehicles and furniture. Although privatization can occur in any of 

the quadrants, "Private Financing and Public Delivery" (quadrant #1) will be the focus of 

this study. 

We are accustomed to thinking of the public-private tradeoff in terms of the choices 

along a "northwest to southeast continuum-- that is, a large public sector and high public 

spending versus a small public sector and low public spending. But there is nothing 

inevitable about these connections. Indeed, the scenario of increased privatization leading 

to higher government spending is by no means implausible" ... (Hemming, 1988, p. 9). 

Decisions about delivery and fmancing are interconnected in very complex and 

indirect ways between public and private sectors. Osborne and Gaebler (1993) suggest 

that, if by privatizing, a government can become more effective, efficient, equitable, and 

accountable, then it makes sense to put the delivery of many public services in private 

hands whether they are for profit or nonprofit Interestingly, when governments contract 

with private business, "both conservatives and liberals often talk as if they are shifting a 

fundamental public responsibility to the private sector" (Osborne & Gaebler, 1993). This 

is untrue; "they are shifting the delivery of service, not the responsibility for service" 

(Osborne & Gaebler, 1993, p. 47). Linowes et al. (1989) support Osborne and Gaebler 

and argue that the policy goals and expectations remain with the government and 
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implementation of these goals becomes the role of the private sector. Further, the issues 

are not bipartisan. Osborne and Gaebler (1993) add that it is not a question of more or less 

government, but rather "better governance" (p. 23). 

The benefits of competition "among competing public and private sector 

organizations" is evident in the case of the city of Phoenix where a decision was made to 

reduce the cost of garbage removal to the city. The city's mayor permitted the sanitation 

department and private companies to bid on trash removal contracts. The sanitation 

department lost the contract as a result of the competitive bid process, but managers 

developed many new strategies, re-bid the contracts in successive years and eventually won 

a number of contracts. Savings generated by the competitive process and the partial closing 

of the sanitation department saved the taxpayers a considerable amount of money. Since 

this success in 1978, assumptions and regulations in Arizona have changed and often 

forbid competition between the public and private sector. For example, facilities 

management departments of the state universities are discouraged or restricted from 

competing against the private sector, nor can they compete against a job that has been bid 

upon by the private sector regardless of any savings that the taxpayers and university might 

realize. Preventing school administrators from locating the most effective and efficient 

service does not allow them to utilize their limited resources (revenues from taxes) to the 

fullest (Osborne & Gaebler, 1993). Finley (1989) states that public decision makers 

understand the importance of competition, yet the state of Arizona and other state legislation 

seem to reject this philosophy. The examples used above suggest that there needs to be 

competition and that competition should be encouraged. It is key to note that competition: 

-Promotes greater efficiency 

-Meets the needs of the customers 
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-Rewards innovation, (whereas monopoly stifles it) 

-Boosts pride of employees 

According to James Q. Wilson (1989) private firms often deliver services more 

economically than public organizations. But where public and private organizations 

function in the same market, costs and quality are roughly the same (or in fact costs may be 

"lower", as was the case in Phoenix where the private sector had to compete at a greater 

level against an aggressive sanitation department). Where private services do not have 

competition, they are as inefficient as the service they replaced. Likewise, public 

organizations in competitive environments "perform just as well as private organizations" 

(Osborne & Gaebler, 1989, p. 107,89). The "new" AT&T programs or the U.S. Post 

Office's overnight mail service are just a few examples of good results from competition 

between the private and public sector. By expanding the range of choices in the delivery of 

services traditionally provided by government, a new awareness will be required by the 

consumer, as well as, a much needed instrument of accountability, responsibility and 

competitiveness (Fitzgerald, 1988, p. 296). Choosing from several service providers and 

promoting competition, as Phoenix did in the trash removal incident, provides not only 

price comparisons but price reductions. 

Public and Private Ventures: 

One must ask the question, "What can the private sector do and why should it make 

a difference" (Osborne & Gaebler, 1992, p. 53)? Are the only alternatives available strictly 

private or public delivery, or are there other alternatives? Results of public/private 



partnerships where successful or innovative ideas have occurred by government 

organizations are described below: 
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"The Washington State ferry system generated $1 million a year in new revenues 

during the early 1980's by re-bidding its food services contract; [it generated] more than 

$150,000 a year by bidding out a contract to sell advertising in the terminal building; and 

another $150,000 a year by letting a contract [or contractor] to operate duty free shops on 

its two international boats" (Osborne & Gaebler, 1993). Another example of a successful 

partnership is in the city of Chicago which "turned a $2 million annual cost into a $2 

million source of revenue by contracting with a private company to tow away abandoned 

cars. The city once spent $24 per car to tow cars; now a private company pays $25 a car 

for the privilege" (Osborne & Gaebler, 1993, p. 197). 

The Stevens Analysis: An Example of the Cost-Efficiency of Contracting 

The most comprehensive research that evaluated the role of the contracted 

organization in delivering local public services was conducted by economist Barbara 

Stevens and a research team commissioned by the Department of Housing and Urban 

Development. This team undertook one of the most rigorous statistical analyses of the 

relative efficiency of governmental and private organizations in delivering services. 

Stevens selected eight functions: street cleaning, janitorial services, residential trash 

collection, payroll preparation, traffic signal maintenance, asphalt laying, turf maintenance, 

and tree maintenance. The study used a regression analysis to explain the total cost of each 

service in terms of five types of variables: (1) The scale of service (acres of grass mowed, 

tons of asphalt laid); (2) The level of service (times per month that streets are cleaned); (3) 

The quality of the service (cleanliness); (4) The "physical conditions" (number and nature 
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of businesses on streets to be cleaned, population density of neighborhoods for trash 

collection); and (5) The organizational arrangement--whether the service is performed by 

the municipal agency or a for-profit company. The results found large and statistically 

reliable cost advantages when private contractors were employed to deliver public goods 

and services. Municipal delivery of the same services ranged from an estimated 37% (for 

tree maintenance) to 96% (for asphalt overlay application) more than the delivery of the 

same service by a private contractor. Table 1.02 elaborates on the costs of municipal 

services. 

FIGURE 1.2 

Estimated Gains from Privatization 

Function 

Asphalt overlay construction 
Janitorial service 
Traffic signal maintenance 
Street cleaning 
Trash collection 
Tmi maintenance 
Tree maintenance 
Payroll preparation 

Extra costs of municipal service 
over the cost of the contracted 
service (by percent) 

96 
73 
56 
43 
42 
40 
37 
o 

Source: Barbara J. Stevens, "Comparing Public and Private-Sector Privatization 
Efficiency: An Analysis of Eight Activities," National Productivity Review (Autumn 
1984): 401, Table 5. Copyright 1984. 

This data suggests that it is possible to map out the features that make some public 

tasks promising candidates for privatization. Contractors may often enjoy simple scale 
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economies by spreading the costs of capital and overhead across several cities. Private 

contractors may also have proprietary rights to innovations and use the new technology to 

gain a competitive edge in the market. 

Finley (1989) and others support the fmdings of the Stevens study believing 

that contracting leads to cost control through increased efficiency as a result of the profit 

motive. The goals of an organization shift toward quality, efficiency and lower costs 

when the profit motive is introduced. Economic forces that impact alternative service 

delivery are primarily economies of scale, efficiency of operation, technology, and the 

ability to attract and retain more skilled workers. These are forces that merit consideration 

when privatization is under consideration. He suggests that the people in the best position 

to offer an alternative to public sector delivery are "those who are familiar with the needs 

[of the stakeholders or benefactors] and [who] are entrepreneurial in their business" (p. 

153). Many services are ripe for experienced and entrepreneurial business leaders with 

innovative solutions to problems of cost and quality. 

The Contractor and the Contract 

As Finley (1989) suggests, "Experience provides opportunity for a competitive 

advantage" (p. 153). The issue of experience is crucial to the selection process, yet 

ironically in many applications the leader of the organization stays on as the director or 

manager under the alternative service delivery. When looking at an organization's 

experience, Finley (1989) states that the following should be considered: 

-Number of years providing contract management 

-Operation of facilities of similar complexity and size 

-The qualifications of personnel that would be assigned to the facility 



-Prior success in addressing problems similar to those that have existed in the 

current facility 

-A reference list of past and present clients 
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Another advantage to privatization, as Finley suggests, is that the risks associated 

with any entrepreneurial venture are not passed along to the community. The privatizer 

also assumes the risk that may result from technological innovation as part of its business 

risk (p. 54). 

Phillip Giantris (in Finley Ed., 1989) states that the service contract is " ... the 

centerpiece of the privatization transaction. The agreement provides for the terms and 

conditions of payment by the seIVice recipient and the terms of any escalation of those 

payments. In tum, the agreement provides for the quantity and quality of service provided 

and specifies its performance obligations" (p. 50). Since contracts are rewritten every year 

or every several years, an organization may change the contractor if they are not satisfied 

with the service or results. Former Massachusetts Secretary of Administration Frank Keefe 

argues that private sector contracting "is cheaper, more efficient, more authentic, more 

flexible, more adaptive ... " (In Osborne & Gaebler, 1993, p. 35). Keefe supports 

privatization by adding, "You cannot change with state employees who have all sorts of 

vested rights and privileges" (p. 35). 

According to Linowes et al. (198) "contracting is likely to be most successful 

where the terms and measurements of service delivery are clear and easily defined, where at 

least several firms have the capacity to perform the contract, where the contractor does not 

have to make large new capital expenditures, and where the contract can be subject to 

renewal and renegotiation regularly" (p. 244). 
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Overall, most public agencies report satisfaction with their contractors' 

performance. A 1989 survey by the National Commission for Employment Policy found 

that 72 percent of local officials rated the quality of their contracted services "very 

favorable" and 10 percent "slightly favorable" (Finley, 1989). Ed Doherty (in Finley, Ed., 

1989, p. 29) states that most state services that were transferred to private contractors over 

the past fourteen years are still being performed on a contractual basis. This suggests a 

high degree of public satisfaction with the contract management. 

Limited Promise of Privatization 

Reich (1992) cautions; 

In the life of a nation, few ideas are more dangerous than good solutions to the wrong 
problems. Proposals for improving the profitability of the American corporations are 
now legion. as are more general panaceas for what ails American industry .... Many 
of these ideas are sound. Some are silly. But all suffer from vestigial thinking about 
exactly what it is that must be restored. restarted. regained. or revitalized (p. 243). 

As Donahue (1989) warns, the benefits of contracting out may vary from service to 

service. He states that "there are many instances of unwise privatization" (1989, p. 147). 

Osborne and Gaebler (1993) suggest that "those who advocate it [privatization] on 

ideological grounds--because they believe business is always superior to government--are 

selling the people snake oil" (p. 45). There are instances with contracting-out that could 

undennine public support and eliminate benefits to consumers and taxpayers. Fitzgerald 

(1988) notes that if decision makers fail to re-bid or evaluate contracts and services over a 

long period, private monopolies might evolve and the level of service could decrease 

drastically. 
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A private contract does not always have to be used to improve the effectiveness of 

an organization. Finley (1989) states, "The benefits of private contracting are often realized 

even when contracts are not implemented. The scrutiny and analysis required in the 

consideration of private contracts often facilitate improvements even when public service 

delivery continues" (p. 33). Does public or private ownership really matter, or is it the 

threat of privatization or competition that improves public service delivery? 

Objectives Change When Ownership Changes 

Does public or private ownership of an organization really matter? Yarrow (1989) 

states that the transfer of a service from the public to the private sector will cause a change 

in the incentive structures and decisions facing decision makers. He argues that two 

organizational affects can be distinguished in terms of either form of ownership. First, 

when ownership shifts, there will be a change in the objectives of the organization. 

Second, there will be a change in the methods employed to monitor the performance of the 

organization and its management. 

Zeckhauser et al. (1989) suggest that government ownership may make more sense 

at the local level than the national level. "At the local level there is less distributional 

conflict [since there is greater identity between taxpayers and consumers]: moreover, local 

oversight makes it easier to reduce agency loss to management" (p. 28). Giantris (in 

Finley, Ed., 1989) discussed the fact that, among governments that have not used 

privatization, the leading reasons were, "no apparent cost savings or other benefit" 

followed by a "loss of management control" (p. 52). "Unquestionably, privatization must 

demonstrate a savings or other valuable benefits over equal services from an alternative 

strategy of service delivery" (p. 52). Finley (1989) states that if the alternative method 
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cannot achieve additional savings beyond what the local government could do, privatization 

or leasing may not be as attractive. However if contracting "meets other objectives and 

goals, then it may be appropriate, even if it does not result in greater savings" (p. 19). 

Finley (1989) also suggests that "it is not fair, then, to argue that alternative service 

delivery options are viable in every case" (p. 19). He notes: Incentives such as cost 

savings or other goals and objectives may not be enticing enough "to justify the risks 

associated with change to the private contractor" (Finley, 1989, p. 19). Some would argue 

that government cannot run like a business and therefore privatization should occur. 

Osborne and Gaebler (1993) suggest that "the fact that government cannot run just like a 

business does not mean that it cannot become more entrepreneurial, of course ... " (p. 

215). Further, the private sector complains about public enterprise, or at least profitable 

enterprise, arguing that government should not compete with the private sector, and many 

of our public leaders "buy the argument." Osborne and Gaebler (1993) ask "Where is it 

written that government should handle only the lemons, while business gets only the profit 

centers" (p. 215-216). 

Privatization as an Option not the Solution 

Is it important that profits from the public sector reduce the tax burden for all 

citizens or is it more important to society that some public services are turned over to the 

private sector and increase the profits for a few corporations as argued by some political 

economists and scientists? Is privatization " ... a whole new layer of decision-making that 

some people would rather not bother shouldering" (Fitzgerald, 1988, p. 42). Are there 

specific boundaries that the public and private sectors should restrict themselves to 

managing? Osborne and Gaebler (1993) state, 



There are very few selVices traditionally provided by the public sector that 
are not provided by the private sector--and visa versa. Businesses are 
running public schools and fire departments. Governments are operating 
professional sports teams and venture capital funds ... those who still 
believe government and business should be separate tend to oppose these 
innovations, whether or not they work (p. 43). 
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According to Osborne and Gaebler (1993): "Conservatives have long argued that 

governments should tum over many of their functions to the private sector--by abandoning 

some, selling others, and contracting with private firms to handle others ... Privatization 

is one arrow in government's quiver. But just as obviously, privatization is not the 

solution" (p. 45). When it works well, alternative selVice delivery or privatization can 

boost efficiency through accelerated innovation, more advanced technologies and 

management styles, as well as a greater scale of operation. SelVice contracting or 

privatization can provide managers more time to focus on "managing" and less time on 

"peripheral functions." When it works badly, privatization can strip away vital dimensions 

of public purpose, allow quality to decay, and increase costs. There are numerous 

references in the literature to show examples in which governments privatized an activity 

and created a private monopoly, where both the cost of the service and the level of 

efficiency did not improve or grew worse. A good example of the results of poor 

contracting can be found in the U.S. Department of Defense which has long contracted 

many of its activities. The Department of Defense is commonly known for its purchases 

of over-priced hardware (including nuts and bolts) produced by private contractors. As 

stated earlier, if private contractors are assumed to behave in self-interested ways, the 

contractor will have an incentive to understate or obscure any deficiencies that arise in 

contractor delivery of selVices" Linowes et al. (1989, p. 244). If a private organization 

can do the job better or cheaper with no negative side effects, then the private alternative 

may be superior. 
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Privatization may simply be the wrong starting point for a discussion of the role of 

government or education in our society. There exists a number of services that can be 

contracted out or turned over to the private sector. Society may, in turn, loose the 

mechanisms for collective decision making, rule setting, and enforcing the rules of 

behavior. These concerns are far from lofty. Osborne and Gaebler (1993) believe that 

those who support privatization because they dislike government or the education systems 

are as misguided as those who oppose it because they dislike business. "The truth is that 

the ownership of a good or service--whether public or private--is far less important than the 

dynamics of the markets or institution that produces it" (p. 46). Most would agree that 

some private markets function well and others do not The same is true for public 

institutions of higher learning. 

The Privatization Movement in Higher Education 

The understanding of systems of higher education is impeded not only by their inherent 
complexities but also by the tendency to over-simplify their descriptions. In the American 
system, for example, it is misleading to separate it solely into "public" and "private" [author 
emphasis] segments, by ownership, which misses a great deal of reality. (Kerr. 1990, p. 1). 

There are three main avenues for privatization in the public universities according to 

Benveniste (1985): (1) Charging selected costs of education to students in the form of 

tuition or fees--an obvious trend in public universities in the United States; (2) Raising 

private endowments and recurrent gifts to supplement but not displace government 

resources; (3) Expanding university revenue generating ventures ... (p. 183-184). 

Benveniste argues that "the lure of privatization is always present. The problem consists in 

developing ventures that do not conflict with the image and purposes of the university and 



finding ways to protect collective faculty or student interests from the schemes of ardent 

promoters" (p. 186). 
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As Clark Kerr (1990), president emeritus of the University of California, suggests, 

we must avoid oversimplifying the public and private debate when evaluating systems of 

higher education. Yet, there is a regrettable tendency to look blindly at the privatization 

movement from a purely "progressive" or private market perspective and oversimplify the 

debate. 

Demogra,phic Changes in Higher Education 

As stated earlier, demographic changes within higher education have impacted and 

limited the resources available to post-secondary institutions. 

Following World War n, the demand for higher education exploded. In addition, 

the number of births more than doubled in the 1950's. Rush and Crane (1986) reported 

that colleges and universities enrolled 3.9 million students in 1960,8.7 million by 1970, 

and 14.3 million by 1991 (The Chronicle of Higher Education, 1993). It is estimated that 

from 1993 through 2003 the growth of students will be 1 to 1.5 percent annually in the 18-

24 year old age group. According to Reich (1992), during the 1980's, student loans began 

"drying up" reducing the availability of loans by 13% and contributing to already declining 

enrollments. At the same time, tuition at public and private universities rose by 26% on 

average (adjusted for inflation) while the incomes of families in the middle and lower ranks 

of American households declined. As of 1989, 56.4 percent of all students received some 

type of fmancial aid IThe Chronicle of Higher Education Almanac, 1993). As the price of 

tuition rises to offset the shortage between revenue and expense, the tuition costs will 

become an important detenninant in selecting a college or university (Reich, 1992). 



According to The American Freshman: National Norms for Fall 1992, 70 percent of all 

freshman surveyed expressed some concern about their ability to fmance a college 

education. 
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As Benveniste (1985) reports, ''Today, the American public university faces a new 

environment. There is no reason to believe that different political administrations, a strong 

economy or even the expected late nineties bulge in enrollments would alter the fact that 

American public universities can no longer expect the kind of support they enjoyed 

previously" (p. 177). This is evident in a recent survey by The Chronicle of Higher 

Education Almanac (1993). The survey notes that 17 states reported mid-year budget cuts 

in 1992-1993 and that 38 percent of the administrators surveyed expect budget cuts in 1993-

1994. These conditions have placed the leadership of higher education in a position of 

determining how to allocate the limited resources available. University presidents have 

identified resource allocation as their primary concern (Grassmuck, 1990). In order to 

compete, changes will have to occur. Auxiliary services represent a substantial part of the 

campus conglomerate and they have the ability to generate their own resources. The time is 

ripe for colleges and universities to capitalize on auxiliaries revenue generating potential. 

Leaders of higher education must understand that in order for auxiliaries to succeed, 

they must function like a business. To do this, the incentive structure will require drastic 

modifications. Osborne and Gaebler (1993) state, "Businesses are usually driven by 

competition; governments usually use monopolies" (p. 20). These differences create 

fundamentally different incentives for the public and private sectors. Further, it was only 

until recently that universities began to accept the level of accountability that prevails in 

other sectors of government and in the public schools (Benveniste, 1985). 
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As stated earlier, the current state of higher education in the United States is in a 

changed political environment, resulting from past enrollment growth and increased budget 

needs, centralization, the routinization of state-university relations, government budget 

uncertainty, institutional retrenchment, and the emergence of competing claims on state or 

federal funds. There exists a need to look at incentive structures within higher education, a 

need to generate more revenue for institutional needs, and the need to support the academic 

mission of the institution. Auxiliary services can accomplish some of this through their 

role as revenue generating units. 

Auxiliary Services in Higher Education 

Auxiliary services are business enterprises owned by the university or the state in 

which the university is located. Typically they have two characteristics that distinguish 

them from other university functions. First, they must be engaged in the production of 

goods or services for sale. Services are furnished either directly or indirectly to students, 

faculty, and staff. Second, the sales revenues bear a direct relationship to the cost. 

Auxiliary services are distinctly characterized by their self-supporting nature. Often these 

auxiliaries are created to meet certain demands, and they vary dramatically with respect to 

their functions on a campus. Auxiliaries are distinguished from other parts of the academic 

organization by their reliance on revenue from the sale of goods and services (NACUBO, 

1981). According to Rush and Crane (1986), institutions see auxiliary enterprises as 

providing a service to faculty and students of the campus and expect them to be self

supporting and revenue generating. Since 1977, the total revenues of college and 

university auxiliary enterprises have nearly doubled so that they now represent 9.5% of 

average campus revenues (The Chronicle of Higher Education Almanac, 1993). This 
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amount is substantial considering the diminished level of federal funding for higher 

education over the past decade. As auxiliaries have gained recognition as an income source 

for higher education, their roles have begun to change. 

Considerations for Alternative Service Delivery 

According to Fitzgerald, (1988) the consideration of alternative service delivery 

options is often prompted by "productivity or financial problems" within a unit. The 

alternative delivery is seen as a means for solving a productivity problem, reducing costs, 

or responding to community complaints (p. 14). Bookman (1991) supports this 

suggestion, " ... as higher education expanded rapidly and confronted many new issues, 

some campuses chose to privatize those auxiliary services which they had difficulty 

operating" (p. 7). On occasion those colleges that lacked the expertise and the capital to 

operate and maintain their auxiliary service would privatize. 

There are numerous advantages to the contract management option. Some of these 

include: (1) Fixed negotiated amount of the total sales to be paid to the institution; (2) 

Guarantee of income despite the earnings; (3) Lease frees the institution from a subsidized 

auxiliary; (4) Capital is more readily available; (5) University personnel are not required 

to make time consuming decisions regarding the auxiliary; (6) Contract management option 

minimizes the risk of loss of tax-exempt status; and (7) Reduction of unfair competition 

claims by special interest groups (Fitzgerald, 1988, Bookman, 1991, Linowes et al., 

1989). 

Lease companies aggressively promote these points in their proposals submitted 

to campus administrators. They claim that they are knowledgeable and trained to run 
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specific auxiliary selVices. In the sales presentation, administrators are encouraged by the 

leasing companies to consider the following benefits of leasing: 

-an increased annual income guaranteed 

-a recovery of funds currently tied up in inventory 

-a professional management team 

-a strong used textbook program designed to save the students money 

-an imprOVed merchandise quality, selection and presentation 

-a customer selVice training program 

-a computerized operating system 

-a partial resolution of political issues such as unfair competition 

Financial Needs of the Institution. As Benveniste (1985) states, "Revenue 

generating ventures are only as good as their ability to generate substantial profit over and 

above their costs. Many public university ventures fail in this respect. Some ventures 

required subsidies to compete in private markets" (p. 185). But it is not the governmental 

support of these ventures that created the privatization issue. As these programs began to 

grow and generate revenue they became attractive prospects to private enterprise. Private 

business began to compete and lobby for the right to manage the auxiliary selVice in return 

for a percentage of the revenue. The opportunity to make a profit did not go unnoticed. 

Some university selVices were operating at a loss and the decision to privatize was viewed 

as the best solution. Bookman (1988) states that, during the period of 1950-1975, some 

institutions chose to privatize their food selVice operations, but very few made the same 

choice about other auxiliary selVices. Prior to 1980, those institutions that chose to 

privatize their college store seemed to do so because they were confronted by some 
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particular difficulty. As with other governmental decisions to contract services, fmancial 

losses, unionization, and management problems have influenced the decision to privatize. 

It is for this reason that administrators looked favorably upon entrepreneurs positioning 

themselves to operate such services. 

Given the trends towards privatization or outsourcing in the public and private 

sectors, combined with the financial outlook, increasing acceptance of "privatization as a 

viable means for government and quasi-governmental entities to extradite themselves from 

some of their service and fmancial problems" is likely (Bookman, Marchi April 1992, p. 

161). 

According to a study conducted by Rush and Crane (1986) the following results 

were identified: 

I. Auxiliaries are needed to supplement existing campus revenues. 
2. Auxiliaries operate as a service for faculty and staff. 
3. 40% said auxiliaries should generate a net profit while 60% expected them to break 

even. 
4. Only 40% said these profits should be first used to meet the reserve needs of 

auxiliaries. 
5. Some 50% of those interviewed had confronted unfair competition complaints from 

local business leaders. 
6. State institutions were hampered by operating systems designed to meet state 

government needs, not the needs of the retail type units. 
7. At that time 63% of the campuses were allocating indirect costs to their auxiliaries. 
8. A full 100% of those interviewed said they would change the legal structure of an 

auxiliary if it helped their campus. 

These findings continue to be reinforced by administrators through increased 

financial expectations such as greater profitability and cost allocation. Universities have 

traditionally encouraged auxiliaries to keep student costs low and generate the necessary 

levels of profit to meet immediate financial obligations and provide capital for growth. 

Some colleges derive a portion of their current operating funds from the revenue surpluses 



of their auxiliary enterprises and services. Other colleges use the income generated from 

auxiliary enterprises to offset the expense of offering the services at reduced costs to 

students on a nonprofit basis. 
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Dr. Edward Gould, president of the Victor Valley Community College District in 

Victorville, California, made these remarks to the California Association of College Stores 

in 1991. "There appear to be two or perhaps three general perceptions of auxiliary services 

and bookstores from a presidential or administrative view. The first perception is 

entrepreneurial. We expect you to make money to bail us out of the financial mess we 

create." 

Burden of Responsibility Shifts. Other issues supporting privatization have 

included the fact that privatizing shifts the burden of responsibility away from the 

institution and its administration and offers political and fmancial advantages as well. 

Bookman (1992) claims that" ... privatization advocates recognize that through 

contracting, officials can make policy changes in pricing and scope of services which are 

far more difficult to make in an institution's own operation" (p. 161). The leasing of 

auxiliaries is a growing phenomena at public institutions throughout the country. 

Hundreds of colleges have hired leasing companies in the past fifteen years in the hope of 

controlling losses, increasing profits, improving service, and reducing the administrative 

burdens often associated with running these operations (Fuschberg, 1989). 

Financing Renovations and Improvements. Colleges frequently look to the leasing 

company to help in fmancing the renovation of services. According to Fuschberg (1989), 

"Eastern Michigan University, for example, needed to fmance the renovation of its student 
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union, but didn't feel it could squeeze enough cash for the work from its own bookstore 

operation." They signed a lease with Barnes and Noble, that promised" . .. $400,000 

for improvements, $600,000 for the inventory, and annual payments for the next five years 

ranging between $290,000 and 340,OOO--higher returns than the store had seen in the past" 

(p.25). The E.M.U. experience is typical of the expectations placed on auxiliary services 

and typical of the results that have occurred when the auxiliary was unable to meet those 

expectations. 

Tax-exempt Status. The self-operated traditional structure of colleges and 

universities is that of a not-for-profit, tax-exempt organization. This traditional structure 

and the need for revenue enhancement has created many problems with local merchants. 

Rush and Crane (1986) suggest that expanding sales and service activities by auxiliary 

units may erode sales at local businesses. The Business Coalition for Fair Competition has 

lobbied for legislation that would eliminate the tax-exempt status of auxiliaries, stating that 

the tax-exemption caused unfair competition with the taxpaying businesses. 

Proponents of lease operations argue that the self-operated auxiliary is in jeopardy 

of losing its tax-exempt status (although not commonly true) because of excessive unrelated 

business income (Rush and Crane, 1986). The primary reason for the tax-exemption of the 

non-profit organization is the societal contribution made through a system such as 

education. Many assume that if not-for-profit organizations did not exist, the government 

would be forced to provide the service directly. Congress has long recognized that 

permitting such "revenue enhancement services" eliminates the need for taxpayers to pay 

more. It is also important to note that exemptions, such as the tax-exempt status, give the 



auxiliary enterprise the flexibility to subsidize and reduce the price of other selVices, 

providing a greater benefit to the majority. 
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Unfair Competition. The Small Business Association (SBA) has led the way in 

creating legislation to curb the role of auxiliary selVices. SBA members contend that 

higher education is competing in unfair ways. Lower costs of the products for resale have 

been the largest complaint by the SBA. The August 1986 publication "Issue Alert: Unfair 

Competition With Small Business" used the sale of computers at educational prices as an 

example of unfair competition. Officials in higher education argue that the auxiliary 

selVices do not practice unfairness by promoting computer literacy and making available 

items deemed crucial to the students' education. What we see from the SBA is the 

complaint that the public sector is offering goods at a more competitive retail price than the 

private sector. Again, we need to apply the Pareto criterion. Does the SBA promote self

interests or private values over communal ones? Drucker (1993) states that the fear of 

factions and special interest groups continues with the tendency to make their own interests 

"a moral imperative" to which everything else is secondary. We can see this in the 

legislation proposed and supported by the SBA and other coalitions. Further, the concerns 

about "commercialization" have not dissipated since most contract management companies 

are for profit (Rush & Crane, 1986). Finally, many locally owned small businesses act as 

vendors to university auxiliaries. Many are purchased locally rather than from a corporate 

headquarters in New Jersey or Chicago. 

Unrelated Business Income Tax. Another example of the unfair competition 

strategy used by the SBA is the "Unrelated Business Income Tax" or (UBIT). The notion 
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of auxiliaries not paying tax has been argued as providing an unfair advantage. The Small 

Business Association has lobbied hard for the UBrr legislation. The content of UBrr 

suggests that income is exempt from taxation if the activity that generates it supports the 

mission or contributes to the organization's tax-exempt status. The use of the convenience 

exception has been applied to bookstores, food services, and other auxiliaries that are self

operated. Once the auxiliary is contracted out, the tax-exemption falls under different 

scrutiny. The more involved the institution is with the contractor, the more likely the 

exempt status will be denied due to the "passive/active income dichotomy" (Bookman, 

1992). 

Despite the arguments that the contract management option "minimizes" the risk of a 

loss of tax-exempt status as Rush and Crane (1986) have reported, it has been found that 

the recent reporting of UBrr by universities has led to deterring state unfair competition 

legislation against auxiliaries. According to the College Store Executive (1993), "As 

increasing numbers of higher education institutions began filing UBIT forms, complaints 

against the college store about unfair competition business practices diminished. Today, 

local businesses and lobbying groups seem to be concerning themselves less with the 

college store and more with other areas of state run businesses" (p. 7 ). 

Should Universities Run Auxiliary Services? 

Proponents of privatization question the institution's involvement in auxiliary 

services such as the operation of retail, food services, recreation and custodial services. 

Peters and Waterman (1982) identify eight basic business principles in their book In Search 

of ExceIJence. One of these principles, "Stick to the Knitting," refers to a company 

remaining with the business that it knows best. Lease companies argue that they are the 



most qualified to run an auxiliary because of their years of experience. According to 

Lawrence Padgett, president of Follett College Stores (in Fuschberg, 1989), "Colleges 
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have to serve a lot of functions ... but they're not retailers. We do nothing but operate 

college bookstores" (p. A 25). Daniel Gilman, the fITst president of Johns Hopkins 

University, supports this philosophy citing that the university should be " ... primarily 

devoted to the advancement of knowledge through the functions of scholarship and 

research" (In Grassmuck, 1990, p. A 30). Thus, according to Gilman, institutions should 

not engage in auxiliary services unless they support the academic and institutional mission 

of the university. If this rational continues, " ... the large university will not ... employ 

a great many people. It will be the one that has substantial revenues and substantial results-

achieved in large part because it itself does only work that is focused on its mission; work 

that is directly related to its results; work that it recognizes, values, and rewards 

appropriately. The rest is contracted out" (Drucker, 1993, p. 95). Pressure by the SBA, 

private interest groups, and others has increased the amount of state legislation being 

proposed throughout the U.S. 

Current Legislation. Legislation continues to be presented nationwide to limit the 

scope of commercial ventures by colleges and universities. Many auxiliaries are precluded 

from entering into commercial activities. "Ironically, as state governments reduce 

appropriations, they encourage public colleges and universities to develop revenues on their 

own. Yet, the very structure of the institution and its relationship to the state limit the 

opportunities for revenue enhancement" (Rush & Crane, 1986). 

In Arizona and many other states, legislation has been introduced with similar 

overtones as the following State of Arizona. House Bill 2273, which was defeated: 



41-2752. State Competition with private enterprise prohibited: 

A. A state agency shall not engage in the manufacturing, processing, 
sale, offering for sale, rental, leasing, delivery, dispensing, distributing 
or advertising of goods or services to the public which are also offered 
by private enterprise unless specifically authorized by law other than 
administrative law and executive order. 
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Although defeated,legislation such as this continues to resurface annually. Currently there 

is new legislation being proposed in Arizona, Texas, Massachusetts, Michigan, 

Wisconsin, and Nevada. Ironically, legislation such as this would favor larger national 

corporations to win the right to do business through the competitive bid process. Rather 

than competing with the institution which is restricted through legislation, the small 

business (SBA membership) would compete with major corporations and their resources. 

It could be the small businesses that would be hurt the most if a university chose to 

privatize its services. The small companies rarely successfully compete with the larger 

corporations in procuring contracts. The larger corporations have the right to aggressively 

promote their service, off the campus, unlike the typical university run auxiliary which is 

precluded from competing with the business community. 

Further, research, teaching, and the business of academics can and are being 

performed by the private sector. State legislation, as it is written, suggests that academics 

are not exempt from private sector delivery. 

Educational Reforms. It has been argued throughout this nation that our 

educational systems are in need of structural reforms to introduce choice and competition. 

In recent years, elementary, secondary, and post-secondary public education have come 

under attack, most prominently in publications such as "A Nation at Risk" of 1981. 



60 

Goodlad !1984) says that schools differ in the way that they do business and in the way 

those within the organization relate to one another. The business of schooling (elementary, 

secondary or post secondary) is the same. The introduction of privatization, voucher 

systems, tax credits, and public choice proves that society needs to rethink the way that 

they do business in education. School boards, like universities, focus on non-educational 

matters such as vehicle maintenance, food services, human resources, and facilities 

management. As a result, some schools have contracted out the provisions of educational 

services without rethinking new ways of conducting business (Fitzgerald, 1988). Most 

recently, the state of Minnesota contracted the management of its largest school system to a 

private group. 

Likewise, some university administrators argue that their personnel have limited 

energies and promote privatization. Daniel Gilman and others believe that university 

employees ought to be devoting their energies strictly to academic and university issues. Is 

the argument that simplistic? Solomon and Solomon (1993) ask: What is a university? 

They state: "It is an educational community, a place for teaching and learning. Everything 

else is secondary, irrelevant, or out of place" (p. 9). Yet, as Solomon and Solomon 

acknowledge, education should provide among other things: diversity, learning 

atmosphere, career assistance and training. If one supports the notion that everything else 

is "irrelevant or out of place," then Drucker's (1993) view of outsourcing is appropriate to 

the university. If not, then there is a need to reexamine the privatization movement. 

In Search of a New Paradi&m 

Is privatization the bold experiment of the 1990's? Can the marketplace better serve 

the needs of the public, or can it satisfy a few at the expense of the majority? Osborne and 
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Gaebler (1993) state that "at some times and in some places, we do need to spend more or 

spend less, create new programs or privatize public functions. But to make our 

governments effective again we must reinvent them" (xviii). 

Presidents of our nation's top universities suggest that a "new paradigm" or model 

must be developed in order for colleges to survive and develop into the 21st century. 

According to James J. Duderstadt, president of the University of Michigan, (In 

Grassmuck, 1990): "The decade of the 90's will be a time of bold experimentation" (p. A 

29). At Stanford University, President Donald Kennedy has assumed a highly visible 

position in the quest for new paradigms in the purposes and organization of the university. 

One of these "new paradigms" can arguably be the process known as privatization. Martin 

Meyerson (In Evangelauf, 1987), president emeritus of the University of Pennsylvania 

notes that this process is " ... sweeping the world in all ways, not just in higher 

education." Further, Meyerson suggest, "There is the belief that the marketplace can better 

serve needs than the public sector" (p. 25). 

As stated earlier, there are a number of issues that need to be considered in the 

development of a new paradigm. Higher education needs to rethink the way that it does 

business as an institution of higher learning. Osborne and Gaebler (1993) suggest that in 

education, as well as other government realms, the environment is such that "administrators 

are more at risk for promoting change or trying and even failing than for running ineffective 

institutions" (p. 325). Traditional public higher education has been preoccupied with rules 

and regulations with hierarchical chains of command. Like the military, our public 

institutions became bloated, wasteful and ineffective in achieving their goals. Osborne and 

Gaebler (1993) make the analogy that these centralized bureaucracies "are like a lUXury 



ocean liner in an age of supersonic jets: big, cumbersome, expensive, and extremely 

difficult to turn around" (p. 11). 
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Do the incentives that drive the organization promote motivation or excellence? Are 

departments or employees accountable for their results? Is authority sufficiently 

decentralized to permit flexibility and creativity? Are employees free from restrictive rules 

and regulations? 

Rule Driven or Mission Driven. Does the mission drive the decisions, or do the 

rules and budgets control the direction of higher education? Some suggest that mission 

driven, rather than rule driven, organizations need to be implemented to improve on 

efficiency, flexibility, innovation, and to produce better results (Osborne & Gaebler, 

1993). We see segmentation in our institutions of higher learning, as defined by Kanter 

(1983), caused by "a structure finely divided into departments and levels, each with a tall 

fence around it and communication in and out restricted--indeed carefully guarded" (p.75-

76). 

Organizations typically create internal cultures around their collective values, 

mission, and goals (Bennis, 1989; Lieberman, 1990; Peters and Waterman; 1982). 

Osborne and Gaebler (1993) suggest that "centralized, hierarchical organizations also 

divide themselves up into many layers and boxes. People begin to identify with their unit-

their turf' (p. 132). 

Turf Wars. These "turf wars" are frequent within higher education and are 

generally present within auxiliary service units. According to author Ken Blanchard 

(1993), "Universities are all about status and power and control. ... " Internal competition 
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over turf or roles frequently overshadows the mission of the auxiliary. Osborne and 

Gaebler (1993) state that "organizations built around turf tend to be schizophrenic" (p. 

132). The solution is to build a strong staff around the mission and its goals. As Osborne 

and Gaebler (1993) state, "Entrepreneurial governments defme their fundamental missions, 

then develop budgets systems and rules that free their employees to pursue those missions" 

(p. 110). 

Human Resource Systems. Rule driven human resource systems such as the civil 

service and tenure systems maintain a mediocre work force. They lack the ability to 

compensate good employees. Osborne and Gaebler (1993) suggest that we need to " ... 

replace a civil service system designed for the 19th century with a personnel system 

designed for the twenty-first" (p. 159). W. Edwards Deming (In Osborne & Gaebler, 

1993) feels that only 15 percent of the problems in an organization are caused by the 

employees, "the other 85 percent stems from the systems in which the employee works" 

(p. 159). 

In effect we are captive of our own monopolistic suppliers; our employees 

(Osborne & Gaebler). Drucker (1993) suggests that employees in government 

organizations maintain the lowest levels of productivity. He continues stating that "the 

greatest need for outsourcing--whether manual work like maintenance, or clerical work 

like billing--is found in government" (pp. 94-95). "Outsourcing" makes workers more 

productive and responsive to the needs of the organization by elimihating systems such as 

civil service (Drucker, 1993; Osborne & Gaebler, 1993). This does not suggest that all 

employees are lazy or incompetent but rather many university employees feel tied down by 

rules and regulations and assigned jobs they know could be accomplished in half the time if 



64 

they were only allowed to be creative (Osborne & Gaebler, 1993). Drucker (1993) states 

"contracting organizations offer career opportunities for the people .... Their executives 

take such work seriously; they are therefore willing to invest time and money in 

redesigning the work and its tools. They are willing, even eager to do the hard work 

needed to improve productivity" (p. 95). 

Emerging Trends. What trends then is one likely to see emerge in higher 

education? There is a need to consider the competitive process as well as rethink the 

hierarchical structure that suppresses an auxiliary from being more competitive. It may 

prove desirable to actively promote the private sector to compete with the public sector. If 

the results are greater customer choice and greater accountability, then everyone wins. 

Until recently, few in higher education ever used the term "customer." Since revenues are 

received indirectly from the student or customer, there is a separation of the monetary 

transaction. Auxiliary services generally see direct results from their sales or services. 

Unfortunately, auxiliary services become caught up in the general attitude of the university 

and are driven by rules and regulations rather than mission and goals. If a business 

satisfies its customers, the sales increase; but if someone else pleases the customers more, 

sales will decline. Auxiliaries need to be attuned to this and ignore the false impression of a 

"captive audience" (Principles of College Bookstore Management, 1983). Osborne et al. 

(1993) asks us what if the Department of Motor Vehicles offices were restructured where 

employees were paid only when they processed drivers licenses or registration--so the 

more they processed, the more money they received--would they act any differently? 

Benveniste (1985) suggests that " ... we can expect American public universities to 

increasingly seek to reduce their dependence on governmental support. They will privatize 
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some selVices, charge some tuition, seek donations, and engage in more entrepreneur-like 

activities" (p. 176). Osborne and Gaebler (1993) state, 

The tax revolt ... is here to stay. We have to guarantee future revenues 
by creating new revenue sources .... Our budget system drives people 
to spend money, not to make it. And our employees oblige. We have 15 
million trained spenders in American government, but few who are trained 
to make money (p. 195). 

One vehicle currently in place for promoting entrepreneur-like activities are the auxiliary 

selVices. 

Rush and Crane (1986) say that often people and selVices are not being used to 

their fullest revenue-generating potential. "Some institutions have moved aggressively to 

exploit underutilized or idle assets for revenue generating purposes" (p. 13). 

Many institutions have adopted revenue enhancement strategies that go beyond "core" 

educational selVices. Some of these have included: 

-Leasing of dormitory and classroom space during the summer months for 

seminars 

-Sales of software developed for academic or administrative purposes 

-Expansion of campus retailing activities such as bookstores, printing centers, food 

selVice operations, videotape rentals and convenience stores 

-Day care centers 

-Self-operation of campus vending machines and video games 
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Advantages to Institutional Self-Operation 

Numerous advantages to self-operation have been cited and included elsewhere in 

this review, nevertheless, there exists a need in this review of the related literature to 

address in greater depth issues supporting self-operation 

Many institutional self-operating auxiliaries are non-profit entities. Yet current 

administrations, CFO's, and CEO's compare the profits generated by a non-profit 

organization (whose mission oftentimes is to provide students with the lowest prices 

available) to a for-profit company. If the self-operated auxiliaries were to play on equal 

footing (e.g. maintain a for-profit posture), how then would the promises of privatization 

withstand scrutiny? Gould (1991) describes the typical process by which privatization 

takes place: 

The discussions I have heard tend to go like this: The chief business officer 
brings in a monthly statement or an audit report and tells the president that 
the bookstore is losing money. The president says we can't have that at our 
college (knowing fully well only a few services ever make money: parking 
tickets, food service, vending machines, and bookstores). So the president 
asks the CBO to make a recommendation, and it usually comes back to the 
president as 'lease it'. We can guarantee that it will never lose money and 
we can actually get a guarantee for $45,000 or much more." The president 
then asks that a committee is appointed to study and recommend, and often 
the recommendation is lease it; it's the lesser of two evils (p. 30-31). 

Gould (1991) concludes his discussion stating, "Rarely does the CBO or president 

stop to think, if they can guarantee that much money, why can't we do the same? Nor do 

they ask what would be lost or gained if we were to lose the institutional store. They 

simply look at the "result." Strong (1991) confirms Gould's comments suggesting that 

..... an administration's decision to lease is often made without objectively weighing the 

institutional self-operation option" (p. 32). 
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Greater Financial Return. Robert Strong (1991) in the College Store Journal 

advocates the institutional self-operation alternative. Strong, the manager of the Franciscan 

Shops at San Francisco State states that "although the lease operator's fmancial package 

offer included a sizable "up front" payment [to the university], management estimates for 

potential profitability from the existing operation over the six-year contract tenn exceeded 

the offer" (p. 40). 

The sales presentations by the lease operators are impressive and compelling. In 

the College Store Executive, Reynolds (1992) states that the "contractors are excellent 

salesmen who don't always deliver what they promise" (p. 26). Reynolds (May, 1991) 

states, "Not only does the lessor offer a substantial sum of up-front money but he 

convinces the administrator that he gains everything and looses nothing. All of us know 

that the student pays in the end" (p. 1). Proponents such as Strong argue that an 

institutional or self-operating auxiliary is more financially beneficial to the college or 

university in the long run. These proponents further argue that they are concerned with the 

mission of the institution and its survival from a support perspective. Private companies 

forward profits to shareholders. Self-operated auxiliaries retain profits institutionally, thus 

creating less of a fmancial burden on the taxpayer or student. 

Some disadvantages to this structure include the fact that capital infusion originally 

comes from the institution. If the auxiliary is not self-sustaining, it will drain institutional 

resources. Gould (1991) suggests that presidents of universities tend to look to the 

auxiliary service to make a profit that will enhance the mission of the institution, but more 

importantly to generate private funds that can be used in a variety of ways. "When you do 

this we like you a lot, when you don't, we seek someone else who can" (Gould, 1991, p. 

32). The disadvantages of leasing auxiliaries would most likely include the fact that profits 
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from the auxiliary not only leave the institution, but often leave the state as well. The level 

of income to the institution may decline, although there is no current data that supports this 

assumption. If the auxiliary is profitable, its excess revenues may be turned over to the 

institution to support academic needs. The profits turned over to the institution may be 

higher than those turned over by the lease company, and the potential shareholder 

dividends would remain in the institution as revenue. The general question asked by many 

is, "If the lease operation can offer greater percentages of sales, why can't the campus

operated bookstore?" 

The Up-Front Payment. The institution's "need" for funds through the one time 

sale of inventory creates an immediate cash flow for the university. This serves the short

term fmancial needs of the institution but decreases the institution's revenue earning 

potential in the long run as well as its debt capacity. It is nearly impossible to obtain the 

capital to buy back inventory in the future to institutionally operate the auxiliary again 

should a campus choose to self-operate. Those institutions in this position continue to shift 

from lease operator to lease operator trying to fmd an adequate private vendor. 

Drucker (1993) supports the need to be concerned with the long run 

implications of a decision. According to Drucker (1993), instead of being managed "in the 

best interest of the stakeholders," corporations are "managed exclusively to 'maximize' 

shareholders' value" (p. 80), thus forcing the corporation to manage for the shortest term. 

This philosophy damages the income producing capacity of the organization. Drucker 

(1993) notes that "Long-term results cannot be achieved by piling short-term results on 

short-term results." There must be an adequate balance between short- and long-term 
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needs and results. Understanding the need for balancing these is important to consider in 

the privatization debate. 

Drucker (1993) suggests that the interests of the beneficiaries from the service 

(students, faculty, university community, and taxpayers) are found in the long-term rather 

than short-term outcomes, yet universities fail to consider the long-term outcome in their 

decision to privatize. 

Greater Support of Academic Mission. The institutional auxiliary may provide 

greater support to academics than the leased store through special events such as lectures, 

internships, author signings and community programs (Reynolds, 1991; Rush & Crane, 

1986). The discussion of privatization as it relates to higher education is unique in that the 

university is a community unlike other communities. Solomon and Solomon (1992) 

emphasize the importance of the concept of the community in intellectual life. They suggest 

that "a university education also includes those on-campus lectures, films and concerts, 

events and festivals ... " where the " ... core of the campus is an enclave, an intellectual 

haven within which the conversation of humanity continues" (p. 34). Auxiliary services 

that support the academic theme are adjuncts to the educational mission. College bookstores 

or unions that bring to campus various authors, lecturers, in addition to promoting other 

educational programs and student programming endeavors, are typical of ways in which 

auxiliaries support the academic community and mission. These auxiliaries defend their 

existence through "their support" of the mission. Yet, when campuses privatize, they "spin 

off their most profitable divisions, putting them in the hands of those who are quite 

indifferent to or unsympathetic with the aims of education ... " (Solomon & Solomon, 



70 

1992, p. 34). Failing to support the mission of learning will result in a loss to the academic commun 

In part, Zeckhauser (1989) states, "Public enterprises are often assigned a set 

of responsibilities and resources quite different from those of the private sector. SOE's 

[State Operated Enterprises] may be asked to meet various noncommercial objectives, such 

as maintaining employment, restraining price increases, maintaining activity in or service to 

particular regions, ... and favoring certain classes of consumers" (p. 30). This is very 

much the case in privatizing auxiliary services where philosophies are often at odds with 

the goals of the institution. Fitzgerald (1988) suggests, "Under contracting, 

government cannot make a private flnn responsive to public needs" (p. 83). 

Savings in Personnel Costs. The lessor claims that he provides the institution with 

the same or better service, but how is that feasible when salary expenses are drastically 

reduced from 15% (industry average) to 9%? In a college store, service and stafflng are 

synonymous. Reynolds (August, 1992) states that " ... the lessor will hold personnel 

costs to nine percent of sales, while most stores are about five percent higher than this. 

The school only realizes they get more money, they do not realize that most of it comes 

from personnel [savings from reduction in personnel costs]" (p. 2). 

Lease operators such as Barnes and Noble argue that they have "over 100 years of 

experience," and Follett College Stores maintains that an advantage of their lease operation 

is the fact that they have a "high quality, professionally managed, full service bookstore." 

Yet as proponents of the self-operation method have quickly pointed out, these same lease 

operators often retain the current management and staff originally employed by the 

university and are newcomers to the college store industry. 
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Institutional Control. Stephen Joel Trachtenberg, president of George Washington 

University, believes that " ... the university should focus on academic pursuits and free 

itself from the headaches of running a $6.5-million-a-year retail operation" (In Fuchsberg, 

p. A 23). As Fuchsberg (1989) cited, "It seems college administrators are more 

comfortable letting someone else do the job" (p. A 23). With an appropriate reporting 

structure, college administrators need not be uncomfortable overseeing these units, and the 

mission of the university can be better met. As suggested earlier, some believe that leasing 

provides the elimination of the "headaches" presented by day-to-day operations. Yet, 

proponents would argue that included in the advantages of institutional operation is that it is 

overseen by the campus and has a reporting structure within the college or university thus 

providing for institutional control. 

The argument made that the academician should not worry about running a retail or 

a food operation is valid. This and other arguments support the need to consider a change 

in the reporting structure to free those in academics from making auxiliary business 

decisions. Auxiliary administrators should be hired who are in touch with current 

business issues. If auxiliaries and academics understand their relationship with one 

another, auxiliaries will become a greater asset to the goals of higher education and 

academicians will be able to better support auxiliaries. The "cash cows," as auxiliaries are 

called, must become "sacred cows" for an institution desperate for revenue sources and 

should be protected by the highest levels of administration. It is at these levels that the 

decisions should be made as to how those revenues generated by auxiliaries will be best 

spent. The directors of each auxiliary should cease to compete institutionally for turf or the 

same profits or institutional dollars, but become part of an integral team of business leaders 



who will collectively maintain the profitability of all auxiliaries and seIVe an identifiable 

rather than hidden mission. 

Instead of the current patchwork or a mix of the so-called public and the so-called 

private, as privatization is often used, institutional control could be the catalyst for a new 

mission or a new paradigm encompassing greater revenue generating support to colleges 

and universities. 
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In the study conducted by Rush and Crane (1986), it would appear that several 

findings support the need for auxiliaries to undertake a new role. The results included the 

need for auxiliaries to "supplement existing campus revenues" through profits; provide a 

seIVice; avoid unfair competition complaints by advocating a working relationship with 

local business leaders; and pay for indirect costs. Other roles, as stated earlier, should 

include the active involvement by auxiliaries in academic goals. Proponents of self

operation would argue that these roles can only be achieved by maintaining a reporting 

structure within the college or university. 

The literature points to the need to support our auxiliary seIVices while improving 

the competitiveness and fmancial health of our organizations. Further, it is a phenomena of 

higher education to have units such as auxiliaries reporting to higher level administrators 

who may lack the knowledge and expertise to lead discussions in the decision making 

process specific to retail or auxiliary operations. In the case of auxiliaries, they report 

through a variety of organizational structures to deans, vice presidents and even directors of 

student health, many of whom are excellent administrators in their field but lack the 

business expertise in retailing, food seIVices, facilities management and other areas. 
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Defining Goals for Auxiliaries. Often the decision to privatize is made by the 

administration without ever considering the self-operated auxiliary as a profit center. 

Managers of college stores have traditionally been asked to maintain a posture of service 

and low prices and service rather than profit Freeman and Locke (1990) wrote in "Saving 

the School over Four Hundred Thousand Dollars," "Administrators do not always 

communicate financial goals in defined terminology" (p. 1). Reynolds (1992) suggests that 

" ... without ever requesting that the policies be changed, they [administrators] lease the 

store" (p. 26). Drucker (1993) discusses the philosophies of Frederick Winslow Taylor's 

"Scientific Management" theory and the criticism his theory has received over the years for 

not asking employees how to do their job. The same can be argued with the privatization 

decision. Administrators need to communicate with those employees who are involved 

with an auxiliary and ask them: What can you tell us about the organization or function and 

how should it be done? What tools do you need? Do we agree upon the same goals and 

objectives? The results may prove a lack of understanding of the mission of the auxiliary. 

H the purpose of the campus auxiliary is to generate a revenue, then clear objectives should 

be defined. 

Why the Private Sector Interest in Privatizing Auxiliary Services? 

Why is there such an interest in privatizing auxiliary services by the private sector? 

According to Fuschberg (1989) in an article in The Chronicle of Higher Education, "At 

stake is the control of a market [college bookstores] estimated to be worth $5 billion." 

1992 figures indicate that the retail sales volume of college stores is estimated in excess of 

$5.5 billion dollars annually. The February 1992 College Store Newsletter reported that 

"since 1981 nearly five hundred lease and chain stores have been established. This is an 



average of about one a week. Professional Management Associates (PMA), a watchdog 

group observed privatization efforts in the college store industry until recently. PMA 

provided 1992 enrollment statistics in the July/August College Store Executive (Zavelle, 

1992, p. 25) that suggest there are currently 3,362 (public/private; two-year/four year) 

college bookstores. Of these, 2,198 were institutional stores and 663 were lease stores. 

Of the nearly 20 percent of stores that are leased, 1991 enrollment statistics show that 

institutional stores service 9,737,027 students and that lease stores service 3,642,019 

students. 

Zavelle (1992) notes that according to former PMA Editor Russell Reynolds, the 

following data reflect the mix of the privatized versus self-operated college stores in the 

United States: 

Four-year institutions with self-operated stores 1,199 

Four-year institutions with leased stores 464 

Four-year institutions with privatized stores 74 
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Thirty-two percent of all college stores at four-year institutions have leased or privatized 

their college store. According to Alexander Zavelle (1992), if the privatization of college 

stores continues at the same pace that it has been, "by 1997 the private sector will operate 

51 percent of all college stores (p. 25)." 

November 1991 PMA figures indicate the following lease college stores: 

Lessor TQta1 Stor~~ TQta1 Enrollm~nt 

Follett-Brennan 305 1,268,710 

Barnes and Noble 180 1,402,255 

Wallace 21 159,385 



Nebraska 

Mathews 

8 

39 

52,193 

52,508 
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It is clear to see by the size and scope of the population why the lease operators are 

highly motivated in their attempts to capture a larger market share of the college store 

industry. The National Association of College Stores (NACS) provided this study with a 

listing of all public, four-year universities that leased their bookstores within the last two 

years. According to the NACS, 126 four-year campuses have become lease operations in 

the past two years. These figures, however, require caution in that a random sampling of 

institutions revealed that approximately 10 percent of campuses listed had been leased for 

much longer periods of time. 

Criteria for Service Delivery 

What criteria can be used to decide how goods and services should be delivered? 

Finley (1989) describes five criteria for detennining the most appropriate service delivery 

method: 

·Cost is primary consideration. Cost effective alternatives? 

·Service Quality, Level and Effectiveness 

-Will the hours or location change? 

-Will the personnel, their training, or friendliness change? 

-Will the service be locally run or administered elsewhere? 

-Will the service continue or be expendable? 

• Impact on other services 
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-Potential for service disruption. Is there the possibility? 

-Responsive to citizens' needs and expectations (Ongoing evaluation). 

Publicization 

Finely (1989) refers to another new phenomena that is occurring somewhat 

infrequently whereby a locality or a university returns to delivering a service in-house after 

a period of contracting. Finley calls this phenomenon "publicization." He states, 

"Evidence of this is sketchy and anecdotal at present, but it may become more prevalent in 

the future especially if localities can develop entrepreneurial attitudes about service 

delivery" (p. 19). What Finley does not realize is that publicization is occurring more 

frequently at the university level than anywhere else. According to the National 

Association of College Stores and Professional Management Associates (1992), a small 

number of college stores are returning to self-operation. Russell Reynolds (1992) suggests 

that private lessors will fail to deliver on their contractual and quality of service promises. 

He states: "Right now we see a modest shift from one contractor to another when the 

school became unhappy with the existing lessor. This trend has been slow because the 

contracts were [and still are] for five and ten years. You can also expect the replacement 

for the person who made the original contract to believe that he [they] can do it better" 

(Reynolds, 1992, p. 1). Drucker (1993) suggests that we track the perfonnance of an 

organization and its management against a strategic plarl and specific objectives. This will 

show whether or not a business is perfonning well or not over a few years' period of time. 
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Accountability Model 

As suggested earlier, a model needs to be established to provide administrators with 

a tool to assist in the decision-making process. The following is a review of literature 

regarding model development. Following the text, Effective Evaluation: Models for 

Accountabi.!i!Y by Engle, Saunders, and Blake (1981), this researcher used a "parallel 

pairs" design and a relational model as an accountability model and develop criteria 

designed to evaluate the advantages and disadvantages of the privatization of auxiliary 

services. The intent of this study is not to reinvent a model but rather provide some 

background on the model selected and its function. The parallel pairs model was u5e;d 

because it is capable of exhibiting "all of the relationships of other models given a proper 

topological expression" (Decker & Saunders, 1976, p. 30). Decker and Saunders (1976) 

state "for every experience there is a parallel experience and a classification base" (p. 30). 

Further, the parallel pairs model will perform the same function for all relatable factors 

(Engle et al. 1981). It is in the pattern of form and sequence that thought style and inquiry 

become possible (Decker & Saunders, 1976). Decker and Saunders (1976) suggest that it 

is in the "overlapping forms through which problems are studied, that an integration of 

categories and subject matters is possible" (p. 32). The concern for greater accountability 

in the public sector, especially in higher education, supports the need for such a model. 

Engle et al. (1981) succinctly state that " ... the power of models is proportionate to their 

ability to determine the meaning of the language used and thus dictate the action to be 

undertaken in any given evaluation plan" (p. Tl). 

Inasmuch as accountability does derive its essential meaning from an established or 

accepted goal for which some function or person is responsible, the sequence from the 

goal or purpose to the activities which ostensibly constitute the process of attaining the goal 



must include the transitional or relational processes and factors which bridge the 

goal/activity continuum (Engle et aI., 1981, p. 40). 
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According to Engle et al. (1981), a relational model is a structurally comprehensive 

pattern which provides "an informing hypothesis in which all components can be identified 

and maintained. All syntax in a relational model should be identifiable and given sequential 

meaning in terms of the initiating mission or goal ... " (p. 71). Benjamin Bloom (1956) 

defined taxonomy and its distinction from "classification" suggesting that taxonomies have 

"certain structural rules which exceed in complexity the rules of a classification system" (p. 

17). A classification method may have many arbitrary elements, whereas, a taxonomy 

method may not Engle et al. state that the classification criteria on1y requires 

"communicability, usefulness, and suggestiveness" while a taxonomy must demonstrate 

"its consistency with the theoretical views in research findings of the field it attempts to 

order" (p. 17). While the criteria used follow several rules as outlined in the literature, they 

convey a usefulness rather than theoretical views. 

Because the relational model can be used for evaluation, it is especially effective 

with the parallel pairs designs. A parallel pairs design has two primary axes. According to 

Engle et aI. (1981), by adding additional categories on the horizontal axis this model "can 

expand its capability of classifying the variables found on the vertical axis. " (p. 72). As an 

evaluation model, Engle et al (1981) suggest that the "evaluation must separate programs 

(categories) from their components (variables), objectives from their activities, resources 

and support services from the objective and variables they serve" 

(p. 75). Decker and Saunders (1976) state "Models are needed to set "hierarchies" of 

inclusion and categories for exclusion, i. e. to help set priorities and locate alternative kinds 

of problems [or solutions]" (p. 78). Figure 1.3 shows that the model is structured in a 



79 

way to denote the "crossing of single lines as the comparison of a variable of one category 

with the variable of the second category" (Engle et al. 1981, p. 83). 

The model enables the user to isolate variables and show a relational value to each 

other. Further, "the parallel pairs model can be developed and used as an accountability 

model by placing the accountability categories into the model" (Engle et al' 1981, p. 83). 

Figure 1.3 Parallel Pairs Model 

ctivity ~ ~CtiVitv 
Goals Structure Content 

Curriculum 

Lesson Plan 

Instruction 

Textbooks 

From Effective Evaluation: Models for Accountability. by J, Engle, F.Saunders, and 
R. Blake, 1981, p. 84. Copyright 1981. Reprinted by permission. 

These accountability categories in sequence include: 

1. purpose 

2. goals 

3. objectives 

4. activities 

5. support conditions 

6. evaluation. 
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Engle et al. (1981) describe these categories as follows: "Purposes are the desired 

ends for specific activities." lbis is the reason for doing the activity and for a desired 

result. The purpose is the starting point "from which to derive action and to which all 

evaluation will be tied to measure success of all efforts to bring about the desired results" 

(p. 24). Purposes are shared in vague terms. Goals "are operationally developed 

definitions of a value held ... " (p. 24). They provide the criteria for measuring a single 

objective. Objectives "are derived from the language of the goals" (p. 25) and are specific 

and quantifiable or observable. Objectives reflect the "factors required for the 

accomplishment of a goal" (p. 25). Activities are "the specific tasks required to accomplish 

an objective from which they are derived. The activities should be stated in precise 

terms ... " (p. 26). The establishment of activities requires a number of Support 

Conditions. "These conditions can be viewed as logistic requirements" (p. 26). Finally, 

the last category is Evaluation. Evaluation is the most generic of all the categories of 

accountability. It is the measurement of accomplishment for the other categories. 

Evaluations are the extensions of values and a "restatement of goals and operations in terms 

of identifiable results" (p. 27). 

The accountability model can be used as an instrument for planning and goal 

setting. Further, the model allows for the function to be evaluated. According to Engle et 

al. (1981), "the result of the evaluation function takes a simple form of answering the 

question 'were the activities specified within this category completed' (p. 91)?" By using 

the "objectives" category of the model, "specific delivery methods" or people can be 

evaluated. 
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The cumulative effect of the model provides for the ability to review the 

planning, development, and implementation of individual categories in order to develop a 

comprehensive decision. The evaluator can, in effect, provide information about how well 

an auxiliary was managed after a particular mode of operation has bee:n in place. Engle et 

al. (1981) notes, however, that careful consideration must be given to each accountability 

category, e.g., purpose, goal, and objective, in addition to any transition from one category 

to another. Also, to develop and implement the proposed model, one must flrst determine 

the desired outcomes that privatization or any other operational approach is designed to 

produce. 

The criteria for the accountability model was selected because, as Engle et al. 

(1981) suggest, when implemented, it provides " ... a format of guidelines through which 

all goals for accountability can be sorted, classified, set into a taxonomy, and evaluated for 

appropriateness and effectiveness" (p. 4). 

Goldstein, Kempner, and Rush (1993) developed a "decision matrix" in Contract 

Management or Self-Operation which utilizes the parallel pairs format but fails to be 

comprehensive. Engle et al. (1981) suggest that "comprehensive models are more than 

descriptive; they provide informing rules or hypotheses" (p. 5). Further, the primary 

purpose of the Goldstein et al. (1993) model was to propose a procedure for the evaluation 

of the current structure and the proposed method of operation where it failed in its 

comprehensiveness and evaluation. With an improper or random categorical spattering of 

the vertical axis, objectives and results lack proper focus. As with the Generic 

Collaboration Evaluation Model, the vertical axis is presented in levels as well "as a 

strategy to differentiate scope and significance of the activities" p. 10). There is also a lack 

of evaluation columns on the vertical and horizontal axis. These additional columns, when 
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included, provide for a "more comprehensive" evaluation by summarizing each axes in 

terms of each coordinate and the fmal conjunction of the axes (Schlessman-Frost and 

Saunders, 1993). Schlessman-Frost and Saunders (1993) suggest an evaluation criterion 

within each coordinate to "assess the success, failure, degree of progress, and anticipated 

outcome for each activity" (p. 11). The decision matrix fails structurally because as 

Schlessman-Frost and Saunders (1993) state: "Cats, dogs, and mammals cannot be on the 

same axis any more than "planning" can be on the same axis as the organization doing the 

planning" (p. 11). Evaluating components out of the proper context, classification, or sort 

can be misleading if not impossible. 

Summary 

Throughout the literature review, the following questions have been raised: Is 

leasing the new paradigm for higher education or is it self-operation with a "new mission"? 

Should this new mission support the need for auxiliaries to operate more like the lease 

operation with additional support being provided to the academic community? As 

universities evaluate their respective missions and societal roles, they may decide to 

eliminate the operational responsibility for some or all of their auxiliary services. In most 

cases, auxiliaries are not "central" to the mission, but rather, they have or "should have" 

evolved to support the mission and its educational goals. 

Is leasing the answer to enrollment declines and institutional downsizing? If so, 

can a lease company generate a greater revenue for the institution than a self-operated 

auxiliary? Is an alternative delivery of service the answer? Do the costs of goods remain 

the same? is there the same level of indirect support to the institution? Is the question 

truly one of economics, and if so, who will protect the interests of students? 



As change continues in higher education, revenue sources may shift and 

institutional goals may be redirected. Clearly, declining student enrollments, increased 

federal scrutiny of unrelated business income, unfair competition issues, and reduced 

governrnent appropriations will force changes in colleges and universities throughout the 

United States. Innovation and entrepreneurship will be important commodities for the 

institution's survival. Auxiliary services will playa key role in enhancing institutional 

revenue (Rush & Crane, 1986). 
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Finally, criteria for developing a useful decision-making model with a parallel pairs 

design were discussed for use in the decision process. 



CHAPI'ER THREE 

MEfHODOLOGY 

Introduction 
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This research has been conducted from the conviction that the relationship and role 

of auxiliary services to their institutions is imperfect. As previous chapters have stated, the 

purpose of this study was to explore and examine the differences between the campus and 

lease operations. Questions were derived based on the claims made by both the self

operated as well as the lease-operated proponents. Further, it should be noted that no effort 

was made to look at all other organizational forms such as cooperatives, student 

associations, private for profit, and private non-profit organizations. This chapter 

describes the methodology used to achieve the above-mentioned purposes. Such a 

description must begin with a brief review of the methods employed during the course of 

this review. 

A sample section has been established to explain the rationale for and description of 

the subjects interviewed. Second, the methods of data collection are explained. Third, an 

instrument section is included to describe the process of developing the questionnaire, 

telephone interview, and audit Fourth, the treatment of the response bias is addressed. 

Next, a description of the process for administering the survey questionnaires is included, 

and last, a data section is organized to explain the collection and analysis of data 

Population Description and Sample Selection 

This study focused on wanting to learn what the advantages and disadvantages of 

an institutionally operated auxiliary service are compared to those of a leased operation. 



This researcher is interested in general facts that described a large group of auxiliary 

services yet focuses on one group. The primary focus is on college bookstores. 
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1992 figures suggest that there are 3,362 college bookstores affiliated with the 

National Association of College Stores. As stated earlier, for the purpose of this study, 

only four-year, public institutions, within the U.S. are included in the sampling frame. In 

comparison, the 1993 Higher Education Directory states that there are 586 four-year, public 

universities in this country. 

Figures provided by The National Association of College Stores (NACS) (June, 

1993) suggest that there are 420 four-year public institutions with membership in NACS 

that continue to self-operate their campus bookstores. Of those 420 institutions, 44 are 

omitted because they are geographically outside of the United Sates, 9 other "stores" are 

excluded because they are exclusively computer stores, and since 21 other stores maintain 

an affiliated membership only, they are excluded as a result of that afflliate membership. 

Thus, the remaining 346 college stores comprise the "institutional sample group". 

NACS further reports that there are 139 lease-operated college stores within the 

United States, 228 private college stores, 22 cooperative stores, 44 chain stores, 17 

college stores identified as "other," and 16 student associated college stores. In total, 812 

college bookstores with NACS membership serve these 586 institutions. Private and chain 

college stores are omitted (272) from the population sample frame because of their "typical" 

off-campus status. 194 college stores are included in the "non-institutional sampling 

group." The "institutional sample group" and the "non-institutional sample group" (540 

total) has been further reduced by sending one survey to each institution being represented 

by these two sample groups (some campuses have mUltiple NACS memberships). The 

final number of institutions receiving questionnaires is 461. 



86 

Mail Questionnaire 

The surveys were sent to Auxiliary Service Directors at the identified campuses by 

cross-referencing the NACS membership list with a current listing of institutional members 

of the National Association of College Auxiliary Services (NACAS). The purpose of this 

was to ask campus administrators for their views on the current operation of the college 

store. It was believed that a greater bias would be presented when surveying college store 

directors. 

Telephone Interview 

For the purpose of administering a telephone interview to establish the quality of 

service before and after the leasing occurred, 129 campuses were identified by NACS as 

having changed their method of operation from institutional to lease in the past two years. 

Qf this population, 40 campuses (34 percent) were randomly selected (filter questions used 

during telephone interviews revealed 10 campuses that were not a part of the sample 

population). A pretest group was identified as the "institutional sample group" used above 

(346). Of the 346 schools that continue to self-operate, 34 percent or 117 schools were 

selected for telephone interviews The schools were randomly selected by using a table of 

random numbers. The purpose of the telephone interview was to ascertain the views of 

students at forty colleges where leasing has occurred. In order to give the students a basis 

for their views, only campuses that have changed their method of operation to leasing in the 

past two years are included in the sample. Students in the student government were 

selected because of their representation of all students on campus as well as their typical 

junior or senior standing, campus involvement, and awareness of campus changes and 
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events. In the majority of the interviews the students that serve on bookstore committees 

were interviewed. 

Survey Audit 

Once again, forty campuses, were selected from the original questionnaire selection 

by using a table of random numbers to receive price comparison forms or audits. These 

audits were sent to Accounting or Economics department heads in the College of Business 

at the selected schools. Faculty were asked to consider using the instrument and results as 

a project for a student in the class. Students were provided instruction and an audit to 

complete evaluating the prices at their campus bookstore. The purpose of using students 

was to prevent false reporting from occurring by the college store. The audit yielded an 

even 25 percent response rate for each type of operation (self-operated and leased). 

Method of Data Collection 

From a methodological standpoint, this research utilized the survey approach in an 

attempt to make descriptive ascertations about college stores and their ownership forms. 

There exists three possible survey methods: personal interviews, telephone interviews, and 

mail questionnaire (Babbie 1973). The only method not chosen was the personal interview 

because of the large population studied and the wide geographic distribution of the 

subjects. Thus the mail questionnaire and the telephone interview techniques were chosen 

because of their relative economy. 

In this research project the mail survey and telephone interview were utilized in a 

cross-sectional fashion. That is, rather than examining the components of change in 

satisfaction that occurred either before, after, or during the operational change, changes in 
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satisfaction were examined on the basis of differences between the two groups identified by 

the administration of the survey at a single point in time. Such cross-sectional analysis 

offers some distinct advantages: 

1. The collection of data at one point in time across all groups. 

2 . Uniform instructions and guidelines to minimize direction bias. 

3. Administration of the survey to an intact group of individuals not subject to 

change due to experimental mortality. 

The major weakness in cross-sectional research when compared to a longitudinal approach 

to the study problem lies in the validity of descriptive relationships. Since a group's 

activities and its inherent changes are not monitored over time in the cross-sectional design, 

these relationships in terms of the time component are difficult to ascertain and can only be 

conjecture. 

Selection and Construction of the Survey Instruments 

Three survey instruments were selected for administration to the study participants. 

All of these instruments are measures of the possible differences between the methods of 

operation. One instrument measured the degree of satisfaction an administrator has with 

regard to the method of operation of a college store. The second instrument measures the 

students' or customers' perception of quality of service being provided by the college store. 

The customers' perception is an attempt to confirm the perceptions of the administrator and 

to focus on the quality of service being provided. The third instrument measured the 

changes in the retail prices of goods sold through the two methods of operation. 
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Mail Questionnaire 

The general questionnaire (Appendix A) was designed after reviewing guidelines by 

Babbie (1986), Fowler (1988), and Fink and Kosecoff (1985). Further, a pilot study was 

mailed to, and reviewed by, 10 administrators and practitioners in the field of auxiliary 

services and college bookstores. College bookstore administrators from a variety of 

organizational forms examined the survey and provided insight for revision. Included in 

the survey was an introductory page with instructions and a definition of the tenn of 

auxiliary services (for the purpose of this study). 

The questionnaire utilized 69 questions that includes both quantitative and 

qualitative responses. Questions focused primarily on the following areas: financial 

support, academic support, student support, and institutional support. Subsets of the 

questions also included the following: income, service, unfair competition, technological 

advantages, employee advancement, and management control. Upon completion, the 

questionnaire was forwarded by the participants to the researcher. Questionnaires were 

coded for identification in order to follow-up on unreturned surveys or improperly 

completed surveys. 

The mail questionnaire, Appendix A, was developed based upon the theoretical 

framework in chapter one and the review of the related literature in chapter two. An 

adaptable pre-established instrument was not found. The basic instrument was comprised 

of five parts. The first part (A) asked all respondents to identify the following: 

1. Role of auxiliary services 

2. Role of the bookstore 

3 - 11. 

12 - 14. 

Financial and academic contributions to the campus 

Service and income issues 



15 - 17. 

18 - 20. 

21 - 22. 

23 - 26. 

27 - 29. 

30 - 32. 

33. 

34. 

35. 

Legal issues 

Changes since lease occurred 

Competition issues 

Profit goals and recognition 

Campus systems that conflict with mission 

Taxation 

Title 

Financial 

Percentages of additional contributions (omitted based on lack 

of respondents during first mailing) 
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Part B was for those campuses that self-operate their bookstores. This section was 

based upon eight Likert type questions addressing the self-operated bookstores ability to be 

as competitive as the private sector. 

Part C was intended for those campuses that changed some of their auxiliary 

services. This section was comprised of three Likert type questions regarding the control, 

technology, and purpose of the auxiliary services. 

Part D was for those campuses that changed their organizational forms from an 

institutional operation to an alternative method of operation. This section was comprised of 

18 Likert type questions regarding the changes that had occurred since the alternative 

method was implemented and the satisfaction of the change. 

Part E asked for sales figures, staff full-time equivalent, and student enrollments. 



Questions 44 through 64 (Part C and D) used a four point modified Likert type 

scale. The scale omitted a fifth option or a neutral choice to discourage respondents from 

gravitating towards the middle or neutral answer. 

Telephone Interview 
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The second instrument chosen, SERVQUAL, is a multiple item scale for measuring 

consumer perceptions of service quality in the service and retail industries. This generic 

instrument has relatively good reliability, validity, and broad applicability (Appendix B) 

and follows the principles of G.A. Churchill Jr., "A Paradigm for Developing Better 

Measures of Marketing Constructs" Journal of Marketing Research (February 1979). The 

SERVQUAL instrument is a 22-item instrument that maintains a "standard five

dimensional structure [which] serves as a meaningful framework for tracking a finn's 

service quality perfonnance over time and comparing it against the perfonnance of 

competitors" (parasuraman, Berry, & Zeitharnl, 1991). Perceived quality is the 

consumer's judgment about an organization's overall excellence or superiority in 

comparison to expectations. It is a form of attitude, related to satisfaction, and results from 

a comparison of expectations with perceptions of performance (Zeithaml, 1987; 

Parasuraman et al., 1988). Parasuraman et al., 1988, support the view that service quality, 

as perceived by consumers, stems from a comparison of what the consumer feels service 

organizations should offer with their perceptions of the performance of those organizations 

providing the services. Parasuraman et al. (1988) state, "Perceived service quality is 

therefore viewed as the degree and direction of discrepancy between consumers' 

perceptions and expectations." The five dimensions stated above are the basis for the 
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SERVQUAL's judgment of customer satisfaction. These dimensions are defined as follows: 

Tangibles: Physical facilities, equipment, and appearance of staff 

Reliability: Ability to perform promised selVice dependably and accurately 

Responsiveness: Willingness to help customers and provide prompt selVice 

Assurance: Knowledge and courtesy of employees and their ability to 

inspire trust and confidence. 

Empathy: Caring, individualized attention to its customers 

It should be noted that the last two dimensions, assurance and empathy, contain 

items representing seven original dimensions--communication, credibility, security, 

competence, courtesy, understanding!knowing customers, and access. The authors of 

SERVQUAL believe that the skeleton of the instrument, when necessary, can be adapted or 

supplemented to fit the characteristics or specific research needs of a particular organization: 

A retailer can also use SERVQUAL to assess its selVice performance relative 
to its principle competitors. The two-section format of the instrument, with 
separate expectation and perception sections makes this instrument convenient to 
measure the quality of several college bookstore operational methods simply by 
including a set of perception statements for each method of operation that they 
have had experience with in the past two years at that particular campus. The 
authors suggest that the expectation section does not need to be repeated 
(Parasuraman et al., 1988). 

The telephone intelView was conducted during the month of October 1993. This 

methodology was useful in that it provided an opportunity for the intelViewer to ask several 

filter questions to confirm the respondents "ength of time on the campus and their 

knowledge of the change in operational method. The questionnaire used was similar to the 

Parasuraman et al., 1991 study in which the instrument was revised to improve on its 
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goodness of fit and validity. Like Finn and Lamb (1991), a five point, rather than seven 

point scale was used with anchors representing "strongly agree-S" and "strongly disagree-

1". As Finn and Lamb (1991) suggest, a five point scale is easier to use in telephone 

interviewing. 

Prior to the refinement of the SERVQUAL instrument, Finn and Lamb (1991) 

suggest that researchers exercise caution when using this instrument. The instrument used 

in this study is the refined version of SERVQUAL (Appendix B). The changes in the 

instn.ment still reflect the basic five-dimensional structure of the original scale with several 

exceptions. 

Additional questions were asked of the students after administering SERVQUAL. 

Those questions addressed the following: Has the retail price of goods changed as a result 

of the leasing? Has the product selection increased, decreased or stayed the same after the 

leasing occurred? Do you have any additional comments on either operation? 

Audit of Selling Prices 

The third portion of the study, Appendix C, was an adaptation of the Maricopa 

County Community College District report entitled Internal Audit (1986). This survey 

was designed to evaluate the different retail prices of goods at leased and self-operated 

college stores. This instrument was chosen because it may confirm the student's 

perception of a change of retail prices. Further, it can either support or dispel claims made 

regarding lower prices by lessors. Student auditors were provided information and asked 

to list the current price of items found in their campus bookstore to elicit data on varying 

retail costs for identical items across the sample. Forty items determined likely to be in a 

campus bookstore were selected for the audit. In addition, twenty-five textbooks that have 



been identified by textbook buyers to be popular were included in the audit Text items 

were selected using current national lists of popular titles. 

Administering the Survey Questionnaire 
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As stated earlier, the questionnaire was sent out in October 1993 to all NACAS 

members at public four year campuses. College store managers were not included in the 

study. The questionnaire included a cover letter (Appendix E) explaining the importance of 

each individual's participation and what this project hoped to accomplish. The 

questionnaire itself had pertinent instructions at the top and at the beginning of each section. 

After completion of the survey, the respondent could return the questionnaire in the 

enclosed pre-addressed and postage paid envelope. In order to facilitate the follow-up of 

unreturned questionnaires, each survey contained a code number on the back page. This 

code was used instead of the subject's name to insure confidentiality of responses. 

A follow-up procedure was performed (Appendix F). This follow-up was a letter 

accompanied by an extra copy of the pre-coded form and another postage paid envelope 

sent five weeks after the first mailing to all non-respondents. Themail questionnaire was 

conducted between September 1993 and October 1993. 

Each completed questionnaire returned was individually examined for correctness. 

In those cases where serious errors were made in completing the survey instrument, the 

questionnaire was returned and the participant was requested to complete it correctly. If the 

participant had any questions, they were requested to call collect for assistance. 

All questionnaires were separated based upon the method of service operation and 

entered into a statistical program. 
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After all questionnaires were received, follow-up telephone calls were made to 

ascertain the reasoning behind the failure to return the questionnaire. Responses could be 

categorized into four groups, those directors who: (1) believed the survey was too long; 

(2) did not see a value to the research or stated that they were too busy; (3) were 

uncomfortable sharing the information for fear that it would be given to a lease company, 

and; (4) were not knowledgeable enough about the activities of the lease company to 

complete the survey. 

Treatment of the Data 

Questionnaires 

Upon receipt of all questionnaires, the following six steps were taken: First, the 

data were tabulated and charted utilizing a frequency distribution. Second, the frequency 

data was converted to percentages. Third, tables were constructed based on category. 

Fourth, the tables were reviewed for key elements that either support or reject the 

hypotheses. Fifth, the key elements were summarized. Finally, contributions to the 

answering of the specific questions of this study were noted. 

A statistical program was used to evaluate these data. Tests for central tendency 

(Le., mean, median, standard deviation and range) were applied to all informative 

responses to characterize the study population. 

Population subgroups were identified by evaluation of independent variables in 

relation to the research questions posed in Chapter 1. These subgroups were evaluated for 

satisfaction of operational form using the Pearson Product-Moment Correlation Coefficient 

statistic as an initial screen for relationships and by analysis of variance where appropriate 

and where relationships were suspect. 



.. _---, 

An analysis was also perfonned to detennine if, and to what extent, a correlation 

existed between any of the factors identified above. 
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To answer the research questions posed in the introduction of this study, each of 

the independent variables assigned were subject to correlation and analysis of variance 

techniques. The appropriate parameter (one-way analysis of variance) and non-parametric 

(chi-square and t-tests for non-continuous data) tests were perfonned on the remainder of 

the data. Levels of significance were reported for further interpretation by the reader. 

Telephone Interviews 

The SERVQUAL instrument assessed each organization's quality along the five 

service dimensions by averaging the difference scores on the items making up the 

dimension. In addition, an overall measure of service quality was provided by averaging 

the scores across all five dimensions. The relative importance of each of the five 

dimensions in influencing customers' overall qUality perceptions was included by 

conducting a regression analysis. The approach for doing this was to regress the overall 

quality perception scores on the SERVQUAL scores for the individual dimensions. 

The analysis of Part B of the telephone interview data included the following steps: 

First, each telephone interview was transcribed. Second, a table was established in classes 

of single values that yielded a frequency distribution arranged in rank order. Third, 

findings from each question were presented. Fourth, key comments were included and 

summarized by section. Finally. an overall summation interrelated the findings from the 

interviews with the findings from the questionnaire. These items were treated and 

analyzed differently based on the suggestion of Parasuraman et al. (1991) since these items 

do not fall under the "conceptual domain of service quality" (p. 445) . 
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Audits 

Upon receipt of all audits, the following steps were taken: First, the prices 

were averaged by category (institutional, lease, student association, co-operative or other). 

Second, the averages were compared to the other category. Third, a table was established 

with the collected data. Fourth, the table was reviewed for key elements. Fifth, the key 

elements were summarized. Finally, contributions to the answering of the specific 

questions of this study were noted. 

Limitations 

There were limitations to the study that require attention. Finally, results could be 

greatly enhanced if resources enabled this study to incorporate an extensive personal 

interview component into the research design. 

Another concern is that the mail questionnaire used terminology that may not be 

consistent across geographic regions. For example, auxiliary services frequently use the 

term surplus rather than profit and often include non-operational costs into operational 

costs. On the other side, private stores may show a lower profit through the bookstore 

while redirecting revenue to their used book division. Direct and indirect costs are not 

clearly defmed and often are paid through different accounts. The lack of consistency in 

the fmancial reporting made revenue and other data difficult to determine. In addition, 

some auxiliary service directors lacked the knowledge to fill out the questionnaire and as a 

result forwarded the survey to the bookstore manager increasing the chance for bias in the 

data. Several questions were omitted based on poor wording of the survey. For example, 

several of the questions did not specify whether the question was addressing auxiliary 
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seIVices of bookstores and respondents were faced with a choice as to how to answer the questions. 

In regard to the telephone inteIViews, there remains a concern about the 

SERVQUAL instrument. Although, Parasuraman et al. (1991) refined and reassessed the 

scale, it has yet to be tested by others to the level that the first instrument (1988) was 

examined. The results of several studies prior to Parasuraman et al. (1991) refinement of 

the SERVQUAL instrument challenged the validity of the scales as measures of the 

determinants of perceived quality in retailing and other seIVice areas (Babakus & Boller 

1991; Carman 1990; Finn & Lamb 1991). Finn and Lamb's (1991) was the only study to 

evaluate the earlier scale in the retailing environment. Although, the five multi-item scales 

meet acceptable standards of reliability for exploratory research, it is important to recognize 

that when people are asked to indicate a "desired level" and an "existing level" on an 

attribute, a number of psychological constraints may be activated making the deficiency 

scores problematic (Babakus & Boller, 1992). When asked to respond to "what is 

desirable" versus "how much is existing" people seldom rate the former lower than the 

latter (Wall & Payne, 1973). Hence, there may be a response tendency to rank the 

"desired" higher than "existing" for no other reason but the psychological constraint. As a 

result of this concern, the primary focus on the results of the telephone survey will rest on 

the differences between the two existing levels of seIVice. Caution should be used when 

making comparisons between expectations and perceptions. Collective findings on 

SERVQUAL, prior to its refinement, support the reliability, face validity and predictive/ 

concurrent validity. Factor analysis results pertaining to the convergent validity of the 

items representing the dimensions are mixed based on the findings of earlier studies 

(Parasuraman et al, 1991). 
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Summary 

The three techniques utilized in the study clarified the data by providing both 

quantitative and qualitative feedback on service delivery, institutional support, and 

academic support from those benefactors of the service. In addition, revenues that may be 

provided by the bookstore were reported. The audit was included to demonstrate whether 

or not one organizational method provided greater overall savings to the customer. The 

lack of quantitative research data on auxiliary services forced this researcher to explore as 

many avenues as possible with this study. 



CHAPfER4 

RESULTS AND DISCUSSION 
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This chapter has been devoted to the presentation and analysis of the findings for 

the present study of the privatization of auxiliary services as it has been defined in earlier 

chapters. The purpose of this study was to explore whether differences exist between the 

levels of financial and academic support provided to the campus by self-operated and leased 

auxiliaries at public universities. Further, the study was conducted to determine 

differences in the levels of consumer satisfaction between leased and self-operated college 

bookstores. The study further looked at the levels of consumer satisfaction as perceived by 

students who can be categorized as the largest group of consumers of college bookstores. 

Students, in student government, were selected to participate in the SERVQUAL portion of 

this study. Thirty percent of four year institutions from the following groups were 

randomly selected and the SERVQUAL instrument was administered. Those groups 

consisted of institutions that have: 1). remained self-operated, 2). leased their bookstore in 

the last two years and, 3). leased their bookstore for longer than four years. 

As stated in earlier chapters, this study also examined whether changes in the retail 

price of products, services, and product selection occur when an auxiliary service such as 

the bookstore privatizes. The study looked at other variables that should be considered by 

campuses when making a decision to lease or self -operate a bookstore or auxiliary service. 

The return of 170 questionnaires on a net mailing of 461 yielded a response rate of 

36.87 percent The use of 154 questionnaires or 33.4 percent included 30 campuses (19.5 

percent) that had leased their bookstores and 124 campuses that continue to self-operate 
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(80.5 percent). The majority of the auxiliary service directors responded as a result of the 

initial mailing (71.0 percent) with 29.0 percent responding to the subsequent mailing. 

Some of the questions in the mail survey (Appendix A) reflect categories found in 

SERVQUAL but are more content specific. To characterize differences between the two 

types of organizational structures, questions were asked that reflected the five SERVQUAL 

descriptors and were based on claims made by the proponents of each structural alternative. 

The results are reported in frequency distributions and other descriptive statistics which are 

reported elsewhere in this chapter. 

Demographic Characteristics 

Participants were randomly selected from four-year public universities throughout 

the United States, as identified earlier, based on an affiliation with NACS and NACAS. 

The campus administrators who participated in this investigation currently oversee the 

bookstore manager or lease operator. Of those 170 respondents, 154 identified their titles 

as higher than, or overseeing, the bookstore manager while 18 surveys were filled out by 

bookstore managers or directors. These 18 surveys were excluded because of a concern of 

response bias as perceived by the researcher and other college store industry professionals. 

For the purpose of reporting the data, the respondents are referred to hereafter as "auxiliary 

service directors." According to the data in Table 1, this is the most representative title 

and/or line of reporting used nationwide. Table 1 presents a detailed list of title categories 

and/or campus division to whom the bookstore unit reports. The largest group of 

respondents were those with the title of auxiliary service director (27.9 percent), followed 

by business services vice presidents, deans, or directors (22.7 percent). The third and 



Table 1 . Title of Survey Respondent and Campus Overseer of Bookstore Director 
(Abbreviations: V.P.-vice president, V.C.-vice chancellor) 

Title 

Auxiliary Service DeanlDirector 

Business Services DeanlDirectorN .P.N.C. 
Finance DeanlDirectorN.P./ V.C. 
Student Union Director/Manager 
Student Affairs/Life V.P.N.P./Dean 
Foundation Director 

Student Services Director 

Contract Management Director 

Administrative Mairs V.P. 

Operations V.P. 

Purchasing Director 

Student Activities Director 

Total 

Leased Bookstores 

Institutionally Operated Bookstores 

Missing Cases: 0 

Fr~uenc~ 
Absolute Percent (Adjusted) 

43 

35 

24 

17 

12 

06 

06 

06 

02 

01 

01 

01 

154 

30 

124 

27.9% 

22.7% 

15.5% 

11.0% 

7.8% 

3.9% 

3.9% 

3.9% 

1.3% 

.7% 

.7% 

.7% 

100.0% 

(18 surveys were omitted where respondents reported title as bookstore director.) 
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fourth largest groups were the vice president, vice chancellor, dean or director of finance 

(15.5 percent) and the director or manager of the student union (11.0 percent). These 

groups comprised 77.1 percent of all respondents. 

To characterize the institutions that participated in the study, the size of the 

institution and bookstore were reported according to student full-time equivalents (FfE) 

and (fable 2) gross sales of the bookstore operation (fable 3). Student FfE was reviewed 

and the mean for campuses with institutional bookstores was reported at 9,304 as 

compared to 13,074 for campuses with leased bookstores. With regards to gross sales, the 

majority of institutions reported having bookstores that are below 7 million in sales. Of 

those campuses reporting, 96.4 percent of the leased bookstores and 78.3 percent of the 

institutional bookstores are below 7 million in sales. The data suggests that both groups 

are homogenous with respect to enrollment size and gross sales. 

The contract length of the lease operation was reviewed as well providing some 

insight into the length of the negotiated contract with the lease operator. The mode (5 

years) occurred 64.53 percent of the time as shown in Table 4 with a mean of 5.323 years 

(s.d. = 2.12). 

Primary Research Questions 

This research study posed six research hypotheses that provided a basis for the 

questions to be asked. To support or reject the hypotheses, numerous data were gathered 

and were reported throughout this chapter using frequency distributions and descriptive 

statistics. When appropriate, a statistical test was performed such as a t-test, analysis of 

variance or chi-square to examine levels of relationships between the data. Additional 
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TABLE 2. Student Full-Time Equilivent (FfE) at Reporting Institutions. 

Student FTE at Institutions with Self-Operated Bookstores 

Bar: From: (» To:(~ Count: Percent: 

1 0 3000 18 16.667% 
2 3000 6000 23 21.296% 
3 6000 9000 20 18.519% 
4 9000 12000 16 14.815% 
5 12000 15000 10 09.259% 
6 15000 18000 9 08.333% 
7 18000 21000 6 05.556% 
8 21000 24000 5 04.630% 
9 24000 27000 1 00.926% 
10 27000 30000 0 00.000% 

Mean 9304.824 Std Err 609.058 Std Dev 6329.516 
Mode 8000 Variance 04.006 Kurtosis -.374 
Skewness 00.725 Range 25430 Minimum 70 
Maximum 25500 Missing 16 

Student FTE at Reporting Institutions with Lease Operated Bookstores 

Bar: From: (» To:(~ Count Percent: 

1 0 3000 1 04.167% 
2 3000 6000 4 16.667% 
3 6000 9000 4 16.667% 
4 9000 12000 3 12.500% 
5 12000 15000 4 16.667% 
6 15000 18000 3 12.500% 
7 18000 21000 1 04.167% 
8 21000 24000 2 08.333% 
9 24000 27000 1 04.167% 
10 27000 30000 1 04.167% 

Mean 13074.824 Std Err 1482.461 StdDev 7262.547 
Mode • Variance 05.274 Kurtosis -.59 
Skewness 00.573 Range 26000 Minimum 3000 
Maximum 29000 Missing 6 
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Table 3. Gross Sales of Responding Institutions 

GrQss Sale~ iU Institutions with Self-~~rated Bookstores 
Bar: From: (» To:(~ Count Percent: 

1 ° 2,000,000 30 26.087% 
2 2,000,000 4,000,000 29 25.217% 
3 4,000,000 6,000,000 20 17.391% 
4 6,000,000 8,000,000 15 13.043% 
5 8,000,000 10,000,000 05 04.348% 
6 10,000,000 12,000,000 04 03.478% 
7 12,000,000 14,000,000 03 02.609% 
8 14,000,000 16,000,000 03 02.609% 
9 16,000,000 18,000,000 01 00.870% 
10 18,000,000 20,000,000 01 00.870% 

Mean 5263175. Std Err 471715. Std Dev 5058581. 
Mode 0-2 mil. Variance 02.559 Kunosis 4.49 
Skewness 02.015 Range 27675 Minimum 325000 
Maximum 28000000 Missing 13 

Gross Sale~ at Institutions with Leased Bookstores 

Bar: From: (» To:(~ Count Percent: 

1 ° 2,000,000 7 25.000% 
2 2,000,000 4,000,000 11 39.286% 
3 4,000,000 6,000,000 6 21.429% 
4 6,000,000 8,000,000 3 10.714% 
5 8,000,000 10,000,000 1 03.571% 
6 10,000,000 12,000,000 ° 00.000% 
7 12,000,000 14,000,000 0 00.000% 
8 14,000,000 16,000,000 0 00.000% 
9 16,000,000 18,000,000 0 00.000% 
10 18,000,000 20,000,000 ° 00.000% 

Mean 3473714. Std Err 399053. Std Dev 2111591. 
Mode 2-4 mil. Variance 4.459 Kunosis -.144 
Skewness 0.804 Range 8000000 Minimum 1000000 
Maximum 9000000 Missing 2 



Table 4. Length of Lease Operator Contract 

Bar: From: (» 

1 1 

2 2 

3 3 

4 4 

5 5 
6 6 

7 7 

8 8 

9 9 

10 10 

Total 

Mean 
Mode 
Skewness 
Maximum 

5.2 
5 
00.888 
10 

To:(~ 

2 

3 

4 

5 
6 

7 

8 

9 

10 

11 

Count 

1 

1 

3 

0 

20 

1 

0 

1 

0 

3 

30 

Std Err 
Variance 
Range 
Missing 

0.373 
4.166 
9 
o 

Percent: 

03.333% 

03.333% 

10.000% 

00.000% 

66.667% 

03.333% 

00.000% 

03.333% 

00.000% 

10.000% 

100.00% 

StdDev 
Kurtosis 
Minimum 

2.041 
1.401 
1 
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methodology and statistical testing were used to support or reject each of the research 

statements which are also presented in this chapter. 
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1. Institutionally operated, or locally controlled bookstores are significantly 

more advantageous in terms of service level than lease operated enterprises. 

a. Are there differences between "levels of service" provided to campuses 

by self-operated and leased college stores at four-year public 

universities? 

b. Are there differences in "perceptions of service quality" 

when a college store changes its organizational structure 

from institutional to lease operated? 

To ascertain the perceptions of service quality, this study applied the modified 

SERVQUAL instrument to 180 students. There were two control groups determined. The 

first control group consisted of 100 students from campuses with bookstores that continue 

to self-operate. The experimental group was comprised of 40 students from campuses that 

changed their method of operation from institutional to lease in the past two years. Thirty 

percent of self-operated bookstores and 30 percent of leased bookstores were represented 

in the sample population. Finally, to test against problems associated with ex post facto 

studies, the study later identified and surveyed t'. second control group comprised of 40 

students from campuses that had leased their college bookstore for longer than four years. 

The rationale for this second control group was that these students, much like the first 

control group, could not compare their experiences against the change from institutional to 

lease. This would determine if leasing was the cause for the higher levels of satisfaction 
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found in the experimental group or if the "change" itself was the cause. All of the scores 

were based on the "difference" in scores between their perceptions and expectations of a 

college bookstore. The questions were not weighted based on the priority given to each of 

the five subsets of the instrument. 

In addition to the statistical data provided through SERVQUAL, qualitative inquiry 

was used and appeared to be particularly well-suited to supplement this study. The use of 

qualitative inquiry provided a more encompassing picture of the findings. The purpose of 

the qualitative research was to allow unforseen dimensions to emerge without presupposing 

in advance what those dimensions would be. After administering the SERVQUAL 

instrument, students were given an opportunity to provide qualitative feedback regarding 

the bookstore or the changes that occurred. These comments are presented throughout this 

chapter where appropriate. For the purpose of presenting the students' response, a coding 

system was created to identify the control group, treatment group and the corresponding 

survey. The code (I) was used for institutions with self-operating bookstores and the code 

(I-L) was used for those bookstores that changed from institutional to lease operated. A 

numeric value followed the code which corresponded to the survey. Individual institutions 

are not identified. 

As stated earlier, the reliability of the "original" SERVQUAL instrument was 

questioned in several published articles. Prior to using the "modified" SERVQUAL 

instrument in this study, the reliability of the instrument was tested. This study found that 

the five multi-item scales proposed by Parasuraman, et al. (1991) exceeded acceptable 

standards of reliability for research. The raw score data were evaluated using the 

coefficient alpha and the overall resulting value for the combined twenty-two items was 

.8831 (Appendix K). Each of the subsections comprised of the twenty-two items was 
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measured for internal consistency of the items. The values of each of the five subsections 

considered separately ranged from .8731 to .8899. This reflects a high degree of internal 

consistency. Item variances and standard deviation were compared as well. The variance 

produced small scores ranging from .0005 to .0421 which could be attributed to the use of 

a "one through five scale" which created smaller differences in the responses given. One 

possible solution would have been to have larger numeric values in the scale. These small 

scores could reflect a tendency of the respondents to use one response repeatedly. 

Of the 40 students responding to SERVQUAL in the treatment group, the 

descriptive statistics on the raw data (fable 5) suggests that consumer Reliability (problem 

solving, meeting deadlines, error free records) had the highest response when evaluating 

service in a college bookstore. Reliability had a mean of 4.7 (s.d. = .678). Assurance 

(instilling confidence, knowledgeable and courteous employees) had the second highest 

priority of service expectation. The mean score was 4.65 (s.d.= .586) for Assurance. 

Responsiveness to customer needs (promptness and helpfulness) was third and had a mean 

score of 4.56 (s.d.=.694). Fourth and fifth were Tangibles (modern looking, visually 

appealing, clean) and Empathy (individual attention, convenient hours, employees who 

understand the customer's needs) had mean scores of 4.48 (s.d.= .712) and 4.42 (s.d.= 

.811) respectively. 

The SERVQUAL data recommended the use of "difference" scores, which is the 

difference between consumer expectations and perceptions. For the purpose of this study, 

the descriptive statistics on the raw data on the perceptions of the lease bookstore and the 

former institutional bookstore will be presented in Table 6. Table 7 reflects the "difference" 

scores between the perception of the lease operation to the expectation of an ideal bookstore 

and the difference scores between the perception of the former institutional operation to the 
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Table 5. Descriptive Statistics on Raw Data for an Ideal Bookstore (Experimental 
Group) 

Tangibles Reliability Responsiveness Assurance Empathy 
1-4 5-9 10-13 12-17 18-22 

Mean 4.481 4.700 4.556 4.650 4.42 

Std Error 0.112 0.107 0.109 0.092 0.128 

Median 5.000 5.000 4.875 5.000 5.000 

Mode 5.000 5.000 5.000 5.000 5.000 

Std Dev. 0.711 0.678 0.694 0.585 0.810 

Variance 0.514 0.475 0.518 0.356 0.664 

Kurtosis 0.986 7.912 3.019 2.632 1.630 

Skewness -1.221 -2.666 -1.801 -1.694 -1.367 

Range 2.500 3.000 2.500 2.000 3.000 

Minimum 2.500 2.000 2.500 3.000 2.000 

Maximum 5.000 5.000 5.000 5.000 5.000 

Count 40. 40. 40. 40. 40. 



Table 6. Descriptive Statistics on Raw Data for Institutional and Leased Bookstore 

Perceptions. 

Institutional Store Perceptions 

Mean 

Median 

Mode 

StdDev. 

Variance 

Kurtosis 

Skewness 

Range 

Minimum 

Maximum 

Count 

Tangibles Reliability Responsiveness Assurance Empathy 
1-4 5-9 10-13 12-17 18-22 

3.064 

3.000 

3.000 

0.917 

0.842 

0.067 

-0.255 

4.000 

1.000 

5.000 

40 

3.323 

3.300 

3.400 

1.068 

1.146 

-0.543 

-0.275 

4.000 

1.000 

5.000 

40 

3.362 

3.250 

3.750 

1.036 . 

1.083 

-0.531 

-0.166 

3.750 

1.250 

5.000 

40 

3.425 

3.500 

3.500 

1.011 

1.026 

-0.344 

-0.294 

3.750 

1.250 

5.000 

40 

3.270 

3.000 

3.000 

1.069 

1.159 

-0.544 

-0.142 

3.800 

1.200 

5.000 

40 

Leased Bookstore Perceptions 

Mean 

Median 

Mode 

StdDev. 

Variance 

Kurtosis 

Skewness 

Range 

Minimum 

Maximum 

Count 

Tangibles Reliability Responsiveness Assurance Empathy 
1-4 5-9 10-13 12-17 18-22 

3.864 

4.000 

3.750 

0.837 

0.706 

0.058 

-0.394 

3.250 

1.750 

5.000 

40 

3.700 

3.900 

4.200 

1.022 

1.049 

-0.144 

-0.471 

3.800 

1.250 

5.000 

40 

3.506 

3.625 

4.000 

1.029 

1.060 

-0.405 

-0.322 

3.750 

1.250 

5.000 

40 

3.768 

3.750 

4.250 

0.989 

0.985 

0.424 

-0.632 

4.000 

1.000 

5.000 

40 

3.426 

3.600 

3.600 

1.085 

1.189 

-0.018 

-0.412 

4.000 

1.000 

5.000 

40 
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Table 7. Descriptive Statistics on Difference Scores for 5 SERVQUAL Categories for 
Institutional and Leased Bookstores 

LellSed Pe~~~tions tQ Ex~~tatiQns 

Tangibles Reliability Responsiveness Assurance Empathy 

1-4 5-2 10-13 12-17 18-22 

Mean -0.662 -1.110 -1.050 -0.881 -1.010 
Std Error 0.164 0.203 0.176 0.174 0.205 
Median -0.750 -1.000 -1.000 -0.750 -1.000 
Mode 0.000 -0.600 -0.500 -0.500 -0.200 
StdDev. 1.042 1.290 1.118 1.104 1.298 
Variance 1.095 1.701 1.254 1.222 1.703 
Kurtosis 1.537 0.867 0.134 0.650 0.336 
Skewness -0.565 -0.501 -0.394 -0.707 -0.456 
Range 5.000 6.000 5.000 5.250 5.600 
Minimum -3.500 -4.400 -3.750 -4.000 -4.200 
Maximum 1.500 1.600 1.250 1.250 1.400 
Count 40 40 40 40 40 

Institutional Perce~tions to Expectations 

Tangibles Reliability Responsiveness Assurance Empathy 

1-4 5-2 1Q-13 12-17 18-22 

Mean -1.456 -1.465 -1.193 -1.225 -1.150 
Std Error 0.186 0.203 0.185 0.170 0.200 
Median -1.500 -1.200 -1.000 -1.000 -1.200 
Mode -1.000 -0.800 -0.750 -1.250 -1.000 
Std Dev. 1.180 1.285 1.175 1.081 1.266 
Variance 1.410 1.717 1.387 1.194 1.617 
Kurtosis 0.236 -0.094 -0.243 -0.626 -0.465 
Skewness -0.054 -0.193 0.092 0.044 0.059 
Range 5.250 5.400 4.750 4.250 5.000 
Minimum -4.250 -4.200 -3.500 -3.250 -3.400 
Maximum 1.000 1.200 1.250 1.000 1.600 
Count 40 40 40 40 40 
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expectation of the ideal bookstore. The data suggests that the lease operation provided 

slightly better customer Assurance with a mean score of -.881 (s.d.= 1.104) in comparison 

to -1.225 (s.d.=1.081) for the institutional store; Responsiveness was -1.05 (s.d.= 1.118) 

compared to -1.193 (s.d. = 1.175); Tanltibles was -0.662 (s.d.= 1.042) compared to-

1.456 (s.d.= 1.180); Empathy was -1.01 (s.d.=1.298) compared to -1.15 (s.d.= 1.266); 

and the Reliability mean was -1.11 (s.d.= 1.290) compared to -1.465 (s.d = 1.180). 

Most noticeably the data shows a significant change in the Tanltibles supporting the 

assumption that the lease operator improves the physical facilities of the bookstore after the 

leasing occurs. It is interesting to note, however, that Tan£ibles were ranked fourth overall 

in consumer priority when considering an "ideal" college bookstore. 

Total mean scores for the institutionally operated bookstore (control group 1) were 

compared to the institutional to lease stores (experiment group). An independent t-test 

(Table 8) was performed to determine significance between the means of the "difference" 

scores for the two different samples. First, the means of the difference scores before the 

lease occurred were compared to the scores of the bookstores that continued to self-operate. 

The results in Table 8 show that there was no significant difference between the control 

group and the experimental group prior to the treatment (leasing) occurring. This would 

suggest that the level of service being provided is the same for both groups prior to any 

treatment An independent t-test in Table 9 shows a significant difference between the first 

control group and the experimental group (probability .022). A t-test of paired samples in 

Table 10 shows a significant difference between the means before and after leasing (.019). 

Because of the significant differences between prior to and post leasing on total 

satisfaction scores, this study further examined each of the five subsets of the SERVQUAL 

for significant differences. The study found a significant difference between the means of 



Table 8. T - Test for Independent Samples of GROUP. Total Perception before Lease 

GROUP 1-
GROUP2-

Variable Number Mean Standard Standard 
of Cases Deviation Error 

Total 
GROUP 1 89 .9239 .732 .078 
GROUP 2 40 .9220 .700 .111 

I Pooled Variance Estimate I Separate Variance Estimate 
I I 

F 2-tail I t Degrees of 2-tail I t Degrees of 2-tail 
Value Prob. I Value Freedom Prob. I Value Freedom Prob. 

I I 
1.09 .771 I .01 127 .989 I .01 78.37 .989 

Table 9. T - Test for Independent Samples of GROUP. Total Perception after Leased 
Tested Against Non-Leased. 

GROUP 1-
GROUP2-

Variable Number Mean Standard Standard 
of Cases Deviation Error 

Total 
GROUP 1 89 .9239 .732 .078 
GROUP 2 38 1.2697 .774 .126 

I Pooled Variance Estimate I Separate Variance Estimate 
I I 

F 2-tail I t Degrees of 2-tail I t Degrees of 2-tail 
Value Prob. I Value Freedom Prob. I Value Freedom Prob. 

I I 
1.12 .658 I -2.40 125 .018 I -2.34 66.57 .022 
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Table 10. T - Test for Paired Samples 

Variable 

Total Leased 
Total Institutional 

(Difference) Standard 
Mean Deviation 

Number 
of Cases 

38 
38 

Standard Standard 
Mean Deviation Error 

1.2697 .774 .126 
.9292 .708 .115 

Standard' 2-tail' t Degrees of 2-tail 
Error 'Corr. Prob.' Value Freedom Prob. 

------~-------------------, ,---------------.3405 .852 .138 '.341 .036' 2.46 37 .019 
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the scores for two of the five subsets. These subsets were Tangibles (.000) and Reliability 

(.025). These differences are shown in the t-test for dependent samples (Table 11). There 

is a statistical significance in the perception of consumer satisfaction when the bookstore 

changed from an institutional to a lease operation in these two subsets. The probability of 

.022 (alpha .05) was found to support the assumption that consumer satisfaction increases 

when a lease operator takes over the bookstore or when a change occurs. This study 

further asked if higher levels of service were a result of leasing or a result of the change? 

To try to answer this question, the study used the SERVQUAL instrument and the 

second control group (students from campuses that have leased their bookstores for a 

period of more than four years). The results of the raw scores and "difference" scores are 

presented in Tables 12 and 13. These results, and the subsequent tests perfonned, show 

that there is no significant difference between the institutional and leased (more than four 

years) control groups in tenns of Reliability and only a slight difference in tenns of 

Tan~ibles. Therefore, the data may suggest that the lease operation is not the factor for the 

increase in customer Reliability. but rather "change" is the determinant. 

As stated earlier, these studies are ex post facto and can be problematic for this and 

other reasons. Problematic factors include what this study refers to as the "honeymoon 

effect." Similar to the Hawthorn effect, a change in the organization may be perceived as 

better service for a short period of time. Students may be optimistic initially with the level 

of service being provided. Also, employees may have gained a more positive attitude and 

productivity may have increased as a result of the change. As researchers found at Western 

Electric, the change could have resulted from either the improvement of conditions or when 

such conditions were made worse (Babbie, 1986). 



Table 11. T -Test for Dependent Samples 

Variable Number Mean Standard Standard 
of Cases Deviation Error 

Leased Tangibles 40 .4125 .841 .133 
Differences Tangibles 40 .6313 .620 .098 

(Difference) Standard Standard 1 2-tail 1 t Degrees of 2-tail 
Mean Deviation Error 1 Carr. Prob. 1 Value Freedom Prob. 

--~~------~~------~_I I, __ ~ ____ ~ __ ~~ 
.7813 .783 .124 1 .459 .003 1 6.31 39 .000 

Variable Number 
of Cases 

Leased Reliability 40 
Differences Reliability 40 

Mean 

1.3600 
.9900 

Standard 
Deviation 

.973 

.871 

Standard 
Error 

.154 

.138 

(Difference) Standard Standard 1 2-tail 1 t Degrees of 2-tail 
Mean Deviation Error 1 Carr. Prob. 1 Value Freedom Prob. 

_______________________ 1 1, ______________ _ 

.3700 1.001 .158 1 .415 .008 1 2.34 39 .025 
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Table 12. Descriptive Statistics on Raw Data for Lease Only Control Group. 

Lea~ed Bookstor~ EX12ectations 
Tangibles Reliability Responsiveness Assurance Empathy 

1-4 5-9 10-13 12-17 18-22 

Mean 4.225 4.670 4.575 4.537 4.520 

Median 4.250 4.900 5.000 5.000 4.900 

Mode 4.500 5.000 5.000 5.000 5.000 

Std Dev. 0.815 0.556 0.698 0.713 0.730 

Variance 0.674 0.337 0.501 0.532 0.546 

Kurtosis 1.145 1.691 2.285 1.389 1.474 

Skewness -0.962 -1.656 -1.713 -1.497 -1.474 

Range 2.750 1.600 2.250 2.250 2.400 

Minimum 2.250 3.400 2.750 2.750 2.600 

Maximum 5.000 5.000 5.000 5.000 5.000 

Count 40 40 40 40 40 

Leased Bookstore Perc<mtions 

Tangibles Reliability Responsiveness Assurance Empathy 
1-4 5-9 10-13 12-17 18-22 

Mean 3.500 3.230 3.330 3.575 3.380 

Median 3.500 3.100 3.000 3.625 3.700 

Mode 3.500 2.800 3.000 3.625 3.700 

Std Dev. 0.977 1.143 1.056 1.054 1.238 

Variance 1.011 1.319 1.117 1.116 1.537 

Kurtosis 0.252 -0.510 -0.355 -0.564 -0.544 

Skewness -0.157 0.091 -0.100 -0.418 -0.548 

Range 3.250 3.800 3.750 3.250 4.000 

Minimum 1.750 1.200 1.250 1.750 1.000 

Maximum 5.000 5.000 5.000 5.000 5.000 

Count 40 40 40 40 40 
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Table 13. Descriptive Statistics on Difference Scores for 5 SERVQUAL Categories for 

Leased Only Bookstores. 

Perceptions to Expectations 

Tangibles Reliability Responsiveness Assurance Empathy 
1-4 5-9 10-13 12-17 18-22 

Mean -0.725 -1.440 -1.237 -0.962 -1.140 

Median -0.750 -1.600 -1.250 -0.750 -1.100 

Mode -0.750 -1.000 -0.750 -1.000 -0.400 

Std Dev. 1.183 1.206 1.211 1.187 1.309 

Variance 1.424 1.489 1.483 1.433 1.740 

Kurtosis 1.012 -0.757 -0.521 -0.445 -0.439 

Skewness 0.042 -1.011 -0.354 -0.319 -0.263 

Range 5.000 4.000 4.250 4.250 4.800 

Minimum -3.250 -3.400 -3.750 -3.250 -3.600 

Maximum 1.750 0.600 0.500 1.000 1.200 

Count 40 40 40 40 40 
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The one other difference occurred when comparing the results of the lease only 

control group to the institutional control group in the subset Tangibles. The mean scores 

of the raw data and the "difference" data show the lease only control group (fables 12 & 

13) rated higher in evaluating the physical facilities and technology by a mean of 4.225 and 

-.725 respectively. The institutional group has a raw score mean of 3.064 and a 

"difference" mean of -1.456 respectively (Tables 6 & 7). This data is further supported by 

those auxiliary service directors with lease operations where 82.8 percent reported that 

technology introduced in other campus auxiliary services had increased "somewhat to 

greatly" (fable 14) after the leasing occurred. In the campus bookstore (fable 15), 

auxiliary service directors reported a 93.1 percent increase in technology. 

Student comments regarding tangibles such as facilities, technology and appearance 

are as follows: 

I-L: 2 - "The leased bookstore's appearance is significantly better ... " 

I-L: 10 - "They renovated the store and the appearance is a whole lot better." 

I-L: 23 - "The visuals have definitely increased, there's better use of space ... " 

Auxiliary service directors of campuses with institutionally operated bookstores 

reported that 82.4 percent believe their operation can be "as competitive or more 

competitive" than the private sector when making capital improvements while 17.6 percent 

believe that they are "less competitive" (fable 16). Of those same directors, 86.2 percent 

reported that their bookstore can be "as competitive or more competitive" than the private 

sector in providing new technology while 13.8 percent believe that they are less competitive 

(Table 17). 



Table 14. Frequency Distribution of Responses by Auxiliary Service Directors: Extent 
New Technology has been Introduced into Other Auxiliary Services Since 
Privatization Occurred in Areas Other Than the Bookstore 

Organizational Type 

Lease 

Total 

Missing Cases: 1 

Mean 
Mode 
Skewness 
Maximum 

3.20 
3.00 
-0.325 
4.00 

Frequency 
Response Absolute Percent (Adjusted) 

Decrease Greatly 0 
Decrease Somewhat 5 
Increase Somewhat 13 
Increase Greatly 11 

Std Err 
Variance 
Range 

Missing 

.135 

.527 
2.000 
o 

29 

0% 
17.2% 
44.8% 
38.0% 

100.0% 

Std Dev 
Kurtosis 
Minimum 

.726 
-1.005 
2.000 

Table 15. Frequency Distribution of Responses by Auxiliary Service Directors: Extent 
New Technology Has Been Introduced Into the Bookstore Since the 
Bookstore Became Leased? 

Organizational Type 

Lease 

Total 

Mean 
Mode 
Skewness 
Maximum 

3.310 
3.000 
-.226 
4.00 

Frequency 
Response Absolute Percent (Adjusted) 

Decrease Greatly 0 
Decrease Somewhat 2 
Increase Somewhat 16 
Increase Greatly 11 

Std Err 
Variance 
Range 
Missing 

.112 
.365 

2.000 
1.000 

29 

0% 
6.9% 

55.2% 
37.9% 

100.0% 

Std Dev .604 
Kurtosis -.625 
Minimum 2.000 
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Table 16. Frequency Distribution of Responses by Auxiliary Service Directors: 
Competitiveness of Self-Operated Bookstores as Compared to the 
Private Sector in Tenns of Making Capital Improvements 

Frequency 

122 

Organizational Type Response Absolute Percent (Adjusted) 

Institutional More Competitive 
As Competitive 
Less Competitive 

26 
68 
20 

22.8% 
59.6% 
17.6% 

Total 

Mean 
Mode 
Skewness 
Maximum 

1.947 
2.000 

.043 
3.000 

Std Err 
Variance 
Range 
Missing 

114 

.060 

.404 
2.000 

10 

100.0% 

Std Dev 
Kurtosis 
Minimum 

Table 17. Frequency Distribution of Responses by Auxiliary Service Directors: 
Competitiveness of Self-Operated Bookstore as Compared to the Private 
Sector in Tenns of Providing New Technology in the Bookstore 

Frequency 

.636 
-.515 
1.000 

Organizational Type Response Absolute Percent (Adjusted) 

Institutional More Competitive 27 23.3% 
As Competitive 73 62.9% 
Less Competitive 16 13.8% 

Total 116 100.0% 

Mean 1.905 Std Err 0.056 StdDev 0.604 
Mode 2.000 Variance 0.365 Kurtosis - .290 
Skewness 0.041 Range 2.000 . Minimum 1.000 
Maximum 3.000 Missing 8.000 
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The results from the questionnaire sent to auxiliary service directors show that both 

the lease and institutional operations consider service to be of greater importance than 

income when considering the store hours and retail prices (fable 18 and 19). There were 

differences, however, when identifying staffing levels (fable 20). 76.5 percent of the 

campuses with institutional bookstores stated that service was the detenninant factor over 

income, while only 42.9 percent of the lease stores stated that service was the detenninant 

factor. Table 21 reflects this difference of priority showing that 61 percent of campuses 

with lease bookstores report some decrease of staffing after the lease operator began. This 

data does not support nor reject any changes in the level of consumer satisfaction but rather 

shows only a decrease in staffing levels. 

Student comments regarding changes in staffing are noted below: 

I-L: 6 - "Management and staff did not really change, so I can't tell the difference 

between the previous bookstore and the current bookstore." 

I-L: 7 - "The atmosphere in the store has changed. Employees are not as aware or 

knowledgeable now; employees knew more before; I think there are 

fewer employees becallse students need to find books themselves now." 

I-L: 16 - "Fewer employees, they are not always available to help; the manager 

tends to be hostile ... " 

I-L: 13 - "Its a small bookstore, but it's a little better now, employees are more 

courteous, more user-friendly; they're doing a good job with a smaller 

number of employees". 

I-L: 26 - "Staff is the same, but reoriented, less stressed, so they are friendlier and 

give better service." 
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Table 18. Frequency Distribution of Responses by Auxiliary Service Directors: Priorities 
in Detennining Hours of Operation 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 12 

Response 

Income 
Service 

Income 
Service 

Frequency 
Absolute Percent (Adjusted) 

10 8.4% 
109 91.6% 

119 100.0% 

3 10.3% 
26 89.7% 

29 100.0% 

Table 19. Frequency Distribution of Responses by Auxiliary Service Directors: Priorities 
in Setting Retail Prices 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 12 

Response 

Income 
Service 

Income 
Service 

Frequency 
Absolute Percent (Adjusted) 

79 66.4% 
40 33.6% 

119 100.0% 

17 58.6% 
12 41.4% 

29 100.0% 
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Table 20. Frequency Distribution of Responses by Auxiliary Service Directors: Priorities 
in Detennining Staffing Needs 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 13 

Response 

Income 
Service 

Income 
Service 

Frequency 
Absolute Percent (Adjusted) 

28 23.5% 
91 76.5% 

119 100.0% 

16 57.1% 
12 42.9% 

28 100.0% 

Table 21. Frequency Distribution of Responses by Auxiliary Service Directors: Changes 
in Staffing Levels Since Lease 

Organizational Type 

Lease 

Total 

Missing Cases: 4 

Frequency 
Response Absolute Percent (Adjusted) 

Decrease Greatly 5 
Decrease Somewhat 11 
Increase Somewhat 7 
Increase Greatly 3 

26 

19% 
42% 
27% 
12% 

100.0% 
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The consumer satisfaction levels reported by auxiliary service directors of campuses 

with lease operations were supportive of the lease bookstore alternative. The results in 

Table 22 provided an insight into the auxiliary directors' view of the operation and their 

perspective of student and faculty consumer satisfaction. Auxiliary service directors 

believed that they were more satisfied with the lease operator than faculty or students. Of 

the auxiliary service directors reporting, 86.7 percent were "somewhat to greatly satisfied." 

They considered the students' level of satisfaction to be 71.4 percent and faculty 

satisfaction levels to be 67.9 percent. The perception of overall satisfaction was 80.0 

percent. 

Student comments during the interviews were mixed regarding the levels of service 

and selection being provided by the lease operator but, for the most part, were favorable 

and supported the organizational change. Representative comments are as follows: 

I-L: 1 - "Since the change, the bookstore has become aware of specialized student 

needs like carrying a Greek line." 

I-L: 2 - "The selection of materials is a little better." 

I-L: 8 - "With the current lease bookstore, students are able to sell back books 

anytime now .... " 

I-L: 20 - "The store is better now, a step up from what it was. The 

selection is better but the prices are higher also." 

I-L: 26 - "The former university-operated bookstore was in two buildings, now the 

bookstore is in one place; it's organized, bigger, brighter, looks better, 

fun and has new carpet. The selection is the same, book prices are 

higher but buy backs seems a little better." 

I-L: 3 - "Prices increased but the buyback system has improved." 
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Table 22. Frequency Distribution of Responses by Auxiliary Service Directors: 
Faculty, Student, Directors', and Overall Perception of Consumer Satisfaction 
with the Lease Operation 

Frequency 
Perception of Satisfaction Response Absolute Percent (Adjusted) 

Faculty (1) Greatly Satisfied 8 28.6% 
(2) Somewhat Satisfied 11 39.3% 
(3) Somewhat Dissatisfied 6 21.4% 
(4) Greatly Dissatisfied 3 10.7% 

Total 28 100.0% 

Students Greatly Satisfied 9 32.1% 
Somewhat Satisfied 11 39.3% 
Somewhat Dissatisfied 4 14.3% 
Greatly Dissatisfied 4 14.3% 

Total 28 100.0% 

Auxiliary Directors Greatly Satisfied 20 66.7% 
Somewhat Satisfied 6 20.0% 
Somewhat Dissatisfied 1 03.3% 
Greatly Dissatisfied 3 10.0% 

Total 30 100.0% 

Overall Campus Greatly Satisfied 17 56.7% 
Somewhat Satisfied 7 23.3% 
Somewhat Dissatisfied 0 00.0% 
Greatly Dissatisfied 6 20.0% 

Total 30 100.0% 

Missing Cases: 2 (Faculty) 
2 (Students) 

Perception of: Mean Std. Dev. Variance Mode Kurtosis Skewness 

Faculty 2.143 0.970 0.942 2 -0.723 0.455 
Students 2.107 1.031 1.062 2 -0.705 0.611 
Auxiliary Directors 3.433 0.971 0.944 4 1.473 -1.646 
Overall Campus 1.833 1.177 1.385 1 -0.389 1.102 
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I-L: 5 - "The lease bookstore is more difficult to return books, prices seem higher 

and there is a limited buyback." 

I-L: 10 - "They renovated the store, the appearance is a whole lot better." 

I-L: 11 - "However, used book selection has significantly decreased and as a result, 

a good number of students shop at the off-campus stores instead." 

1-L: 18 - "The price of books stayed about the same, but the prices of the other 

merchandise increased while the selection decreased dramatically. There 

is a competitor across the street; he's always busy, has lower prices and 

more of a selection." 

Auxiliary service directors of campuses that continue to self-operate reported that 

97.4 percent believe that their institution can be as competitive or more competitive as the 

private sector in providing the same levels of customer service as the lease operator (Table 

23). 

Therefore, in response to Research Question I, these data suggest that the groups in 

the study are homogenous in terms of the institutions student FfE and campus bookstore 

gross sales. The homogeneity of the two groups provides this study with the ability to 

further its investigation into differences that may exist between leased and self-operated 

college bookstores. 

There are no significant differences between the levels of service provided by the 

institutional and leased (control groups 1 & 2) bookstores in the five SERVQUAL subsets. 

Although not significant, there is a difference between the means of the subset Tangibles 

(Physical facilities, technology and appearance). These differences in the means of the raw 

scores and "difference" scores confmns the belief that leased bookstores can provide the 
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Table 23. Frequency Distribution of Responses by Auxiliary Service Directors: 
Competitiveness of the Self-Operated Bookstore Compared to the Private Sector 
in Terms of Providing Customer Service 

Fr~uenc:t 
Organizational Type Response Absolute Percent (Adjusted) 

Institutional More Competitive 58 50.4% 

As Competitive 54 47.0% 

Less Competitive 3 2.6% 

Total 115 100.0% 

Mean 1.522 Std Err 0.051 Std Dev 0.552 
Mode 1.000 Variance 0.304 Kurtosis -.951 
Skewness 0.386 Range 2.000 Minimum 1.000 
Maximum 3.000 Missing 9 
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campus with better facilities and a better overall appearance. 

The means of the "differences" in the experimental group and the results of the t-test 

of "total perception after leased as tested against non-lease" show a statistical significance in 

the subsets of Reliability and Tangibles. The results show that there are differences in the 

perceptions of service qUality when a college store changes its organizational structure (in 

past two years). These differences can be misconstrued to suggest that higher consumer 

satisfaction is a result of leasing in terms of Reliability. Using the second control group 

Oeased only), the results indicate that a "change in the organization" may be the likely factor 

in the increase of consumer satisfaction and not the type of organization. There are no 

significant differences in the subset of Reliability between the two control groups. These 

data suggest that lease operators are comparable to institutional stores in terms of the level 

of customer service provided in the long term. 

Auxiliary service directors of campuses with leased operations supported the 

findings that the Tangibles improve when the leasing occurs with 93.1 percent reporting 

that technology improve as well. On the other hand, auxiliary service directors of 

campuses with institutional operations state that their operations can be as competitive or 

more competitive in terms of capital improvements, technology and customer service by 

82.4 percent, 86.2 percent, and 97.4 percent respectively. 

Staffing levels may be lower with leased operations. Auxiliary service directors of 

campuses that have leased their bookstore report that income is a greater priority than 

service when determining staffing levels. Further, 61 percent reported some decrease of 

staffmg after the lease operation began. Again, this data does not suggest a decrease in the 

level of customer service being provided but rather a change or decrease in staffing levels 

only. 
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2. Institutionally operated, bookstores are significantly more advantageous to 

customers in tenns of lower retail prices and better selection than lease 

operated enterprises. 

a. Investigate changes in "costs of goods" when a college store 

changes its organizational structure. 

b. Examine changes in product selection when a college store 

changes its organizational structure. 

Students have presented a consistent view that the retail prices increase after the 

bookstore became leased. After the SERVQUAL instrument was administered to the 40 

students whose campuses changed from self-operated to leased, 60 percent of those 

interviewed stated that there was an increase in retail prices following the leasing of the 

bookstore. In addition to these results reflected in Table 24, student comments suggest the 

following: 

I-L: 23 - "Prices have increased, and the competitor down the road is much 

cheaper." 

I-L: 04 - " bookstore stinks. There is a huge mark-up on all of 

their prices .... Old store was more understanding of student needs." 

I-L: 14 - " ... more expensive but worth it for the improvements." 

I-L: 15 - "Clothing and other supplies are very expensive now and students can't 

afford it." 

I-L: 17 - ''The buyback policy is still horrible and prices have increased." 

I-L: 24 - "The lease store tells us that inflation and supplier problems have caused 

the price increases .... " 
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Table 24. Frequency Distribution by Students After SERVQUAL: Increased in Retail 
Prices as a Result of Leasing 

Response 

Yes, Prices Have Increased 

No, Prices Decreased 

Prices Stayed the Same 

Total 

Missing Cases: 0 

Mean 
Mode 
Skewness 
Maximum 

01.675 
01.000 
00.707 
03.000 

Frequency 
Absolute Percent (Adjusted) 

24 

5 

11 

40 

Std Err 
Variance 
Range 
Median 

60.0% 

12.5% 

27.5% 

100.0% 

00.140 
00.789 
02.000 
01.000 

Std Dev 
Kurtosis 
Minimum 

0.888 
-1.374 
1.000 



I-L: 27 - "Book prices have increased and they need to be lower." 

I-L: 20 - "The selection is better but the prices are higher also." 

I-L: 26 - "book prices are higher but buyback prices seems a little better." 

I-L: 3 - "Prices increased but the buyback system has improved." 
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I-L: 5 - "The lease bookstore is more difficult to return books, prices seem higher 

and there is a limited buyback." 

I-L: 18 - "The price of books stayed about the same, but the prices of the other 

merchandise increased .... There is a competitor across the street~ he's 

always busy, has lower prices and more of a selection." 

Of the responding auxiliary service directors of campuses that changed from 

institutional to leased bookstores (Table 25), 76.9 percent believe that retail prices have 

remained the same, 19.2 percent believe that prices have increased while only 3.9 percent 

believe that prices have decreased. The differences in perception of price changes may 

suggest that the increases do not impact auxiliary service directors to the degree that they 

impact students. Therefore, it is concluded that retail prices increase when a bookstore 

becomes lease operated. To confirm this, an audit (Appendix I) was undertaken, the 

results are presented in Tables 26, 27 and 28. These tables show that the lease operator is 

higher priced in supplies/clothing, new textbooks and used textbooks by 19.43 percent, 

2.92 percent and 4.45 percent respectively. These percentages are based on the difference 

between the institutional average and the lease average. The higher percentages in new and 

used textbooks are interesting from the perspective that the lease operators claim that they 

offer lower textbook prices to the students because they purchase the used books from 

themselves. Lease operators also argue that they have better buying power because they 
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Table 25. Frequency Responses by Auxiliary Service Directors: Change in Retail Prices 
After Leasing 

Response 

Yes, Prices Have Increased 

Prices Stayed About the Same 

No, Prices Decreased 

Total 

Missing Cases: 4 

Frequency 

Absolute Percent (Adjusted) 

5 

20 

1 

26 

19.2% 

76.9% 

3.9% 

100.0% 



Table 26. Result of Audit Comparing the Retail Prices of Institutional and Leased Bookstores for Clothing and Supplies. 

Unlverelly Boonlor. Price Audile 
1l1li3-111114 L: Leased Bookstore 

SUPPLIES I CLOTHNO L-1 L-2 L-3 
1 o.y AI. GIonoo. Acad«ric PIam« 8XS 57.90 56.00 NA 
2 DeskPad wlCalencllr.Aal_Vr(any brand) 58.99 55.95 $4.99 
3 Eno~l" baa_ 4 AA pack $4.79 53.99 55.25 
4 3 blncItr clip. I IU- (any bra"") $1.50 NA 51.10 
5 CorrbNIon Iod<; 11111 .. lock brand lSOO-O $4.99 $2.89 55.15 
8 3XS Card fie Box (Evco brand) $1.35 51.45 NA 
7 SllIonlry caddy (S1Itarting brand) 56.99 NA NA 
8 0 ... maple paper clip dispenser $1.49 NA NA 
8 Toplllr Roreacont Hl1>Ighltr $2.99 $1.89 $1.79 
1 0 _lOng SIZe Permanenllllft<er 53.19 50.59 $0.60 
11 ,...KoI. TypwIIttr Ribbon (or any brand) $4.25 NA 57.70 
1 2 Ucpd paper .6 n. o%. 51.69 $1.79 51.05 
1 3 Typing paper 100 .. eta (any bra"") 50.59 50.99 51.50 
1 4 3><5 Inda CWda (any br""') $0.59 $0.40 $0.79 
1 5 "I~ Pa_ ErwIopa. 15 50.55 51.35 $0.65 
15 v_npendl $0.25 SO.14 SO.30 
1 7 Cros. Ball Point relll-bkJe rnedlun(8SII) 52.00 $2.00 $2.00 
1 8 Scold> magic T.pa 314X3OO" 51.29 $2.65 $2.79 
1 8 2)(3 polton NoIea 100 _ (311 bra"") $0.75 $1.15 $0.79 
2 0 er-. .. p.rpoa. gtuo 4 Ol $1.59 NA 51.59 
21 SIapIar. Standard (Ioalon 73541 $8.99 514.25 55.95 
22 Paper Pln:h IU round (McGII br""') $2.69 $1.70 $1.69 
2 3 _ pap .. dips 100 count 50.39 NA SO.79 
24 Pr ... ad wood Clpboard 8 II2XI ,- 51.89 NA 51.98 
25 P'per.Vallow.Narrow-ruled 8.Sx11. '_II 53.95 $1.69 $0.89 
25 ~1Ing fie rolder. Iwo·pod<el $0.35 $0.20 $0.49 
2 7 WlreSlJIIwNotebooit. SIngieSubjoctw/SdloolLogo $1.99 $0.99 51.99 
28 300 c:ounI collage nAad Il1o< paper $3.50 NA $3.39 
28 ,. TlrH ~ng bIndor w/out logo 52.25 $1.29 58.99 
30 ~a ....... Sklld> p.d. IIXI4. 100 _. sab. 53.19 NA 58.25 
31 4X6 colorad nAod kIdox cord. 8.5p1 heavyweight $1.49 51.29 $0.79 
32 Paper-mat. WrIt. Bros. USA fine point 51.09 $0.45 NA 
33 T .... Ins~ CtIaJI.Ior. Tl.JO ScIonIIe 516.75 NA $15.95 
34 BIuo book (arnal .Ill) 50.29 SO.40 NA 
35 BoxSO PIaInWhtBullner-iopa. (4118 X D.5) $1.19 $1.50 $1.39 
35 Corr1><>eItIcn BooIc 80 _. 10 X 8 $2.79 51.59 52.99 
37 ChaIf1>lcn Rev .... w._ SWeatshirt Oogo) 556.99 NA $41.98 
3 8 BuobaII cop wool "oiled' 515.99 $17.95 $14.98 
311 Go .. T·aIirt (any logo) 513.99 NA 523.98 

L-4 
$7.25 
58.25 
53.95 
$1.25 
53.75 

$1.75 
NA 

51.75 
$2.75 
$2.45 
56.95 
$1.85 
50.75 
SO.65 
50.95 
SO.25 
51.99 
$2.75 
SO.95 
51.55 
58.50 
52.75 
SO.75 
51.95 
$3.25 
SO.49 
$2.50 
$3.45 
53.50 
56.95 
$1.55 

$0.95 
NA 

SO.35 
51.45 
$3.50 

$54.99 
$18.95 
$2295 

I: Institulionally Operated Bookstore 

AVERAGES 
t-1 1-2 1-3 1-4 L:I-4 1:1-4 

510.20 55.95 55.40 $10.50 $7.05 58.01 
58.80 53.49 55.30 58.25 57.05 56.46 
$4.40 $4.29 53.60 $4.25 $4.50 $4.14 
50.95 50.36 $1.58 50.95 51.28 50.96 
$4.95 55.45 $3.25 $4.50 $4.20 $4.54 
51.50 51.35 51.25 51.15 51.52 $1.31 

$6.59 52.49 56.25 56.50 56.99 $5.46 
$1.95 $1.35 $1.25 51.50 $1.62 $1.51 ! 

51.60 51.49 $1.75 51.39 52.36 51.56 
51.35 $0.99 SO.60 51.25 51.71 $1.05 
56.70 $4.99 $4.95 $4.05 56.30 55.17 
51.55 51.45 50.99 50.95 $1.60 $1.24 
51.25 5129 $0.69 50.75 $0.96 51.00 
50.80 50.49 $0.40 50.50 SO.61 SO.55 

SO.65 50.95 50.65 50.79 SO.88 50.76 
$0.10 $0.10 $0.15 $0.10 SO.24 $0.11, 
$1.80 51.99 $2.00 $1.75 
$1.05 $1.19 $1.50 SO.95 

52.00 $1.89
1 

52.37 51.17 , 
$0.75 50.59 50.85 SO.75 50.91 $0.74 
$1.35 51.19 $1.65 51.25 51.58 51.36 
$6.50 55.95 56.50 $7.95 $9.42 56.73 
$3.80 $1.79 $1.45 52.75 52.21 $2.45 
$0.20 $0.25 $0.50 50.25 $0.64 50.30 
51.95 51.99 $1.75 51.95 51.94 $1.91 
$1.75 51.95 $1.25 51.95 $2.45 $1.73 
50.40 $0.75 $0.35 SO.30 $0.38 50.45 
51.99 $1.99 $1.50 $1.75 $1.87 $1.81 
53.10 $2.59 $2.95 52.75 $3.45 $2.85 
$1.99 51.59 $2.50 51.95 $4.01 $2.01 
55.50 56.49 53.75 $4.95 56.13 $5.17 
$1.25 SI.09 51.25 $0.95 $1.28 $1.14 
$0.35 50.79 $0.55 $0.45 SO.83 $0.54 

513.50 $15.95 $14.99 $14.95 $16.35 $14.85 
50.10 50.15 SO.10 SO.25 SO.35 $0.15 
NA $0.99 $1.10 $1.25 $1.38 $1.11 
52.35 $1.99 51.50 51.95 $2.72 $1.95 

$43.95 539.95 $38.95 $40.95 551.32 $40.95 
515.95 515.95 $14.95 $13.95 $16.97 $15.20 
515.95 518.95 $18.00 $14.95 520.31 516.96 

GRAND TOTAL: $199.68 $167.20 

Le.aed Bookalore Percentage Higher: 19.43% 

..... 
VJ 
VI 



Table 27. Result of Audit Comparing the Retail Prices of Institutional and Leased Bookstores for New Textbooks. 

University Bookstore Price Audits 
1993·1994 L: Leased Bookstore I: Institutionally Operated Bookstore 

AVERAGES 
NEW TEXTBOOKS AUTHOR PUBLISH. L·1 L·2 L·3 L·4 1·1 1·2 1·3 1·4 L:1·4 1:1·4 

1 History 01 Art. 4th Ed~lon Janson PrenticeHal $39.95 NA $43.45 $41.95 $41.95 $45.85 $39.85 $40.95 $41.78 $42.15 
2 Pwlicallon Manual 01 the APA A.PA $19.95 $19.95 $20.45 $19.95 $19.95 $19.15 $18.95 $19.95 $20.08 $19.50 
3 St. Martirll Guide 10 Writing Axelrod StManin $28.70 $2B.15 NA $28.95 $25.50 $20.75 $22.95 ~24.95 $28.60 $23.54 
4 College Algebra Larson Heath NA $47.50 $49.85 $48.95 $48.25 NA NA $47.25 $48.77 $47.75 
5 Calculu6 w/AnaI. Geom. Briel. Ed. Anton Wiley NA $55.65 NA $68.95 $56.00 NA $52.50 $54.75 $62.30 $54.42 
8 Gardner's Art Through the Ages VI. 9th Ed. Hal $38.70 $36.25 NA $35.95 $37.75 NA $37.50 $38.00 $36.97 $37.75 
7 The0d8ssey Homer BOD NA $3.95 $3.95 $4.95 NA NA NA $4.95 $4.28 $4.95 
8 Republic Plato Pang.USA $10.95 $5.95 $5.95 $5.95 $5.95 $6.35 $5.95 $5.95 $7.20 $6.05 
9 Getting 10 Yea Fisher Pang.USA $8.95 $10.00 $10.00 $10.00 $11.00 NA $10.50 $10.00 $9.74 $10.50 
1 0 Cosmic Voyages: Through Tlme ... Hanmann Wadsworth NA $40.35 NA $42.95 $39.75 NA $37.75 $38.95 $41.65 $38.82 
1 1 Managerial Accoutning 61h Ed~lon Garrison Irwin $61.95 $61.95 NA $63.95 $59.95 NA $56.95 $59.50 $62.62 $58.80 
1 2 Elements 01 Style 3rd ~Ion Strunk&W. MacMllian $5.95 $5.95 $5.95 $5.95 $5.95 $8.25 $5.95 $5.95 $5.95 $6.53 
1 3 Organizational Behavior Northcraft Hal $51.35 $51.25 NA NA $53.25 NA $51.25 NA $51.30 $52.25 
1 4 The Aeneid Virgil MacMllian $5.95 NA NA $5.95 $8.00 NA $7.25 NA $5.95 $7.63 
1 5 The Pot 01 Gold Plaws Pang.USA NA $6.95 NA NA $7.95 NA $6.95 $7.25 $6.95 $7.38 
1 6 MIA HancIIook to Research 3rd Ed~lon Gibaldi Ml.A NA $9.95 NA NA $9.95 $9.95 $9.95 $9.95 $9.95 $9.95 
1 7 Webstefs Ninth New Cot. Dicl. Merriam NA $19.95 NA $20.00 $19.95 $21.95 $19.95 $19.50 $19.98 $20.34 
1 8 The 'C' Program Lang. 2nd Ed~n Kemighan PrenticeHal $34.00 $35.00 NA NA $34.25 $35.00 $32.75 $33.25 $34.50 $33.81 
1 9 Carl8lbury Tales Chaucer BOD $3.50 NA $3.50 $4.95 $4.95 $3.50 $3.75 $3.95 $3.98 $4.04 
2 0 The Handbook 01 Chern. & Physica ~ ~ $39.95 NA NA NA NA $39.95 NA NA $39.95 $39.95 
2 1 Engineemg Fund. & Problem Eide McGraw NA $60.00 NA NA $60.75 NA NA NA $60.00 $60.75 
22 Meaning 01 Sociology (TeXl) 4th Ed~ion Charon PrenticeHal NA $21.75 NA $22.95 $23.50 NA NA $22.50 $22.35 $23.00 
2 3 Challenge 01 Democracy Janda Houghton-' $52.75 $49.45 NA $54.75 $49.25 NA $46.95 $48.25 $52.32 $48.15 
24 Physica Cutnell Wiley NA $61.90 $66.50 $66.95 $63.75 $66.00 $60.75 $62.50 $65.12 $63.25 

GRAND TOTAL: $742.27 $721.24 

Leased Bookstore Percentage Higher: 2.92% 
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Table 28. Result of Audit Comparing the Retail Prices of Institutional and Leased Bookstores for Used Textbooks. 

University Bookstore Price Audits 
1993-1994 L: Leased Bookstore I: Institutionally Operated Bookstore 

AVERAGES 
USED TEXTBOOKS AUTHOR PUBLISH. L-1 L-2 L-3 L-4 1-1 1·2 1-3 1-4 L:1-4 1:1-4 

1 HI.tory d An. 4th Edhion Janson PrenticeHai $30.00 NA $32.60 $31.50 $31.50 NA $29.95 NA $31.37 $30.73 
2 PItJUcation Manual 0' the APA A.PA. $15.00 NA $15.35 $14.95 $15.00 NA $14.25 $15.00 $15.10 $14.75 
3 St. MartIna Guide to WrIUng Axelrod StMartin $21.55 NA NA $21.75 $19.15 NA $17.50 $18.50 $21.65 $16.38 
4 College Algebra Larson Heath NA NA $37.40 $36.75 $36.20 NA NA $35.50 $37.0B $35.B5 
5 Gardnel"6 Art Through the Agea V1. 9th Ed. HBJ $29.05 NA NA $27.00 $28.35 NA NA $28.50 $28.03 $2B.43 
8 The Odeasay Homer BOO $8.25 NA $2.95 $3.75 $6.00 NA $6.00 $3.00 $4.98 $5.00 
7 Repubic Plato Pang.USA $B.25 NA $4.45 $4.50 $4.50 NA $4.25 $4.50 $5.73 $4.42 
8 Getting 10 Yea Rsher Pang.USA $6.75 NA $7.50 $7.50 $8.25 NA $7.25 $7.50 $7.25 $7.67 
9 Cosmic Voyages: Through Tima ... Hartmann Wadsworth NA NA NA $32.25 $29.85 NA NA $28.50 $32.25 $29.18 
1 0 Managerial AccoUining 61h Ed~ion Garrison Irwin $46.50 NA NA $47.95 $45.00 $44.10. $42.75 $44.50 $47.23 $44.09 
11 Elements 0' Style 3rd Ecition Strunk&W. MacMllian $4.50 NA $4.45 $4.50 $4.50 NA $4.50 $4.50 $4.4B $4.50 
1 2 Orgarizational Behavior Northcraft HBJ $38.55 NA NA NA $39.95 NA $38.95 NA $38.55 $39.45 
1 3 The ABnakl by Virgil macMllian $4.50 NA NA $4.50 $6.00 $3.75 $5.50 NA $4.50 $5.0B 
1 4 MLA handbook to Research 3rd Ed~ion Gibaldi MI.A NA $7.45 NA NA $7.50 NA NA NA $7.45 $7.50 
1 5 The 'C' Program lang. 2nd Edttion Kernighan PrenticeHal $25.50 NA NA NA $25.70 NA $24.95 $24.50 $25.50 $25.05 
1 8 Canlerbury Tales Chaucer BOO $2.65 NA $2.65 $3.75 $3.75 $2.65 NA $3.00 $3.02 $3.13 
1 7 SeanIng 01 Sociology (Text) 4th Ecition Charon PrenticeHal NA NA NA $17.25 $17.65 NA NA NA $17.25 $17.65 
1 8 Challenge of Semocracy Janda Houghton·' $39.60 NA NA $41.00 $36.95 NA $35.25 NA $40.30 $36.10 
19 Phys"acs Cutnell Wiley NA NA $49.90 $50.25 $47.85 NA $45.90 NA $50.0B __ $~6.8!1 

GRAND TOTAL: $421.78 $403.82 

Leased Bookstore Percontage Hlghar: 4.45% 

...... 
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have a significant number of other college bookstores. Yet, the higher retail costs suggest 

that maybe the lease companies maintain higher margins on their products. 

It should be further noted, however, that the sample population used in Table 26, 

27 and 28 is not large enough to be representative of the total population. Its purpose in 

this study was to support or reject the data reflecting the polarized perspectives of auxiliary 

service directors and consumers regarding price differences. 

The research also provided one case study (Tables 29,30 & 31) comparing prices 

of an off-campus, national chain competitor and used book company to the on-campus 

institutionally operated bookstore to see if any differences existed in the retail cost of 

goods. The study found a similar comparison to lease operators in terms of higher retail 

prices. Supplies and clothing were 14.6 percent higher for the off-campus competitor than 

the institutional bookstore; new textbooks were 4.66 percent higher and used textbooks 

were 4.99 percent higher than the institutional bookstore. Yet, students interviewed on the 

institutional store's campus felt that the off-campus bookstore was less expensive in text 

prices. 

Auxiliary service directors were asked if their institutional bookstore could be as 

competitive as the leased bookstore in terms of overall pricing. 88.9 percent stated that 

their campus bookstore could be "as competitive or more competitive" than the lease 

operator (Table 32). 

Does the selection of products increase or decrease when an auxiliary service leases 

its operation? Once again, students were asked this question during the SERVQUAL 

interview (Table 33). Of the students interviewed, 62.5 percent said that the selection 

increased, 20 percent said that the selection stayed the same and 17.5 percent reported a 



Table 29. Results of Case Study Audit Comparing the Retail Prices of On-Campus 
Institutional to an Off-Campus National Chain Competitor--Clothing and 
Supplies. 

CASE STUDY: INSTITUTIONAL vs. OFF CAMPUS COMPETITER 
1993·1994 

I: Institutionally Operated Bookstore OCC: Off Campus Competitor 

SUPPUES 1 CLOTHING 1·1 OCC01 
1 DeskPad wlCalendar ,AcademicYr(any brand) $8.80 $11.95 

2 Energizer batteries 4 AA pack $4.40 $2.98 
3 3 binder clips 1 1/4" (any brand) $0.95 $1.29 
4 Combination lock; Master Lock brand 1500-0 $4.95 $5.95 
5 3X5 Card File Box (Evco brand) $1.50 $1.35 
6 Topstar Florescent high lighter $1.60 $1.75 
7 Sanford King Size Permanent Marker $1.35 $1.45 
8 Nu-Kote Typewriter Ribbon (or any brand) $6.70 $5.95 

9 Liquid paper .S II. oz. $1.55 $1.69 

10 Typing paper 100 sheets (any brand) $1.25 $3.50 
11 3x5 Index Cards (any brand) $0.80 $0.55 

12 Yellow #2 Pencil $0.10 $0.10 
13 Cross Ball Point refill-blue medlum(8511) $1.80 $2.00 
14 Scotch magic Tape 314X300" $1.05 $1.25 

15 2X3 Post-II Notes 100 sheets (3M brand) $0.75 $0.82 
16 Eimers all purpose glue 4 oz $1.35 $1.59 
17 Stapler. Standard (Boston 73541 $6.50 $9.95 
18 Paper Punch 1/4 round (McGill brand) $3.80 $1.69 
19 Standard paper clips 100 count $0.20 $0.69 
20 Pressed wood Clipboard 8 1/2X11" $1.95 $1.39 

21 Paper,Yellow,Narrow-ruled 8.5x11, 100sheets $1.75 $0.99 

22 Duo-tang File folder, two-pocket $0.40 $0.69 
23 WireStufferNotebook, SingleSubjeclw/SchoolLogo $1.99 $1.99 
24 300 count college ruled filler paper $3.10 $1.98 
25 1" Three ring binder w/out logo $1.99 $2.25 

26 Strathmore Sketch pad, 11 X14, 100 sheets, SOlb. $5.50 $6.95 

27 4XS colored ruled index cards 8.5pt heavyweight $1.25 $0.99 

28 Paper-mate Write Bros. USA Fine point $0.35 $1.09 
29 Texas Instrument Calculator, TI-30 Sclent~ic $13.50 $16.95 
30 Blue book (small size) $0.10 $0.15 
31 Composition Book 80 sheets, 10 X 8 $2.35 $2.99 
32 Champion Reverse Weave Sweatshirt (logo) $43.95 $47.95 
33 Baseball cap wool "sized" $15.95 $22.95 
34 Gear T-shirt (any logo) $15.95 $16.95 

GRAND TOTAL: $159.48 $182.76 

Off Campus Competiter Percentage Higher: 14.60% 
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Table 30. Results of Case Study Audit Comparing the Retail Prices of On-Campus 
Institutional to an Off-Campus National Chain Competitor--New Textbooks. 

CASE STUDY: INSTITUTIONAL VS. OFF CAMPUS COMPETITER 
1993·1994 I: Institutionally Operated Bookstore OCC: Off Campus Competiter 

NEW TEXTBOOKS AUTHOR PUBLtSH. 1·1 OCC·1 
1 History 01 Art. ~th EdHion Janson PranticeHal $41.95 $55.95 
2 Publication Manual 01 the API. A.PA. $19.95 $19.95 
3 51. Martins Guide to WrHlng Axelrod StMartin $25.50 $25.85 
4 College Algebra Larson Heath $48.25 $47.40 
S Calculus w/Anal. Geom. Brief. Ed. Anton Wiley $56.00 $68.85 
6 Gardne(s Art Through the Ages VI. 9th Ed. HBJ $37.75 $37.70 
7 Republic Plato Pong.USA $5.95 $5.95 
8 Gelling to Yes Fisher Peng.USA $11.00 $10.00 
9 Cosmic Voyages: Through Time ... Hartmann Wadsworth $39.75 $41.90 
10 Managerial Accoutnlng 6th Edition Garrison Irwin $59.95 $61.95 
11 Etements 01 Style 3rd Edition Strunk&W. MacMiHian $5.95 $5.95 
12 Tho Pot 01 gold Platus Peng.USA $7.95 $7.95 
13 MLA handbook to Research 3rd EdHion Gibaldi MLA $9.95 $9.95 
14 Webste(s Ninth New Col. Die!. Merriam $19.95 $20.00 
1S The '0' Program Lang. 2nd EdHion Kemlghan PranticeHal $34.25 $34.10 
16 Canterbury Tales Chaucer BOD $4.95 $3.95 
17 Engineering Fund. & Problem Em McGraw $60.75 $60.55 
18 Meaning 01 Sociology (Text) 4th EdHion Charon Prentice Hal $23.50 $23.40 
19 Challenge 01 Democracy Janda Houghton·M $49.25 $49.85 
20 Physics CUlneli Wiley $63.75 $64.30 

GRAND TOTAL: $626.30 $655.50 

Off ClmpUI Competlter Percentlge Higher: 4.66% 
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Table 31. Results of Case Study Audit Comparing the Retail Prices of On-Campus 
Institutional to an Off-Campus National Chain Competitor--Used Textbooks. 

CASE STUDY: INsnTUTlONAL VS. OFF CAMPUS COMPEnTER 
1993·1994 I: Institutionally Operated Bookstore OCC: Off Campus Competitor 

USED TEXTBOOKS AUTHOR PUBLISH. 1·1 OCC·1 
1 History 01 Art. 4th Ed~ion Janson PranticeHal $31.50 $42.00 
2 Publication Manual 01 tha APA A.P.A. $15.00 $15.00 
3 51. Martins Guld" to Wr~lng Axelrod StMartin $19.15 $19.25 
4 ColI"g" Algebra Larson Heath $36.20 $35.75 
5 Calculus w/Anai. Geom. Briel. Ed. Anion Wiley $42.00 $51.75 
6 Gardn,,(s Art Through th" Ag"s VI. 9th Ed. HBJ $2B.35 $28.50 
7 Republic Plato Peng.USA $4.50 $4.50 
6 Getting to Yes Fisher Peng.USA $B.25 $7.50 
9 Cosmic Voyages: Through Time ... Hartmann Wadsworth $29.B5 $31.50 
10 Managerial Accoutning 6th Edition Garrison Irwin $45.00 $46.50 
11 Elements 01 Styl" 3rd Edition Strunk&W. MacMiUian $4.50 $4.50 
12 The Pot 01 Gold Platus Peng.USA $6.00 $6.00 
13 MLA Handbook to Research 3rd Ed~ion GibaJdi MLA $7.50 $7.50 
14 The 'r;;: Program Lang. 2nd Ed~ion Kernighan Prentice Hal $25.70 $25.75 
15 Canterbury Tales Chaucer BOO $3.75 $3.00 
16 Engineering Fund. & Problem EiOO McGraw $45.60 $45.50 
17 Seaning 01 Sociology (Text) 4th Ed~ion Charon PrenticeHal $17.65 $17.75 
16 Chall"ng" 01 Oemocracy Janda Houghton·M $36.95 $37.50 
19 Physics Culnell Wiley $47.B5 $48.25 

GRAND TOTAL: $455.30 $478.00 

Off Campul Competlter Percentage Higher: 4.99% 
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Table 32. Frequency Distribution of Responses by Auxiliary Service Directors: 
Competitiveness of the Self-Operated Bookstore as Compared to the Private 
Sector in Terms of Overall Pricing 

Frequency 
Organizational Type Response Absolute Percent (Adjusted) 

Institutional 

Total 

More Competitive 

As Competitive 

Less Competitive 

31 

73 

13 

117 

26.5% 

62.4% 

11.1% 

100.0% 

Table 33. Frequency Distribution of Responses by Auxiliary Students After SERVQUAL: 
Increase in Product Selection as a Result of Leasing 

Response 

Yes, Selection Has Increased 

Selection Stayed About the Same 

No, Selection Decreased 

Total 

Missing Cases: 0 

Mean 
Mode 
Skewness 
Maximum 

01.575 
01.000 
00.951 
03.000 

Frequency 
Absolute Percent (Adjusted) 

25 

8 

7 

40 

Std Err 
Variance 
Range 
Median 

62.5% 

20.0% 

17.5% 

100.0% 

00.128 
00.660 
02.000 
01.000 

Std Dev 
Kurtosis 
Minimum 

0.812 
-0.783 
1.000 
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decrease in selection. The mean was 1.575 (s.d. = .812). Student comments were mixed 

as follows: 

I-L: 02 - " ... and the selection of materials is a little better." 

I-L: 07 - "Although selection has increased, the selection before was better." 

I-L: 9 - "The new store has increased their selection of non-book items such as 

clothing and school memorabilia The new store IS now selling 

computer hardware and software." 

I-L: 10 - "As far as selection is concerned, took a tum for the worse." 

I-L: 11 - "Clothing selection increased and academic support materials such as 

Cliff's Notes also increased." 

I-L: 12 - "The new store is going to seIVe the students a lot more ... selection 

increased. " 

I-L: 17 - " .... brought in everything a student might need including food, tapes 

and CD's." 

I-L: 18 - "Selection decreased dramatically." 

I-L: 19 - "Follett's brought in used books so the students are much happier. Also 

the quality, selection, and design of school paraphernalia has improved 

immensely." 

I-L: 20 - "Better selection of books ... " 

I-L: 23 - "Selection increased." 

Therefore in response to research question two, and based on the data presented, 

prices increase as a result of leasing as does the product selection. Increases in product 

selection appear to be less significant than price increases. Institutionally operated 
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bookstores keep retail costs lower than leased stores which supports the belief by auxiliary 

service directors of campuses with institutionally operated bookstores. The higher margins 

could be one explanation for the results presented in the following findings regarding the 

levels of institutional support. 

3. Institutionally operated bookstores are significantly more advantageous in 

terms of financial support than lease operated enterprises. 

a. Examine differences between "levels of financial support" provided by 

self-operated and leased college stores at four-year public universities. 

b. Explore any correlations that may be present in the data that shows 

either leasing or self-operation to have a greater ability to meet or 

exceed the financial expectations of the institution. 

Auxiliary Service Directors were asked several questions regarding the various 

levels of financial support provided by the bookstore to the campus by the self-operated 

and leased college stores. The data presented below will look at a number of ways in 

which a campus bookstore provides financial support to the institution. The data suggests 

that not all bookstores are expected to provide fmanciaI support but rather only break-even 

and maintain low retail prices. 

Often auxiliary services are expected to provide or pay a fee to the campus in the 

form of a service charge for campus services or resources which are being consumed in 

order to operate the unit. As one form of payment to the university. this study looked at the 

service charges being paid to the institution. Table 34 shows that 77.4 percent of the 

institutional stores paid some sort of service fee to the campus while 56.7 percent of the 



Table 34. Frequency Distribution of Responses by Auxiliary Service Directors: 
Bookstores that Pay a Service Charge to the Campus. 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 0 

Response 

Yes 
No 

Yes 
No 

Frequency 
Absolute Percent (Adjusted) 

96 77.4% 
28 22.6% 

124 100.0% 

17 56.7% 
13 43.3% 

30 100.0% 
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lease stores reported paying a service fee either in addition to or as a part of their contract. 

Most auxiliary service directors identified the service fee as being a percentage of sales. 

Most commonly, institutional bookstores identified this service fee as 1 - 1.5 percent of 

gross sales. The percentages increased as financial support in other areas decreased. 

The financial contribution to the campuses was varied as was the program the 

revenue was intended to support The following is a list generated from responding 

auxiliary service directors regarding the programs supported by the college bookstore: 

Institutional Bookstore Contributions 

Discounts to departments 
Student emergency loan fund 
Support of student clubs and activities 
Scholarships 
Faculty sponsored events 
Student life activities 
Support to conferences 
Giveaways/donations/free merchandise 
Support on-campus public television 
Discretionary fund for presidents office 
Funding of campus building projects 
Financial support to student union 
Free textbooks to disadvantaged students 
Purchase vehicle for disabled student services 
Support of crisis center 
Support to athletics 
Support to learning resource center 
Alumni support 
Support of medical school students 
Book loan program 
Employee fundraisers 
Support student paper 
Student employment 
Technology fairs 
Authorllecturer events 
Support greek life 

Leased Bookstore Contributions 

Learning resource center 
Free merchandise/donations to clubs 
Athletic support 
Scholarships 
Donations to telethon 
Contests 
Awards 
Student employment 

Many of the auxiliary service directors surveyed were hesitant to share information 

regardinbg the finances of the campus bookstore. Those auxiliary service directors that 
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were willing to complete the questions regarding gross sales, service charges and financial 

support provided an interesting look into the percentages of gross sales being returned to 

the institution. This study found the college store industry in general cautious in sharing 

financial data and protective of each other. This is especially true of the campuses with 

institutional bookstores. A total of eight responses by concerned institutional bookstore 

managers were recorded by the bookstore at the campus where this study was conducted. 

These correspondences expressed concern over the intent of this study in relation to this 

campus's bookstore and a concern that the study was supported by a lease company. 

Further, auxiliary service directors stated in the non-respondent follow-up that many were 

uncomfortable or unwilling to providing financial data out of a concern that the lease 

companies would have access to their institutions financial data. 

Of the campuses with lease operated bookstores, a mean of 8.054 percent of gross 

sales (s.d.= 3.287) was the agreed upon fee to pay the institution while those campuses 

with institutional stores contributed a mean of 5.645 (s.d.= 3.881) to the campus (Table 

35). The mode (37.5 percent) of lease stores provide 7.50 to 10.00 percentage of sales to 

the campus while institutional bookstores (30.435 percent) had a mode of 0.00 to 2.50 

percent Table 35 shows that many institutional operations that reported are not expected to 

generate a profit or support the campus. In contrast, Table 36 provides a frequency 

distribution to look at lease contract agreements with campuses with respect to the 

percentage of sales provided to the institution. Of those auxiliary service directors 

reporting, 60 percent of the institutional bookstores generate more than 5.0 percent as 

compared to 88.5 percent of the contract managed bookstores. It should be noted that these 

data are used for reporting purposes only and cannot provide for more than mere conjecture 

based on various non-reported variables. 



Table 35. Percentage of Gross Sales Contributed to Institution by Self-Operated 
Bookstores. 

Bar: From: (~) To:«) 

1. 0.0 

2. 2.5 

3. 5.0 

4. 7.5 

5. 10.0 

6. 12.5 

Mean 
Mode 
Minimum 

2.5 

5.0 

7.5 

10.0 

12.5 

15.0 

05.645 
0-2.5 

0.000 

Missing Cases: 22 

Count 

28 

9 

19 

23 

11 

0 

Std Err 
Variance 
Maximum 

00.405 
15.063 
13.600 

Percent 

30.435% 

9.783% 

20.652% 

25.000% 

11.957% 

0.000% 

StdDev 
Range 

3.881 
13.600 
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Table 36. Percentage of Gross Sales Contributed to Institutions by Leased Bookstores. 

Bar: From: (~) To:«) Count Percent: 

1. 0.0 2.5 2 7.692% 

2. 2.5 5.0 1 3.846% 

3. 5.0 7.5 7 26.923% 

4. 7.5 10.0 8 30.769% 

5. 10.0 12.5 5 19.231% 

6. 12.5 15.0 3 11.538% 

Mean 08.054 Std Err 00.645 StdDev 3.287 
Mode 7.5-10 Variance 10.802 Range 13.300 
Minimum 0.000 Maximum 13.300 

Missing Cases: 4 
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Some of the factors not considered in the data may include: 1). institutional policies 

which prohibit many campuses from generating a profit; 2). computer sales, which are 

generally found at institutional stores that inflate gross sales; and, 3). surplus revenues 

which can be channeled into offsetting other auxiliary service expenses such as full cost 

allocation of facilities or administration which are utilized by a number of units. Therefore, 

responses to the questions regarding financial contribution as a percentage of sales will not 

be used other than to support the finding that there is a correlation between higher 

percentages of revenue given to campuses by the lease operator. Auxiliary service directors 

at campuses that have changed from a self to a lease operation report that 96 percent have 

increased the institutions revenue since the leasing occurred (Table 37). Those same 

auxiliary service directors reported that 90 percent have experienced an increase in sales 

volume since the organization changed (Table 38). Of those same auxiliary service 

directors, most acknowledged that the decision to lease was primarily a financial decision 

for the following reasons: 

ASD: 2 - "Former operation operated at a deficit." 

DBS: 6 - "They increased commissions and made financial guarantee." 

VPSA: 4 - "Income!" 

DBS: 8 - "Better financially for the campus." 

DBS: 9 - "Greater financial returns." 

VPC: 1 - "Poor return on gross sales, needed lots of capital improvements." 

ASD: 3 - "Financial and there was a lack of support by upper management for business 

In all, 21 responses stated financial reasons for the decision to lease the operation and all 

but 4 percent realized more profits. 
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Table 37. Frequency Distribution of Responses by Auxiliary Service Directors: Campuses 
Where Profits to the Institution Have Increased After Leasing Occurred. 

Frequency 
Organizational Type Response Absolute Percent (Adjusted) 

Leased 

Total 

Missing Cases: 5 

Yes 

No 

24 

1 

25 

96.% 

4.% 

100.% 

Table 38. Frequency Distribution of Responses by Auxiliary Service Directors: Change in 
Sales Volume After Leasing Occurred. 

Lease Operation Response Absolute 

Total 

Missing. 0 

Decreased Greatly 1 

Decreased Somewhat 2 

Increased Somewhat 12 

Increased Greatly 15 

30 

Frequency 
Percent (Adjusted) 

3.3% 

6.7% 

34.0% 

50.0% 

100.0% 
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There are some limitations when interpreting the financial results as suggested 

earlier. Further reporting of this data would require in-depth auditing of each institution. 

The primary purpose was to show the differences between institutional and leased stores. 

This data may support the claims made by institutional stores that they are not expected to 

provide profits to the campus or that they do not perceive their role as providing profits. It 

may be on these campuses where leasing can look inviting to administrators who do not see 

their bookstores as being able to provide profits at the same level. Of the auxiliary service 

directors reporting, 90.9 percent feel that their operations can be as competitive or more 

competitive than the leased bookstore in providing financial contributions to the university 

(Table 39). 

In regards to the financial support of other academic and non-academic programs by 

lease operators (Tables 40 and 41), non-academic financial support was comparable with 

institutionally operated bookstores which provided additional support in 37.9 percent of the 

cases and lease stores that provided support in 34.8 percent of the cases. Academic 

programs were supported more frequently by institutional stores than lease bookstores by 

20.2 percent versus 8.7 percent respectively. These results are lower for the institutional 

bookstore than the study had predicted given the academic mission of campuses throughout 

the country. 

Therefore in response to Research Question 3, with respect to the differences 

between the levels of financial support between the two structures, the data suggests that 

institutional stores provide somewhat lower percentages of revenue to the institution than 

the leased bookstore. The institutional bookstore is often expected to break even and is not 

seen as a revenue generating source for the campus. Although many self-operated 

bookstores pay some sort of service fee, their contributions do not always go beyond the 



Table 39. Frequency Distribution of Responses by Auxiliary SeIVice Directors: 
Competitiveness of the Self-Operated Bookstore as Compared to the Private 
Sector in Tenns of Providing a Financial Contribution to the Campus. 

Organizational Type 

Institutional 

Total 

Missing Cases: 14 

Frequency 
Response Absolute Percent (Adjusted) 

More Competitive 42 

As Competitive 58 

Less Competitive 10 

110 

38.2% 

52.7% 

09.1% 

100.0% 

Table 40. Frequency Distribution of Responses by Auxiliary SeIVice Directors: 
Bookstores that Financially Support Non-Academic Programs. 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 7 

Response 

Yes 
No 

Yes 
No 

Frequency 

Absolute Percent (Adjusted) 

47 37.9% 
77 62.1% 

124 100.0% 

8 34.8% 
15 65.2% 

23 100.0% 

152 



Table 41. Frequency Distribution of Responses by Auxiliary Service Directors: 
Bookstores that Financially Support Academic Programs. 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 7 

Response 

Yes 
No 

Yes 
No 

Frequency 
Absolute Percent (Adjusted) 

25 20.2% 
99 79.8% 

124 100.0% 

2 8.7% 
21 91.3% 

23 100.0% 
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service fee of 1 - 1.5 percent of gross sales. Other financial data was difficult to extrapolate 

from the respondents with different financial reporting methods being used. Feed~k 

received suggests that the industry is cautious in sharing financial data. Contributions to 

the institution by lease operators provided a mean of 8.054 percent of gross sales as 

compared to the institutional bookstore's mean of 5.645 percent of gross sales. Included in 

the mean score was the service charge as well as other significant fees paid to the university 

as identified by respondents. There appears to be a correlation between the higher retail 

price of goods and the level of financial support provided to the institution. The data 

supports this suggesting that lease operated bookstores raise retail prices and as such are 

able to pass along greater profits to the university. Auxiliary service directors of 

institutional bookstores believe that they can be as profitable as the private sector. There 

has been no data to reject this conviction. There may be a correlation between what is 

expected of a bookstore and the amount of financial support it provides to the campus. The 

institution may need to set financial expectations of the self -operated bookstore as well as 

raise prices if it intends to generate the same levels of revenue as the lease operator. 

4. Institutionally operated bookstores provide a significantly greater level of 

"academic support" to the institution. 

Auxiliary service directors were asked several questions regarding the levels of 

academic support being provided by the bookstore at their institutions. Questions 

pertaining to bookstore sponsored events such as book signings, lectures and other events 

were asked. In addition, a query was made regarding non-paid student internships that 
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may support the academic curriculum of students. Directors were asked to provide 

information regarding other non-financial contributions to the academic community. Also 

included in this section are the responses of directors regarding bookstore employees 

involvement in campus committees. 

Tables 42,43, and 44 describe the frequency distributions of responses given by 

auxiliary service directors when asked about faculty assistance, internships and other 

contributions to academic programming. Table 45 describes the responses from auxiliary 

service directors to employee involvement on campus committees. 

Auxiliary service directors of campuses with self-operated bookstores reported 

similar responses as compared to auxiliary service directors with leased bookstores with 

regards to supporting academic programs and assisting faculty. Differences appeared with 

respect to utilizing internships and participating on campus committees. Campuses with 

leased bookstores reported a slightly greater usage of academic internships than campuses 

with institutionally run bookstores by 16.4 percent. Employees of campuses with self

operated bookstores reported a greater campus involvement through committee service than 

leased bookstore employees by 39.9 percent. 

Therefore, in response to question four, the data gathered does not support the 

hypotheses that the institutional operation provides greater academic support to the campus. 

Leased bookstores have remained as involved in the academic community as the 

institutional bookstore. This may suggest that institutional stores do not see partnerships 

with the academic community as central to their role on campus. One other consideration is 

that lease operators see the benefits of "positioning" themselves with the academic 

community by creating a supportive role in academics. 



Table 42. Frequency Distribution of Responses by Auxiliary Service Directors: 
Bookstores that Support Academic Programs. 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 31 

Response 

Yes 
No 

Yes 
No 

Frequency 
Absolute Percent (Adjusted) 

21 19.8% 
85 80.2% 

106 100.0% 

2 8.7% 
21 91.3% 

23 100.0% 

Table 43. Frequency Distribution of Responses by Auxiliary Service Directors: 
Bookstores that Assist Faculty Outside of Delivering Course Related Needs. 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 6 

Response 

Yes 
No 

Yes 
No 

Frequency 
Absolute Percent (Adjusted) 

95 76.6% 
29 23.4% 

124 100.0% 

22 73.3% 
8 26.7% 

30 100.0% 
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Table 44. Frequency Distribution of Responses by Auxiliary Service Directors: 
Bookstores that Utilize Student Internships. 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 7 

Response 

Yes 
No 

Yes 
No 

Frequency 
Absolute Percent (Adjusted) 

29 23.6% 
94 76.4% 

123 100.0% 

12 40.0% 
18 60.0% 

30 100.0% 

Table 45. Frequency Distribution of Responses by Auxiliary Service Directors: 
Bookstore Employees that Serve on Campus Committees. 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 8 

Response 

Yes 
No 

Yes 
No 

Frequency 
Absolute Percent (Adjusted) 

100 81.3% 
23 18.7% 

123 100.0% 

12 41.4% 
17 58.6% 

29 100.0% 
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Secondary Questions 

The mail survey asked a number of other questions that were proposed or founded 

on claims made in the review of the related literature. These claims fell into several 

categorical questions. First, is there a loss of management control when the bookstore is 

leased? Second, can institutional infrastructures such as human resources, procurement 

and accounting departments provide the support needed to run a retail auxiliary? Third, 

what are the results of UBIT, unfair competition and tax issues as they relate to the 

findings? Fourth, does the lease bookstore offer better employment opportunities that the 

institutional bookstore? These and other responses to the questionnaire will be reported 

below as frequency distributions. 

Management Control. A concern of auxiliary service directors has been the perceived loss 

of management control when an auxiliary service or a bookstore privatizes its service. 

Table 46 suggests that 82.8 percent of those responding feel that there has been some loss 

of management control since the institution leased its bookstore. 75.9 percent of the 

respondents further reported that there was less monitoring of the bookstore since leasing 

the operation (Table 47). This is a concern that has been addressed in Chapter 2. 

Infrastructure. Some administrators in higher education have argued that the university is 

not structured to support auxiliary services. Table 48 reflects the views of directors of 

auxiliary services that have institutionally operated bookstores. In general, the accounting 

methods, human resource policies and procurement policies appear to support a business 

enterprise such as a retail operation or food service. 



Table 46. Frequency Distribution of Responses by Auxiliary SelVice Directors: 
Change in the Amount of Institutional Control Over the Bookstore Since 
Leasing. 

Frequency 
Leased Operation Response Absolute Percent (Adjusted) 

Much less Control 6 20.7% 

Somewhat less Control 18 62.1% 

Somewhat more Control 4 13.8% 

Much more Control 1 3.4% 

Total 29 100.0% 

Missing Cases: 1 

Table 47. Frequency Distribution of Responses by Auxiliary SelVice Directors: 
Change in Monitoring the Bookstore Since Leasing Occurred. 

Frequency 
Leased Operation Response Absolute Percent (Adjusted) 

Much less monitoring 4 13.8% 

Somewhat less 18 62.1% 

Somewhat more 6 20.7% 

Much more monitoring 1 3.4% 

Total 29 100.0% 

Missing Cases: 1 
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UBIT and Unfair Competition. In regards to unfair competition complaints, 32.7 percent 

of those directors on campuses with institutionally operated bookstores reported complaints 

of unfair competition as compared to 17.2 percent of those directors on campuses w~th 

leased bookstores. State legislation regarding unfair competition was reported in 40.5 

percent of the responses from the directors of campuses with institutional stores as 

compared to 29 percent of those directors from campuses with leased bookstores. Unfair 

competition complaints are nearly 50 percent lower at campuses where leasing occurred. 

As a comparison to unfair competition claims, 83.7 percent of the auxiliaries with 

institutional stores reported that their auxiliary services are utilized by the general public 

compared to 69 percent of auxiliaries with lease operations (Table 49). 

Taxes. Of the auxiliary service directors from campuses with self-operating bookstores, 

24.58 percent pay federal taxes, 58.8 percent pay state taxes, and 37.6 percent pay local 

taxes (Table 50). 

Employment Opportunities. Greater employment opportunities were reported with the 

leased bookstore. Auxiliary service directors of self-operated bookstores cited this as well. 

Of those auxiliary service directors reporting, only 15.5 percent said that they were more 

competitive than the lease operators. Nearly 40 percent stated that they were less 

competitive. 

Mission and Purpose. Auxiliary service directors were asked to rank in order of priority 

six statements provided to determine if there were any differences between the way each 

campus viewed the importance of auxiliary services and its relation to the way they viewed 



Table 48. Frequency Distribution of Responses by Auxiliary Service Directors: 
Received Unfair Competition Complaints. 

Organizational Type 

Institutional 

Total 

Lease 

Total 

Missing Cases: 3 

Response 

Yes 
No 

Yes 
No 

Frequency 
Absolute Percent (Adjusted) 

40 
82 

122 

5 
24 

29 

33% 
67% 

100% 

17% 
83% 

100% 

Table 49. Frequency Distribution of Responses by Auxiliary Service Directors: 
University Policies and Support Functions Serving Self-Operated 
Bookstores. . 

Frequency 
Systems/Procedures Response Absolute Percent (Adjusted) 

Accounting Methods 
Consistent 96 83% 
Conflict 20 17% 

Human Resource Systems 
Consistent 107 93% 
Conflict 8 7% 

Procurement Systems 
Consistent 86 77% 
Conflict 25 23% 

Total 100% 

161 
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Table SO. Frequency Distribution of Responses by Auxiliary Service Directors: 
Bookstores that Pay Taxes 

Type of Taxes Response Absolute 
Frequency 

Percent (Adjusted) 

Federal Taxes 
Yes 29 24.6% 
No 89 75.4% 

State Taxes 
Yes 70 58.8% 
No 49 41.2% 

Local Taxes 
Yes 44 37.6% 
No 73 62.4% 

Total 100.0% 



the bookstore operation. Using a contingency table analysis, the results show that both 

groups selected "convenience for students" as the primary purpose for the existence of 
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all auxiliary services (Total Chi-Square: 25.735, p = .0002) and for the existence of the 

bookstore (Total Chi-Square: 13.131, p = .041). The second purpose for auxiliary 

services selected by directors of both groups was "to serve faculty needs." With respect to 

college stores these two groups deviated, the fIrst again citing "to serve faculty needs" 

while directors of campuses with leased operation cited "to generate revenue". Third, 

directors' of campuses with institutional stores selected "limit the mark-up on academic 

materials" while directors of campuses with leased stores selected this as their fInal purpose 

and identifIed "supplementing academic programs" as their third purpose. 

Evaluation Model 

6. Develop a basic model to help administrators conduct a self-assessment to 

evaluate both operations based on the criteria used in this study and 

institutional priorities. 

A self-assessment model using criteria from this study may provide a better 

understanding into an auxiliary service's potential in terms of the contributions it could or 

should be making to the campus. This is determined by the purpose, goals and objectives 

established by senior administration. 

The alternative service delivery model below is based upon the evaluation model of 

Schlessman-Frost and Saunders (1993) and Engle, Saunders, and Blake (1981). This 

fonnat allows organizations as diverse as food services and facilities management to input 

criteria specifIc to their function. Criteria for each category are included in the example and 
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are based upon the premises used for this study. Within the model were the evaluation 

components dermed and distinguished from the items to be evaluated. The horizontal axis 

specifies the accountability categories and has the ability to clearly identify goals and 

objectives. For clarity, purposes are the overall aim of the criteria, goals are statements of 

generalized intent and objectives are quantifiable measurements of the goals. The vertical 

axis is criterion specific. The order did not reflect any type of priority, and each type of 

services using the model has the ability to identify its goals and objectives. The use of the 

parallel pairs model (Figure 4.1) may provide a better comprehensive view of the role an 

auxiliary service is expected to fulfill. Prioritizing categorical groups will further assist 

with any comparisons made between two or more alternative service delivery methods. 

Envisioning an overlay of alternatives delivery methods or establishing a three dimensional 

cube with each alternative occupying a side of the cube would provide for a comparison. 

The preparation of this model may be useful in determining priorities from an institutional 

standpoint as well as the type of service delivery required by the campus based on the more 

important categories specified. 



Figure 4.1 Parallel Pairs Evaluation Model 
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CHAPfERAVE 

CONCLUSIONS AND RECOMMENDATIONS 

Purpose 

166 

The purpose of this study was to determin~ to what degree differences existed 

between leased and institutionally operated bookstores in relationship to financial and 

academic support to the campus. This study also wanted to determine if leasing is the best 

solution between the two methods of operation. 

Conclusions 

Data were collected through several different methods to evaluate the views of 

auxiliary service directors and students. A mail survey was sent to 461 four-year public 

institutions. A follow-up mailing of the questionnaire was sent if a response was not 

received within the designated time period. Of the 170 questionnaires returned, 16 were 

not usable because the respondent was the bookstore manager. The return of 154 usable 

questionnaires from the original return of 170 yielded a response rate of 33.4 percent. 

Descriptive statistics of the responding groups provided evidence that all were 

homogeneous with respect to campus size and the size of the bookstore operation. 

The findings from the literature and from the data yield numerous conclusions 

regarding the leasing or privatization of college bookstores. As a result of this study, all 

research questions were answered. The following sixteen conclusions are considered of 

prime importance. 
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Conclusion #1 

The use of the SERVQUAL instrument proved to be effective in evaluating the 

levels of consumer satisfaction in the bookstore industry. The instrument has high internal 

consistency, but caution should be used when applying a 1 through 5 numeric scale 

because of the low values in difference scores. Examination of student satisfaction with 

newly leased bookstores was significantly higher than student satisfaction with institutional 

bookstores in two of five subsets. The "change" from one delivery method to another 

appears to be the cause of the higher levels of satisfaction and not the lease operation in 

tenns of the subset reliability. This conclusion is based on the findings from a second 

control group (lease only) which shows that there are no significant differences in customer 

service between self-operated bookstores and leased (for more than four years) bookstores. 

A significant difference was recognized by this study in the subset "tangibles" (appearance 

and physical facilities). The lease control group was evaluated higher than the institutional 

control group in the raw score and "difference" scores. The qualitative component of the 

study supported the findings that tangibles had increased. 

This study supports the fmding that any benefits to contracting in consumer 

satisfaction, excluding tangibles, could be obtained when a change occurs. Greater 

scrutiny or analysis of the operation or staff may facilitate such a change in consumer 

satisfaction. 

Conclusion #2 

Staffing levels are lower with lease bookstores, 61 percent of the auxiliary service 

directors report a reduction in staff when the lease operator took over the bookstore 
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operation. Auxiliary selVice directors of campuses where leasing has occurred report that 

income is a greater determinant than selVice when considering staffing levels. This 

supports the belief by proponents of self-operation that lease operators place profit above 

selVice. However, there were no data to support a loss in selVice to the consumers as a 

result of the staff reduction. In fact, this was supported by the qualitative inquiry 

conducted. Student feedback suggests that although the staff may have been downsized, 

the selVice being provided by the lease operator did not decrease but rather was perceived 

to have increased (SERVQUAL fmdings). 

Conclusion #3 

Auxiliary selVice directors of campuses with institutional bookstores strongly 

believe that their operations could be as competitive as the leased bookstore with respect to 

capital improvements, new technology, competitive pricing and other factors considered 

under categories of importance. The fact that bookstores are being leased at a dramatic rate 

suggests that there exists a need to better identify or rethink the role of auxiliary selVices on 

campuses. Bookstore managers may not share the same understanding of purpose, goals 

and objectives as the senior administration (who make the decisions to lease or self

operate), or they may share the same beliefs but see the objectives as being more important 

to the organization than the goals (goal displacement). Educational organizations frequently 

have a difficult time agreeing upon and specifying their missions or goals, and this likely 

contributes to the lack of understanding that exists. 

Although auxiliary selVice directors of campuses with institutional bookstores 

believe that they can be as competitive, this study concludes that a small percentage of 

institutional bookstores are not as competitive as the leased operators. In addition to 
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providing less financial support, there are only marginal differences in other areas as well 

where the institutional store should surpass the lease operator. This study found, however, 

no evidence to support the belief that the lease operation is more beneficial than the 

institutional bookstore. The study does conclude that institutional bookstores need to 

embrace a new way of thinking about their business or they will become a small enclave in 

the college store industry. 

Conclusion # 4 

Prices increased as a result of the bookstore being leased. This study concluded 

through the audit of randomly selected bookstores and qualitative inquiry of the student 

consumers from four-year campuses that the retail prices in the bookstore increased 

significantly when the campus store leased its operation. Review of the data suggests that 

higher retail prices correlate to higher percentages of gross revenue given to the institution 

by the lease operator. Proponents of lease operations argue that better business 

knowledge, experience and national buying power attribute to the ability to generate greater 

returns for the university. If this is true, then greater returns should be provided along with 

lower retail prices. This study shows that the lease operators simply raise prices to 

generate the added revenue. Only 12.5 percent of the students stated that there was any 

decrease in prices. 

Conclusion #5 

This study concludes that the selection of merchandise increased as a result of the 

bookstore becoming leased. Of the 40 students responding, 62.5 percent said that the 

product selection had increased after the lease operation began while 17.5 percent said that 
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the selection decreased. Even with the higher prices, the lease bookstore was readily 

accepted by some of the students interviewed because of the improvement of selection of 

the merchandise. 

Conclusion #6 

The college store industry in general is cautious about providing financial data. Of 

those reporting, the study found that leased bookstores financially contribute more than to 

the institution than self-operated bookstores. This is due in part to the percentage of self

operated bookstores that contribute 0 to 2.5 percent of gross sales. Auxiliary service 

directors frequently reported that the philosophy of senior level administration does not 

expect the institutional bookstore to generate a profit but rather ')ust break even." The 

bookstore manager or auxiliary service director may not know that the institution is looking 

at alternative methods of service until it is too late. This is a result of communication break

down. The auxiliary service needs to review its mission annually with senior 

administration to insure that purpose, goals and objectives are clearly understood and 

consistent with the philosophy of senior administration. 

Certainly, the self-operated bookstore could increase its margins to generate greater 

revenues for the campus as the lease operator does. Unfortunately, bookstore managers 

often see their role on a campus as guardian of a past philosophy which may have been to 

"hold the line" on prices for the students. Student life advocates have suggested that the 

pendulum has swung away from student needs and towards financial needs. The strategic 

executive needs to continually adapt and appraise conditions such as these both external and 

internal to the organization. Continual assessment of an organizations mission relative to 

environmental changes is needed. 
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Conclusion If7 

This study found that when a campus leased its bookstore the level of financial 

support to the institution increased. Ninety-six percent of the auxiliary service directors, on 

campuses where leasing occurred, reported that the revenue to the institution had increased. 

Yet, 91 percent of the auxiliary service directors of campuses with self-operated bookstores 

stated that their campus can be as competitive as the private sector in providing financial 

support. These findings may suggest that campuses with leased bookstores wish to 

increase their revenues and that some campuses with institutional bookstores prefer to 

maintain a philosophy of lower prices for the students and university community. This 

may also suggest that those campuses where leasing has occurred, did so because they did 

not believe that the bookstore could be as profitable as a private vendor. One institution 

reported that they did not wish to raise prices to generate more revenue therefore, it was 

easy to make a decision to shift this burden to a private vendor. 

Conclusion #8 

Academic involvement by college stores beyond the role of selling textbooks was 

low among all college bookstores. There were slight differences between the two methods 

of service delivery in terms of academic involvement. For example, institutional 

bookstores provided slightly more financial support to academic programs than leased 

bookstores, yet, leased operated bookstores provided slightly more academic internships to 

students than institutional bookstores. Employees of institutional bookstores remain 

significantly more involved in the campus and on committees (Total Chi-Square: 19.288, 

p=.OOOI) than employees of leased bookstores. This study suggests that employees of 

institutional bookstores understand the importance of personal campus involvement but 
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may not fully understand the need for the bookstore to be supportive of the educational 

mission of the university. Academic partnerships are crucial to auxiliary services to insure 

credibility and existence. The auxiliary service leader should position his or her 

organization as unique among its competitors, and the proliferation of academic 

partnerships could be the way to achieve this goal. 

Concl usion #9 

This study concluded that there was a loss of management control as a result of 

leasing. A loss of management control suggested that any local control may be limited or 

non-existent. The study found further that there was less monitoring of the service with a 

lease operation. The majority of campuses reported less monitoring of the performance of 

the lease operation. This has been considered by many an advantage to leasing and by 

others the achilles heel of the privatization movement. The literature review cites several 

examples of leasing that has failed as a result of the vulnerability created from a lack of 

monitoring. This study found through its qualitative investigation cases in which leasing 

was no longer as competitive as other methods because of the monopolistic and non

competitive position taken by the lease operator. In several of these cases, off-campus 

retailers surrounded the campus and took much of the business away from the lease 

operator. 

Conclusion #10 

This study found that campus support units such as purchasing, accounting. and 

human resources are adequately designed to provide support to a retail or auxiliary unit on 

campus. Several campuses reported a loss of productivity as a result of civil service 
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systems and the inability to terminate poor performers. In one case, however, interviewees 

cited a lack of competence of senior auxiliary management as the true problem. Accounting 

units were problematic where centralization had occurred. The centralization process left 

some auxiliary services without daily reports and created a lack of crucial financial control. 

Procurement issues were based on complaints of rigid policies that did not coincide with 

the operation of a retailer. An example provided was one in which the competitive bid 

process was required regardless of the appeal of a product to consumers. Overall, these 

support units were reported as favorable for the college bookstore operation. 

Conclusion #11 

There have been 15 percent fewer VBIT complaints at campuses where leasing has 

occurred. The reduction in the number of complaints is not significant. 

Conclusion #12 

Of the responding auxiliary service directors, 77.4 percent pay some form of 

service fee to the campus. Most commonly reported was institutional bookstores that 

identified their fee to the campus as 1-1.5 percent of gross sales on the average. Also 

reported was that when service fees increased, other contributions to the campus decreased. 

The service charge was factored into the percentage of gross revenues given to the campus 

and cited in Table 35. 

The following parallel pairs model was used to summarize the results stated above: 
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Figure 5.1 Summary Diagram 

METHOD OF 
SERVICE 

ELIVERY INSTITUTION LEASED 

CATEGORIES 
OF IMPORTANCE 

Plica....-.....Jy lower Pri_bipby3·19 

Price 
occordiDa \0 SERVQUAL perccnI dopcD<ba OIl N • .,I 
ODdAudL Uoed T.,.1hocb or Co«bina/ 

uppIin. 

SdOCliDD ia DOl .. aood II SdOCliOll iDaouod lI'eatly 

Product Selection 
imtilUliODll1!ooblaro& wbou inltirutiaoall>oob!«. 

louod. 

Lo ..... than...-Jy~ Hiabcr in roccmly chanaed 

Customer Service iao1ilUlioaallO I .. oed iDotilUliODll1O 1 .. 1ed 
bocbtorca No Mf...".,. booJutoroo. 
00DlpII'0d 10 Jooa term 
lcaaed. 

Income Lo ..... porc .... 801 than Ovmll bip por=talJC' 
I ...... bocIcaora. Pri ... 10..".,... Whoa...,.".,.. 

Producing .,..I.,.,.... ...... U.~ I ..... boobtoro ill poIill 
.oorrdatiDD iDcrcaK. 

Acaaemlc :support S~ol ... ckmic Support ol ac:adcmIc 
PfOIRDlO liiably lOabor· prosnms ia liiably lower II 

& Student Educatiol1 More poanmo aupponed I ...... boobtorn. Men 
by imtilUliaoalllorO. inttrmbipo 

Opportuni ties Fewer iIItomobipo 

Management Fewer DOD-acadomic f1- mcmitoriDa ,..prod by 
prd>I .... 10 Iddrca. Looo ~tiOl1 CaIXiOll 

Control d 00I11r01 d liahly vilili. imowdbemed. 
llllil thalJiDb..".,... 

Unfair ccmpotitim Unfair campctitim 

Unfair Competition cooq>IaiDIIlliahtly bip I compIaitu lIiahtly lea 
CIIIIpUIOO wi th frocpculll c:aquoo with 
iao1itutiaoal boobtoroa I ...... booJutoroo. 

Campus Committees 
Boobuw. ompI~ oorv. Lcued boobtorc 
011 c:ampIII c:cmmil*l empIoy_ oorv .... campus 

""'" frcquozuIy. commillOH men frocplCDlly. 

ImIitubooal pwcbuilla. m.,10 IlUaDnI <tooo DOl 

Support Services lCOOI.IIIiD8and InmaD bavolO be: bomd by ciy~ 

~.lI)'IIIaIIIprovido ..",i ... or J"RbaIiDa 
.... lOoupport ..... i .... procccbca thaI may codIiCI 

with NI1DiDa I buIinca. 

Capi talrr echnology SII'Yt)' ODd SERVQUAL Survey and SERVQUAL 
rcparI capilli iIqIroYOIDOIlII rcparIapilll iIqIroYom .... 

Improvements 
loalikdy II iDltilUliaoal ""'" DOtiali. II ~ 
boobIcrco. IB!ilI boobtsm. 

Ac:cowtiaI. procIftIDOIlI. Operating II)'IIIaIII in place 

Operating Systems and 1nmaD....,."..., I)'IIOm Cram I oorp<lI1Ito level 
...,....uy .....t for. retail 
or otb<r.1IIIiJWy aorvi .... 

Staff Levels More IIIIf • .,ilali. WI Fnm ompI~ bill DO 

"""11 did DOl olio., I 1ppat0lll1_ d a.tomcr 
_ ... I....t d a.tomcr ..... i ...... r ..... L 
aorvi ............ L 



175 

Recommendations 

The college bookstore is one of the most visible units on a college campus. 

Students, prospective students, alumni, faculty and staff use the services of the campus 

bookstore. In general, the bookstore as well as other university auxiliary services are the 

link to many groups that the university serves. The reality of this fact is that the bookstore 

and other auxiliary services are seen by many within the university community as 

representing the institution's values, priorities and its philosophy. 

The development of this dissertation reinforces the fundamental belief that if 

institutional auxiliary services are to successfully serve the university, then there can be no 

separation between the academic mission and the auxiliaries' mission of the university. 

The findings from the literature and various portions of this study indicates that a realistic 

method of accomplishing this goal is to motivate individuals toward departmental and 

institutional goals through partnerships with the academic community. 

Consideration of the future of the institutional college store industry rests on the 

assumption that there is a legitimate place in higher education for auxiliary services. If the 

assumption of legitimacy holds true, then the implication is that there must be a clearer 

assessment of the actual and theoretical purposes for auxiliary services within the bounds 

of university life. A mission statement based on the foundation of shared purposes, goals 

and objectives that is congruent with an institutional mission statement can define those 

purposes and lead to the delineation of policies that are directed toward fulfilling them. 

Rarely has an individual, committee, or association called for the elimination of all auxiliary 

services from university life. 
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Summation 

The institutional and leased bookstores are not the only two alternatives for 

operating a college bookstore or any other auxiliary service operation. For the purpose of 

this study, however, these were the only two forms of service delivery studied. There are 

several other alternatives available such as: private for-profits, private non-profits, 

cooperatives, and student associations. These other alternatives may provide important 

elements that are missing in a lease operation such as the goals and purposes or an increase 

of local control. Certainly, incentive structures become primarily profit motivated when 

leasing occurs. Further research is needed in this field to evaluated these alternative 

structures which will likely become more appealing to campus administrators in the years to 

come. 

Goldstein, Kempner and Rush (1993) support this study's conclusion that 

choosing an operating approach which presents an image that is adverse to the mission of 

the institution will be evident to those the university serves. It is for this reason that senior 

administrators need to determine the purpose for the college bookstore as well as other 

auxiliary services. 

Universities have found that old rules, old adages, and old values may sometimes 

prove to be effective operating principles. What will not succeed, however new or old, are 

unexamined rules, ideas, and values. The problems associated with auxiliary services have 

long been a low priority of the leadership of higher education. As long as auxiliaries were 

revenue generating or ''just breaking even," they were of little concern to anyone. College 

stores were thought of as an occasional inconvenience when a student complained about 

the buyback policies or an off-campus business complained about the sale of greeting cards 

as unfair competition. 
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The emphasis upon leasing for increased revenues must be closely scrutinized. 

UBIT and unfair competition issues will become more frequent as auxiliary services 

become more aggressive as a result of decreasing tax dollars. Revenue generating 

auxiliaries will need to avoid complacency and be highly competitive or they will be forced 

out of the market by the lease operators or alternative service delivery methods. 

Complacency is not solely indicative to institutional operations. Lease operators 

have also become complacent and monopolistic at times and have occasionally lost the 

perceived advantages that they have had over the sometimes apathetic institutional 

bookstore. The decline of service levels after leasing has been in place for over two years 

is an example of this. If prices remain higher with the leased auxiliary service and 

campuses continue to lease, then the consumer may incur the greatest loss. If indeed lease 

operators enjoy greater economies of scale, then the lower prices should be passed along to 

the consumer as part of the lease contract What are the images that the institution wants to 

project to those that they serve? 

At times this research seemed to suggest that the lease operator may be better 

prepared to operate a campus bookstore. The relative lack of a philosophical understanding 

on the part of some respondents of campuses with self-operated bookstores suggested that 

leasing could be a logical step for accomplishing a number of goals including improving the 

financial resources for some of the campuses. If contracting best serves the goals or 

objectives outlined in an evaluation model, then it may be the best alternative, even if it 

does not result in greater revenues. 

The results of this study indicate that there exists a greater role for the college 

bookstore to assume in addition to the one of generating revenue. Bookstores nationwide 

should be aligning themselves with the academic community as part of an aggressive 
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business plan. The director of one institutional bookstore, who has provided constant 

support, vision and neutrality, suggests that a new philosophy must be conveyed to other 

directors/managers of self-operated bookstores: that the role of the college bookstore is 

much more pervasive than just "selling pencils." Leaders such as this one, who continually 

blend vision, appraisal, and action, have inspired this research endeavor. Further research 

studies should strive to identify and further quantify these variables and their effect on the 

success of a self-operated bookstore in relation to the academic community. This research 

has shown that bookstores are rarely recognized for their contributions to the campus 

community. This again requires a new philosophy of promoting the college bookstore as a 

integral part of the campus environment. 

Finally, the results of this research should cause concern to institutional bookstores 

about the future of the industry. There are cases in this study in which the manager has 

made the institutional bookstore more responsive both financially and academically 

entrenched than a lease operator could ever be. The bookstore or auxiliary service 

manager/director can be the detennining factor between the benefits realized by either the 

institutional or lease operated auxiliary service. 

As mentioned earlier, one still needs to ask the question, if the lease company can 

generate that much money, why can't the institutional bookstore? 
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APPENDIX A 

QUESTIONNAIRE (MAIL SURVEY) 



faI:LA.: Please respond 10 the following questions regarding the role of auxiliary services and college bookstores. 

I. Please rank in order the following reasons that auxiliary services are important on your campus 
(lamost important reason, 7-least important reason). 

a. to provide convenience for the students 
b. 10 ~enerate revenue 
c. to limit the marie-up on academic products 
d. 10 provide for sWdent's well being 
e. 10 serve faculty needs (e.g. textbook ordering, cuslom ,Publishing) 
f. 10 supplement academic programs (e.g. author lecWres, Internships) 
g. other, please explain, _________________ _ 

2. Please rank in order the following reasons your college bookstore is important 10 your campus 

3. 

(I "'IIIost important reason, 7-least important reason). 

I. to provide convenience for the students 
b. 10 ~enerate revenue 
c. to limit the marie-up on academic products 
d. 10 provide for sWdent's well being 
e. 10 serve faculty needs (e.g. textbook ordering, custom ,Publishing) 
f. 10 supplement academic programs (e.g. author lectures, Internships) 
g. other, please explain __________________ _ 

Please estimate and list the direct financial contributions your bookslore is expected or 
required 10 provide 10 the campus. Please include annual monetary amount. 

1. ____________________________________________ _ 
2. __________________________________________ _ 
3. ___________________________________________ _ 

4. Does your bookslore pay a service chlrge 10 the institution? 
a. no __ b. yes If yes, how much? 5, ___________ _ 

5. What non-academic programs are flllancially supported by the campus bookstore? 
I. How many per year? 
2. How many per year? 

6. What academic programs are financially supported by the campus bookslore? 
I. How many per year? 
2. How mlny per year? 

7. Does your bookslore assist faculty (outside of delivering course related needs)? 
__ a. yes __ b. no If yes, how? 
__ Promoting books __ Lectures __ Other, (please explain) ____ _ 

8. Does your bookslore use student interns (non-paid, academically related positions)? 
__ a. yes __ b. no If yes, how many per year? __ _ 

9. Are discounts or year end rebates offered to students, faculty or staff? 
__ ". no __ b. yes, discounts. __ c. yes, year end rebates. If yes, please estimlte the 
annual amount of discounts5 __ 

10. Do bookstore employees serve on campus committees? __ I. yes __ b. no 

II. What other indirect financial contributions does the bookstore make to the campus? 1. ______________________________________________ _ 
2. ________________________________________ _ 

Which has a greater priority in determining the following activities of the bookstore? (check one) 

12. 
13. 
14. 

IS. 

16. 

17. 

Determinin~ opening hours 
Setting retail prices 
Determining atafflllg levels 

__ a. Income 
__ I. Income 
__ D. Income 

b. Service 
b. Service 
b. Service 

Are your lu&ililry services utilized by members of the public outside of the univen;ity or college? 
__ yes ---"0 

Have your luxiliary seryices received complaints of "unflir competition" by the off-campus conununity? 
__ yes __ no 

Is there current legislation within your allte which addresses unfair competition? __ yes __ no 

If your bookstore bas changed It. organlzaUonal (ownenhlp) form (lnllllutlonal to lease, prIvate, or another) sInce you have been 
at the ampUl, please respond to questlona 18-20. If not, proceed to question 21. You may we additional paper If necessary. 

18. If your institution has leased its bookslore or changed its organizational form, please list those external or 
internal forces which influenced your institution 10 mike a decision. 1. ____________________________________________ _ 
2. ______________________________________________ _ 
3. ____________________________________________ _ 
4. ___________________________________________ _ 
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19. 

20. 

Have the prices of goods changed since the organizational fonn·changed? (check one) 
__ a. Higher prices __ b. About the same __ c. Lower prices 

Since changing the organizational fonn of the bookstore, have profits or surplus funds to the campus 
Increased or decreased? 
__ a. Increased __ b. Decreased 

fItL.Ih This part Is for universities that continue to self-operate their campus bookstores. It your campus Is nollnstltullonally 
operated proceed to Part C (aner question '43). 

21. How do you view internal competition (campus departments competing against each other)? (check one) 
___ a. detrimental to the university 

b. necessity 
c. benefit 
d. there is no current source of internal competition 

22. How do you view external competition (competitors outside of the university)? 
___ a. part of business 

b. necessity 
c. benefit 
d. there is no current source of external competition 

23. Does your bookstore generate a profit (gain after expenses have been met)? --ycs __ no 
(If no, please explain), ____ _ 

24. If yes to the above question, docs the bookstor: have a profit/surplus goal? __ no -yes 
If yes, what is the goal? __ _ 

2S. If the bookstore contributcs to the campus, is the bookstore recognized for its for its institutional contributions? 
__ a. no __ b. yes If yes, please explain _____________________ _ 

26. Does the bookstore provide financial support to the institution in the fonn of debt capacity or interest eamed? 
-yes __ no 

For each area below, check whether the institutionally oWDed bookstore's policies and business operating needs are consistent 
with or conflict with standard university policy: 

27. 
28. 
29. 

Accounting methods 
Human Resource systems 
Procurement/purchasing systems 

Docs your bookstore currently pay taxes? 
30. Federal Tax 
31. State Tax 
32. Local Tax 

__ I. Consistent __ b. Conflict 
__ I. Consistent __ b. Conflict 
__ a. Consistent __ b. Conflict 

__ a. ycs __ b. no 
__ a. ycs __ b. no 
__ a. yes __ b. no 

33. Please Iistthe.1.ill£ of the immediate 'campus' supervisor who oversees the Bookstore 
Director. 

34. In the past four years has the campus bookstore been asked to provide additional funds, over Ind above those 
expected (the base requirement) by the institution? 
__ a. yes __ b. no 

3S. ''Omitted'' 

Please indicate whether or not your bookstore can be as competitive as the private sector in tenns of providing the following: 
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36. New technology a. More competitive __ b. As competitive __ c. Less competitive 

37. Overall Competitive Pricing a. More competitive __ b. As competitive __ c. Less competitive 

38. Employee Advancement __ a. More competitive __ b. As competitive __ c. Less competitive 

39. Financial contributions to the university __ I. More competitive _b. As competitive __ c. Less competitive 

40. Contributions to lcademic programs __ a. More competitive _b. As competitive __ c. Less competitive 

41. Reducing lines during peak times a. More competitive _b. As competitive __ c. Less competitive 

42. Providing service a. More competitive _b. As competitive __ c. Less competitive 

43. Making capital improvements a. More competitive _b. As competitive __ c. Less competitive 

~ This pm Is for qmpuS§ whP haye ,hanged '!lIDe pf tbelr a"llIIan senlse organizational rorms (excluding bookstores) 
from an Institutional operallon to an alternative method or operallon. If your campus has. nol changed any of lis auxiliary 
senlces (Including bookstores} please proceed 10 part D (aner quesllon '64). 

Please rate the following statements and qucstions in tenns of changes that have occurred since you changed the operational fonn of 
some or all of your auxiliary services. 

44. Has there been a change in the amount of institutional management control required of the auxiliary service since the 
change occurred? 



45. 

I 
Much less control 

2 
Somewhat less control 

3 
Somewhat more 

Has the purpose of the auxiliary services that have changed been redefined? 
I 2 3 

No real change Very little change Significant change 

4 
Much more control 

4 
Complete change 
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46. To what extent hIlS new technology been introduced into other auxiliary services since a change in organizational forms? 
I 2 3 4 

Decreased greatly Decreased somewhat Increased somewhat Increased greatly 

fatU2l. This part is for campuses who have changed their bookstore organizational forms from an Institutional operation to an 
aUernatlve method of operation. If your campus continues to self'operate the bookstore, please proceed to part E (aRer question "64). 

47. Please specify the tYJlC' of bookstore organization below. 
__ Lease operation __ Student Association __ Cooperative 
__ Private for profit __ Private nonprofit __ Other 

48. 

49. 

50. 

51. 

52. 

53. 

54. 

55. 

56. 

57. 

Rate the extent to which the bookstore's goals and objectives have changed. 
I 2 3 

No n:aI change Very little change Significant change 
4 

Complete change 

To what extent has the sales volume of the bookstore changed since the organizational method changed? 
I 2 3 4 

Decreased greatly Decreased somewhat Increased somewhat Increased greatly 

Has there been a change in the amount of institutional management control since the change in the organizational 
form of the bookstore? 

I 2 3 4 
Much less control Somewhatlcss control Somewhat more Much more control 

Has the mission of the bookstore been redefmed? 
I 2 

No real change Very little change 
3 

Significant change 
4 

Complete change 

Is the institution monitoring the performance of the bookstore to a greater or lesser degree than prior to the 
organizational method changed? 

I 2 3 4 
Much less monitoring Somewhatlcss Somewhat more Much more monitoring 

To what extent hIlS the scale of your bookstore's operation been changed since the service implemented a new 
operational form? 

I 2 3 4 
Decreased greatly Decreased somewhat Increased somewhat Increased greatly 

To what extent has the efficiency of your bookstore operation varied since implementing a new organizational form? 
I 2 3 4 

Decreased greatly Decreased somewhat Increased somewhat Increased greatly 

What extent has the emcIency of your operallon chan(li!d since chanalnathe oraanlzallon In terms of the followlna? 

Number of employees 
I 

Decreased greatly 
2 

Decrcaacd somewhat 

Customer lines during peak times 
I 2 

Decreased greatly Decreased somewhat 

Dependency upon campus resources 
I 2 

Decreased greatly Decrcaacd somewhat 

3 4 
Increased somewhat Increased greatly 

3 4 
Incrcaacd somewhat Increased greatly 

3 4 
Incrcaacd somewhat Increased greatly 

58. If your bookstore is leased, what is the length of the institution's contract with the bookstore lease operator? 
___ Years 

59. To what extent has new technology been introduced into the bookstore operation since the change? 
123 4 

Decreased greatly Decreased somewhat Increased somewhat Increased greatly 

60. Is your campus satisfied overall with the decision to change the method of operation? 
I 2 3 4 

Greatly satisfied Somewhat satisfied Somewhat dissatisfied Greatly dissatisfied 
Please comment, ____________ . ____________ _ 

61. From a liability perspective, is your campus satisfied with the decision to change? 
123 4 

Greatly dissatisfied Somewhat dissatisfied Somewhat satisfied Greatly satisfied 

62. If your ill5titution leased ita bookstore, are you satisfied with the outeome of the decision? 

63. 

64. 

I 2 3 4 
Greatly dissatisfied Somewhat dissatisfied Somewhat satisfied Greatly satisfied 

Please comment 

From your perspective, are the students as satisfied with the service provided by the new organizational form over the 
institutional operation? 

I 2 3 4 
Greatly dissatisfied Somewhat dissatisfied Somewhat satisfied Greatly satisfied 

From your perspective, are the faculty as satisfied with the service pro\'ided by the new organizational form over the 
ill5titutional operation? 



Part E: This part should be nlled out by everyone: 

65. 
66. 
67. 

68. 
69. 

What are your total sales !'C~year? $,;:-;;-_:-.--.. ____________ _ 
What is the current student FfE for the fall semester? 
How many employees do you employ durin!! the fall semester? 
(please exclude extra help during the beginnmg of the semester) 
___ full·time employees by FfE, ___ student employees (FI"E) __ temporaries (FI"E) 
What was your personnel budget (with ERE) for 1992·93? $ __________ _ 
What are your bookstore's fall hours of operation? _____________ _ 

Again, thank you for your willingness 10 complete this questionnaire .. Your contribution is valuable 10 this research. 

__ Please send me a copy of your survey results. 

Name ____________________________________________ __ 
Address __________________________________________ _ 
City ________ _ Slale. _________ _ Zip. _____ _ 
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Enclose In the attached return envelope. This Informallon Is not part of the survey and will be separated from the survey upon recelpL 
Thank you. 

Jeff Zeilenga, University of Arizona, Student Union Post Office Box # 20960, Tucson, Arizona 85720 
FAX(602) 621·8098 Home(602) 544·2001 
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APPENDIXB 

COVER LETIER TO AUXILIARY SERVICE DIRECfORS 
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August 26, 1993 

Dear (Name of Auxiliary Services Director of the sample institutions): 

I am writing to you for assistance in gathering data for my doctoral dissertation in the 

College of Education at the University of Arizona. My field of specialization is auxiliary service 

management. This dissertation will focus on the various organizational forms of auxiliary services such as 

institutionally operated, lease operated, student association, cooperative, or "other." As you are aware, there 

is an ever growing interest in comparing the alternative forms of service delivery to the traditional forms. 

The enclosed survey is intended to be filled out specifically by the campus administrator who 

directly oversees the bookstore manager/director or lessor's contract. The survey is relatively brief (you 

will be asked to fill out only part of the survey) and will be of scholarly benefit to the college bookstore 

and auxiliary service professions. Not only will your participation be greatly appreciated but you will 

receive the results of the survey, upon request, shortly after the data is compiled. Simply detach the form 

on the last page of the survey and return it with the completed survey in the enclosed prepaid envelope. 

Please be assured that confidentiality will be respected. The data will be used only in aggregate form. If 

you have any questions about the study, please call me at (602) 621-8850. 

For the purpose of this study, auxiliary services are dermed as enterprises that "furnish a service 

directly or indirectly to students, faculty, or staff and charge a fee related to, but not necessarily equal to, the 

cost of services. Traditionally, these services have encompassed food services, student housing and college 

stores. The distinguishing characteristic of most auxiliary enterprises is that they are managed as self

supporting activities, although sometimes a portion of student fees or other support is allocated to assist 

activities" (NACUBO, 1981). 

Each question provides for specific instructions. Place an X in the column that you believe to be 

most accurate or circle the most appropriate response. If you need or are asked to explain a topic further. 

please be specific. H you require extra paper please note the number of the question that you are 

referencing. 
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Please complete the attached Questionnaire and return it by September 15th, 1993. Thank you for 

completing the survey and for your support of this academic endeavor. Your assistance in expanding the 

knowledge base of the profession is appreciated. 

Very truly yours. 

Jeffrey R. Zeilenga. M.Ed. 
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APPENDIXC 

FOLLOW-UP LEITER TO MAIL SURVEY 
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Dear Auxiliary Service Director: 

Recently I sent you a survey questionnaire concerning the method of service delivery and support provided 

by the college store on your campus. As it is crucial to receive a most representative return rate, your 

response is very important to the accuracy of this survey. 

The enclosed survey is intended to be fined out specifically by the campus administrator who directly 

oversees the bookstore manager/director or lessor's contract. This survey will only take about 20 minutes 

of your time to complete, and you can return it in the enclosed envelope. If you have already done so, 

many thanks! If you have not had a chance to answer, I would be most grateful if you would do so now. 

Your response will be held in strict confidence, of course. 

The enclosed survey has been sent to you via frrst class mail to insure that you will have sufficient time to 

complete the survey. A prior mailing resulted in the original survey being received after the return date in 

several states. 

Just in case your original went astray in the mail or became otherwise lost or misplaced, I have enclosed 

another survey fonn and return envelope. Please return the survey by October 22nd. I will be anxiously 

waiting to hear from you. Again, please be assured that confidentiality will be respected. If you have any 

questions about the study, please can me at (602) 621-8850. 

Sincerely, 

Jeffrey R. Zeilenga 

Doctoral Candidate, College of Education, 

The University of Arizona 
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DIRECTIONS: Based on your experiences as a customer of telephone repair services, please think 
about the kind of telephone company that would deliver excellent quality of repair service. Think about the 
kind of telephone company with which you would be pleased to do business. Please show the extent to 
which you think such a telephone company would possess the feature described by each statement. If you 
feel a feature is not at all essential for excellent telephone companies such as the one you have in mind, 
circle the number "1". If you feel a feature is absolutely essential for excellent telephone companies, circle 
"7". If your feelings are less strong, circle one of the numbers in the middle. There are no right or wrong 
answers--all we are interested in is a number that truly reflects your feelings regarding telephone companies 
that would deliver excellent quality of service. 

Note: Each of the statements was accompanied by a 7-point scale anchored at the ends by the 
labels "Strongly Disagree" (=1) and "Strongly Agree" (=7). Intermediate scale points were not labeled. 
Also, the headings (TANGIBLES, RELIABll...ITY, etc.), shown here to indicate which statements fall under 
each dimensions, were not included in the actual questionnaire. 

TANGIBLES 
El. Excellent telephone companies will have modem-looking equipment. 
E2. The physical facilities at excellent telephone companies will be visually appealing. 
E3. Employees of excellent telephone companies will be neat appearing. 
FA. Materials associated with the service (such as pamphlets or statements) will be visually appealing in 

an excellent telephone company. 

RELIABILITY 
ES. When excellent telephone companies promise to do something by a certain time, they will do so. 
E6. When customers have a problem. excellent telephone companies will show a sincere interest in 

solving it. 
E7. Excellent telephone companies will perform the service right the first time. 
E8. Excellent telephone companies will provide their services at the time they promise to do so. 
E9. Excellent telephone companies will insist on error-free records. 

RESPONSIVENESS 
EIO. Employees of excellent telephone companies will tell customers exactly when services will be 

performed. 
Ell. Employees of excellent telephone companies will give prompt service to customers. 
EI2. Employees of excellent telephone companies will always be willing to help customers. 
EI3. Employees of excellent telephone companies will never be too busy to respond to customer 

complaints. 

ASSURANCE 
E14. The behavior of employees of excellent telephone companies will instill confidence in customers. 
EIS. Customers of excellent telephone companies will feel safe in their transactions. 
EI6. Employees of excellent telephone companies will be consistently courteous with customers. 
EI7. Employees of excellent telephone companies will have the knowledge to answer customer questions. 

EMPATHY 
EI8. Excellent telephone companies will give customers individual attention. 
EI9. Excellent telephone companies will have operating hours convenient to all their customers. 
E20. Excellent telephone companies will have employees who give customers personal attention. 
E21. Excellent telephone companies will have the customers' best interest at heart. 



E22. The employees of excellent telephone companies will understand the specific needs of their 
customers. 

Perceptions Section 
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DIRECTIONS: The following set of statements relate to your feelings about XYZ Telephone 
Company's repair service. For each statement, please show the extent to which you believe XYZ has the 
feature described by the statement Once again, circling a "1" means that you strongly disagree that XYZ 
has that feature, and circling a '7" means that you strongly agree. You may circle any of the numbers in 
the middle that show how strong your feelings are. There are no right or wrong answers--all we are 
interested in is a number that best shows your perceptions about XYZ's repair service. 

TANGIBLES 
PI. XYZ has modern looking equipment. 
P2. XYZ's physical facilities are visually appealing. 
P3. XYZ's employees are neat-appearing. 
P4. Materials associated with the service (such as pamphlets or statements) are visually appealing at XYZ. 

RELIABILITY 
P5. When XYZ promises to do something by a certain time. it does so. 
P6. When you have a problem, XYZ shows a sincere interest in solving it. 
P7. XYZ performs the service right the frrst time. 
PS. XYZ provides its services at the time it promises to do so. 
P9. XYZ insists on error-free records. 

RESPONSIVENESS 
PIO. Employees of XYZ tell you exactly when services will be performed. 
PII. Employees of XYZ give you prompt service. 
P12. Employees of XYZ are always willing to help you. 
P13. Employees of XYZ are never too busy to respond to your requests. 

ASSURANCE 
P14. The behavior of employees of XYZ instills confidence in customers. 
PI5. You feel safe in your transactions with XYZ. 
P16. Employees of XYZ are consistently courteous with you. 
P17. Employees of XYZ have the knowledge to answer your questions. 

EMPATHY 
P18. XYZ gives you individual attention. 
P19. XYZ has operating hours convenient to all its customers. 
P20. XYZ has employees who give you personal attention. 
P2I. XYZ has your best interest at heart. 
P22. Employees of YXZ understand your specific needs. 



APPENDIXF 

TELEPHONE INTERVIEW 

USING THE SERVQUAL INSTRUMENT 

INSTITUTION TO LEASED IN PAST TWO YEARS 

(EXPERIMENTAL GROUP) 

194 



195 

DIRECTIONS: Based on your experiences as a customer of campus bookstores, please think about the 
kind of college bookstore that would deliver excellent quality and delivery of books and supplies, please 
think about the kind of bookstore with which you would be pleased to do business. Please state the extent 
to which you think such a bookstore would possess the feature described by each statement. If you feel a 
feature is not at all essential for excellent college bookstores such as the one you have in mind, state the 
number "1". If you feel a feature is absolutely essential for excellent college bookstores, circle "S'~. If your 
feelings are less strong, circle one of the numbers in the middle. There are no right or wrong answers--all 
we are interested in is a number that truly reflects your feelings regarding college bookstores that would 
deliver excellent quality of service. 
Note: You may want to consider writing down on a piece of paper the numbers 1 through 5 and place 
strongly agree by the number "5" and strongly disagree by the number "I". 

Filter Questions: Have you been on the campus/or more than two years? 
Do you shop regularly in the campus bookstore? 
Are you currently in student government? 
Are you aware that your bookstore changed 10 being lease operated? 

Strongly Strongly 
Agree Disagree 

El. Excellent college bookstores will have modem-looking illuipment. 5 4 3 2 
E2. The f,hysical facilities at excellent college bookstores w' be visually appealing. 5 4 3 2 
E3. Emp oyees of excellent college bookstores will be neat appearing. 5 4 3 2 
E4. Materials associated with the service (such as pamphlets or statements) will be visually appealing in 

excellent college bookstores. 5 4 3 2 
ES. When excellent college bookstores promise to do something by a cenain time, they will do so. 5 4 3 2 
.E6. When customers have a problem, excellent college bookstores will show a sincere interest in solving it. 5 4 3 2 
E7. Excellent college bookstores will perform the service right the first time. 5 4 3 2 
Eg. Excellent college bookstores will provide their services at the time they promise to do so. S 4 3 2 
E9. Excellent college bookstores will insist on error-free records. S 4 3 2 
EIO. Employees of excellent college bookstores will tell customers exactly when services will be performed. S 4 3 2 
Ell. Employees of excellent college bookstores will give prompt service to customers. 5 4 3 2 
E12. Employees of excellent college bookstores will always be willing to help customers. 5 4 3 2 
E13. Employees of excellent coller bookstores will never be too busy to respond to customer complaints. 5 4 3 2 
E14. The behavior of employees 0 excellent college bookstores will instill confidence in customers. 5 4 3 2 
E 15. Customers of excellent college bookstores will feel safe in their transactions. 5 4 3 2 
E16. Employees of excellent college bookstores will be consistently couneous with customers.' S 4 3 2 
E17. Employees of excellent college bookstores will have the knowledge to answer customer questions. 5 4 3 2 
E18. Excellent college bookstores will give customers individual attention. 5 4 3 2 
E19. Excellent college bookstores will have operating hours convenient to all their customers. S 4 3 2 
E20. Excellent college bookstores will have employees who give customers personal attention. S 4 3 2 
E21. Excellent college bookstores will have the customers' best interest at hean. S 4 3 2 
E22. The employees of excellent college bookstores will understand the specific needs of their customers. 5 4 3 2 

DIRECTIONS: The following set of statements relate to your feelings about the leased campus 
bookstore and the former university operated campus bookstore and their level of service that each provided. 
For each statement, please show the extent to which you believe either bookstore has or had the feature 
described by the statement. Once again, stating" I" means that you strongly disagree that the bookstore 
has/had that feature, and circling a "5" means that you strongly agree. You may circle any of the numbers 
in the middle that show how strong your feelings are. There are no right or wrong answers--all we are 
interested in is a number that best shows your perceptions about each of the bookstore.s services. 

These statements are in reaards to your Leased Campus Bookstore: 
PI. Your private or leased bookstore has modem looking equipment. 
P2. The leased bookstores' physical facilities are visually appealing. 
P3. The leased bookstores employees are neat-appearing. 
P4. Materials associated with the service (such as pamphlets or statements) are visually appealing at the 

campus bookstore. 

5 4 3 2 
5 4 3 2 
5 4 3 2 

5 4 3 2 



campus bookstore. 
PS. When the current leased bookstore promises to do something by a certain time, it does so. 
P6. When you have a problem, the leased bookstore shows a sincere interest in solving it. 
P7. The leased bookstore performs the service right the first time. 
P8. The leased bookstore provides its services at the time it promises to do so. 
P9. The leased bookstore insists on error-free records. 
PIO. Employees of the leased bookstore tell you exactly when services will be performed. 
PH. Employees of the leased bookstore give you prilE. service. 
PI2. Employees of the leased bookstore are always w' . g to help you. 
PI3. Employees of the leased bookstore are never too busy to respond to your requests. 
PI4. The behavior of employees of the leased bookstore instills confidence in customers. 
PIS. You feel safe in your transactions with the leased bookstore. 
P16. Employees of the leased bookstore are consistently courteous with you. 
PI7. Employees of the leased bookstore have the knowledge to answer your questions. 
PI8. The leased bookstore tives you individual attention. 
P19. The leased bookstore as operating hours convenient to all its customers. 
P20. The leased bookstore has employees who give you personal allention. 
P2I. The leased bookstore has your best interest at heart. . 
P22. Employees of the leased bookstore understand your specific needs. 

Th!;l~!;l ~Iill!;lm!;lnl~ ~ in r!;lgards lQ ~Q!.!I FQnn!;lr S!;llf-~rilles;! BQQksIQr~; 
PI. Your institutional bookstore had modem looking equipment. 
P2. The former campus bookstores' physical facilities were visually appealing. 
P3. The institutional bookstores employees were neat-appearing. 
P4. Materials associated with the service (such as pamphlets or statements) were visually appealing at the 

campus bookstore. 
PS. When the institutional bookstore promised to do something by a certain time, it did so. 
P6. When you had a ~lem, the institutional bookstore showed a sincere interest in solving it. 
P7. The institutional kstore performed the service right the first time. 
P8. The institutional bookstore provided its services at the time it promised to do so. 
P9. The institutional bookstore insisted on error-free records. 
PIO. Employees of the institutional bookstore told you exactly when services would be performed. 
Pll. Employees of the institutional bookstore gave you proms: service. 
PI2. Employees of the institutional bookstore were always wing to help you. 
PI3. Employees of the institutional bookstore were never too busy to respond to your requests. 
P14. The behavior of employees of the institutional bookstore instilled confidence in customers. 
PIS. You felt safe in your transactions with the institutional bookstore. 
PI6. Employees of the institutional bookstore were consistently courteous with you. 
PI7. Employees of the institutional bookstore had the knowledge to answer your questions. 
PI8. The institutional bookstore tave you individual allention. 
PI9. The institutional bookstore ad operating hours convenient to all its customers. 
P20. The institutional bookstore had employees who gave you personal allention. 
P2 I. The institutional bookstore had your best interest at heart. 
P22. Employees of the institutional bookstore understood your specific needs. 

Finally. three last questions. 
oHave prices increased or decreased s a result of the bookstore being leased? 
_Increase _Decrease _Stayed the same 

oHas the product selection increased or decreased after tlu! leasing occurred? 
_Increased _Decreased _Stayed the same 
ols there anything that you care to add about either operation? 

S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 

S 4 
S 4 
S 4 

S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 
S 4 

Thank you very much for the time and the help that you were willing to provide to this research project. 
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3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 

3 2 
3 2 
3 2 

3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
3 2 
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DIRECTIONS: Based on your experiences as a customer of campus bookstores, please think about the 
kind of college bookstore that would deliver excellent quality and delivery of books and supplies, please 
think about the kind of bookstore which you would be pleased to do business. Please state the extent to 
which you think such a bookstore which would possess the feature described by each statement. If you feel 
a feature is not at all essential for excellent college bookstores such as the one you have in mind, state the 
number "I". If you feel a feature is absolutely essential for excellent college bookstores, circle "5". If your 
feelings are less strong, circle one of the numbers in the middle. There are no right or wrong answers--all 
we are interested in is a number that truly reflects your feelings regarding telephone companies that would 
deliver excellent quality of service. 

Note: You may want to consider writing down on a piece of paper the numbers 1 through 5 and 
place strongly agree by the number "5" and strongly disagree by the number "1". 

E1. 
E2. 
E3. 
E4. 

£S. 
E6. 
E7. 
E8. 

Filter Questions: 
Do you shop regularly in the campus bookstore? 
Are you currently in sllldent governmelll? 

Excellent college bookstores will have modem·looking muipment. 
The ~hysical facilities at excellent college bookstores w' be visually appealing. 
Emp oyees of excellent college bookstores will be neat appearing. 
Materials associated with the service (such as pamphlets or statements) will be visually appealing in 
excellent college bookstores. 
When excellent college bookstores promise to do something by a cenain time, they will do so. 
When customers have a problem, excellent college bookstores will show a sincere interest in solving it. 
Excellent college bookstores will perform the service right the first time. 
Excellent college bookstores will provide their services at the time they promise to do so. 

E9. Excellent college bookstores will insist on e:ror·free records. 
EIO. Employees of excellent college bookstores will tell customers exactly when services will be performed. 
Ell. Employees of excellent college bookstores will give prompt service to customers. 
E12. Employees of excellent college bookstores will always be willing to help customers. 
E13. Employees of excellent coller bookstores will never be too busy to respond to customer complaints. 
E14. The behavior of employees 0 excellent college bookstores will instill confidence in customers. 
E15. Customers of excellent college bookstores will feel safe in their transactions. 
E16. Employees of excellent college bookstores will be consistently couneous with customers. 
E17. Employees of excellent college bookstores will have the knowledge to answer customer questions. 
E18. Excellent college bookstores will give customers individual auention. 
E19. Excellent college bookstores will have operating hours convenient to all their customers. 
E20. Excellent college bookstores will have employees who give customers personal attention. 
E21. Excellent college bookstores will have the customers' best interest at hean. 
E22. The employees of excellent college bookstores will understand the specific needs of their customers. 

Strongly Strongly 
Agree Disagree 

S 4 3 2 
5 4 3 2 
5 4 3 2 

5 4 3 2 
5 4 3 2 
S 4 3 2 
S 4 3 2 
S 4 3 2 
S 4 3 2 
S 4 3 2 
S 4 3 2 
5 4 3 2 
5 4 3 2 
S 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
S 4 3 2 
S 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 

DIRECTIONS: The following set of statements relate to your feelings about the university operated 
campus bookstore and the level of service that is provided. For each statement, please show the exlenllo 
which you believe the bookstore has the feature described by the statement. Once again, staling "I" means 
that you strongly disagree that the bookstore has/had that feature, and circling a "5" means that you strongly 
agree. You may circle any of the nwnbers in the middle that show how strong your feelings are. There are 
no right or wrong answers--all we are interested in is a number that best shows your perceptions about each 
of the bookstore.s services. 

PI. Your campus bookstore has modem looking equipment. 
n. The campus bookstores' physical facilities are visually appealing. 
P3. The campus bookstores employees are neat.appearing. 

5 4 3 
543 
S 4 3 



P4. Materials associated with the service (such as pamphlets or statements) are visually appealing at the 
campus bookstore. 

P5. When the campus bookstore promises to do something by a certain time. it does so. 
P6. When you have a problem. the campus bookstore shows a sincere interest in solving it. 
P7. The campus bookstore performs the service right the first time. 
P8. The campus bookstore provides its services at the time it promises to do so. 
P9. The campus bookstore insists on error-free records. 
PIO. Employees of the campus bookstore tell you exactly when services will be performed. 
PI!. Employccs of the campus bookstore give you prompt service. 
P12. Employees of the campus bookstore are always willing to help you. 
P13. Employees of the campus bookstore are never too busy to respond to your requests. 
P14. The behavior of employees of the campus bookstore instills confidence in customers. 
P15. You feel safe in your transactions with the campus bookstore. 
P16. Employees of the campus bookstore are consistently courteous with you. 
PI? Employees of the campus bookstore have the knowledge to answer your questions. 
P18. The campus bookstore gives you individual attention. 
P19. The campus Lookstore has opemting hours convenient to all its customers. 
P20. The campus bookstore has employees who give you personalllllention. 
P2!. The campus bookstore has your best interest at heart. 
P22. Employees of the campus bookstore understand your specific needs. 

5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 
5 4 3 2 

Thank you very much for the time and the help that you were willing to provide to this research project. 
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DIRECTIONS: Based on your experiences as a customer of campus bookstores, please think about the 
kind of college bookstore that would deliver excellent quality and delivery of books and supplies, please 
think about the kind of bookstore which you would be pleased to do business. Please state the extent to 
which you think such a bookstore which would possess the feature described by each statement. If you feel 
a feature is not at all essential for excellent college bookstores such as the one you have in mind, state the 
number "I". If you feel a feature is absolutely essential for excellent college bookstores, circle "S'~. If your 
feelings are less strong, circle one of the numbers in the middle. There are no right or wrong answers--all 
we are interested in is a number that truly reflects your feelings regarding telephone companies that would 
deliver excellent quality of service. 

Note: You may want to consider writing down on a piece of paper the numbers 1 through 5 and 
place strongly agree by the number "5" and strongly disagree by the number "1". 

Filter Questions: 
Do you shop regularly in the campus bookstore? 
Are you currently in student government? 

El. Excellent college bookstores will have modem·looking equipment. 
E2. The physical facilities at excellent college bookstores will be visually appealing. 
8. Employees of excellent college bookstores will be neat appearing. 
E4. Materials associated with the service (such as pamphlets or statements) will be visually appealing in 

excellent college bookstores. 
ES. When excellent college bookstores promise to do something by a certain time. they will do so. 
E6. When customers have a problem, excellent college bookstores will show a sincere interest in solving it. 
E? Excellent college bookstores will perfonn the service right the first time. 
ES. Excellent college bookstores will provide their services at the time they promise to do so. 
E9. Excellent college bookstores will insist on error-free records. 
ElD. Employees of excellent college bookstores will tell customers exactly when services will be perfonned. 
Ell. Employees of excellent college bookstores will give prompt service to customers. 
E12. Employees of excellent college bookstores will always be willing to help customers. 
E13. Employees of excellent college bookstores will never be too busy to respond to customer complaints. 
E14. The behavior of employees of excellent college bookstores will instill confidence in customers. 
EIS. Customers of excellent college bookstores will feel safe in their transactions. 
E16. Employees of excellent college bookstores will be consistently courteous with customers. 
EI? Employees of excellent college bookstores will have the knowledge to answer customer questions. 
EIS. Excellent college bookstores will give customers individual allention. 
E19. Excellent college bookstores will have operating hours convenient to all their customers. 
E2D. Excellent college bookstores will have employees who give customers persona1allention. 
E21. Excellent college bookstores will have the customers' best interest at hean. 
E22. The employees of excellent college bookstores will understand the specific needs of their customers. 

Strongly Strongly 
Agree Disagree 

5 
5 
5 

5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 

4 3 2 
4 3 2 
4 3 2 

4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 
4 3 2 

DIRECTIONS: The following set of statements relate to your feelings about the leased campus 
bookstore and the level of service that is provided. For each statement, please show the extent to which 
you believe the bookstore has the feature described by the statement. Once again, stating "1" means that 
you strongly disagree that the bookstore has/had that feature, and circling a "5" means that you strongly 
agree. You may circle any of the numbers in the middle that show how strong your feelings are. There are 
no right or wrong answers--all we are interested in is a number that best shows your perceptions about each 
of the bookstore.s services. 

These statements are in regards to your Leased Campus Bookstore: 
PI. Your private or leased bookstore has modem looking equipment. 
P2. The leased bookstores' physical facilities are visually appealing. 
P3. The leased bookstores employees are neat-appearing. 
P4. Materials associated with the service (such as pamphlets or statements) are visually appealing at the 

campus bookstore. 

5 4 3 2 
5 4 3 2 
5 4 3 2 

5 4 3 2 
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P3. The leased bookstores employees are neat-appearing. S 4 3 2 
P4. Materials associated with the service (such as pamphlets or statements) are visually appealing at the 

campus bookstore. S 4 3 2 
PS. When the current leased bookstore promises to do something by a certain time, it does so. S 4 3 2 
P6. When you have a problem, the leased bookstore shows a sincere interest in solving it. S 4 3 2 
P7. The leased bookstore performs the service right the first time. S 4 3 2 
P8. The leased bookstore provides its services at the time it promises to do so. S 4 3 2 
P9. The leased bookstore insists on error-free records. S 4 3 2 
PIO. Employees of the leased bookstore tell you exactly when services will be performed. S 4 3 2 
PIt. Employees of the leased bookstore give you pr~ service. S 4 3 2 
P12. Employees of the leased bookstore are always w' . g to help you. S 4 3 2 
P13. Employees of the leased bookstore are never too busy to respond to your requests. S 4 3 2 
P14. The behavior of employees of the leased bookstore instills confidence in customers. S 4 3 2 
PIS. You feel safe in your transactions with the leased bookstore. S 4 3 2 
P16. Employees of the leased bookstore are consistently courteous with you. S 4 3 2 
PI? Employees of the leased bookstore have the knowledge to answer your questions. S 4 3 2 
P18. The leased bookstore ~ives you individual attention. S 4 3 2 
P19. The leased bookstore as operating hours convenient to all its customers. S 4 3 2 
P20. The leased bookstore has employees who give you personal attention. S 4 3 2 
P21. The leased bookstore has your best interest at heart. S 4 3 2 
P22. Employees of the leased bookstore understand your specific needs. S 4 3 2 
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COMPARISON-SELLING PRICES 

General Statement: 
The purpose of this audit is to compare the selling price of new and used textbooks and 
supplies at your campus bookstore versus the off-campus bookstore. The infonnation 
must be kept strictly confidential. All data will be used in aggregate form. 

Bookstore Type: 

204 

Since these audits will be anonymous, is important for you to list the type of bookstore that 

you are auditing. If you are unaware of the ownership type, please ask the manager or 

director of the bookstore. 

Instructions: 

Sixty-five items in all were selected to insure that there would be a sufficient amount of like 
items in each school that is participating in the study. 

Forty supply items were selected for a price comparison. In the sampling, every attempt 

should be made to include items from the same supplier when that supplier has been 

specified. However, in some cases, it may be necessary, to compare similar items from 

different suppliers. 

Twenty-five textbook titles were selected for a price comparison. Please include the used 

book price along with the new price at each location (if available). 

Helpful Hints: 

Most major bookstores have textbook "print-outs" which will show the prices of all books. 

Generally, the used book price will be located next to the new price. These should be 

located in the text department. In addition, law requires that copies of public documents 

must be made available to the public. It is doubtful that there will be any problem obtaining 

this infonnation from your bookstore. Again, thank you and remember to be as accurate as 

possible. 



Type of Bookstore: 
_Student Association 
_Cooperative 

_Institutionally Operated Bookstore 
_Private Bookstore 
_Other (please specify) ___ _ 

ITEM 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 
11. 
12. 
13. 
14. 
15. 
16. 
17. 
18. 
19. 
20. 
21. 
22. 
23. 
24. 
25. 
26. 
27. 
28 
29 
30 
31 
32 
33 
34 
35 
36 
37 
38 
39 
40 

Day At a Glance, Academic Planner 
Desk pad with Calendar, Academic Year (any brand) 
Energizer batteries 4 AA pack 
3 binder clips 1 1/4" (any brand) 
Athletic tape-white (arrowhead brand or comparable) 
Combination lock; Master Lock brand 1500-D 
3 x 5 Card File Box (Evco brand) 
Stationary Caddy (Stearling brand) 
Clear magnetic paper clip dispenser 
Topstar Florescent highlighter 
Sanford King Size Permanent Marker 
Nu-Kote Typewriter Ribbon (or any brand) 
Liquid paper .6 fl.oz. 
Typing paper 100 sheets (any brand) 
3 x 5 Index Cards (any brand) 
Jiffy Padded Envelopes #5 
Yellow #2 Pencil 
Cross brand ball point reflll--blue medium (8511) 
Scotch Magic Tape 3/4 x 300" 
2" x 3" Post-it brand notes 100 sheets (3M brand) 
EImers all purpose glue 4 oz. 
Stapler, Standard (Boston 73541) 
Paper Punch 1/4 round (McGill brand) 
Standard paper clips 100 count 
Pressed wood Clipboard 8 If2 x 11" 
Paper, Yellow, Narrow-ruled 8 1/2 xII, 100 sheets 
Duo-tang File folder, two-pocket 
Wire stuffer (notebook), single-subject with school logo 
300 count college ruled filler paper 
1" Three ring binder without logo 
Strathmore Sketch pad, llxl4, 100 sheets, 50 lb 
4 x 6 colored ruled index cards 8.5 pt heavyweight 
Paper-mate Write Bros. U.S.A. Fine point 
Texas Instrument Calculator, TI-30 Scientific 
Blue book (small size) 
Box of 50 plain white business envelopes (41/8 x 91(2) 
Composition Book 80 sheets, 10 x 8 
Champion Reverse Weave Sweatshirt (logo) 
Baseball cap wool "sized" 
Gear T-shirt (any logo) 

TOTAL 
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PRICE 
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Ii1k AY1h2l: Publisher New/~ IextmfRef(Rl 

1. History of Art, 4th Edition Janson Prentice Hal T R 
2. Publication Manual of the AP A A.P.A. T R 
3. Psychology Meyers Worth T R 
4. St. Martins Guide to Writing Axeh'od St. Martin T R 
5. College Algebra Larson Heath T R 
6. Calculus w/Anal.Geom.Brief.Ed. Anton Wiley T R 
7. Gardner'sArt Through the Ages VI, 9tbEd. HBJ T R 
8. The Odessey Homer BDD T R 
9. Republic Plato Peng.USA T R 
10. Getting to Yes Fisher Peng.USA T R 
11. Cosmic Voyages: Through Time .. Hartmann Wadsworth T R 
12. Managerial Accounting 6th Ed. Garrison -Irwin T R 
13. Elements of Style 3rdEd. Strunk &W. MacMilIian T R 
14. Organizational Behavior Northcraft HBJ T R 
15. The Aeneid Virgil MacMilIian T R 
16. The Pot of Gold Platus Peng.USA T R 
17. MLA Handbook to Research 3rd Gibaldi MLA T R 
18. Webster's Ninth New ColI. Dict. Merriam T R 
19. The 'C' Program Lang. 2nd Ed. Kernighan Prentice Hal T R 
20. Canterbury Tales Chaucer BDD T R 
21. The Handbk of Chem.& Physics CRC C.R.C. T R 
22. Engineering Fund. & Problem Eide McGraw T R 
23. Meaning of Sociology (fext) 4th Charon Prentice-Hal T R 
24. Challenge of Democracy Janda Houghton-M T R 
25. Physics Cutnell Wiley T R 

For the Textbook section of this audit, please include new and used prices whenever applicable. Also, books can be sold as 
either textbooks, reference books, or both. Please identify in the last column whether the price of the book given is a text 
or reference by circling (T)-text or (R)-reference. This is important because of the mark-up factor between the two. 

Once again, thank you. If you have any questions please feel free to call me at (602) 621-8850w. or (602) 544-
2001. If you would like to return your response via fax, please send it to (602) 621-8098. 

Sincerely, 

Jeffrey R. Zeilenga, M. Ed. 
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Dear (Name of Faculty in the Department of Accounting at randomly selected universities): 

I am writing to you for assistance in gathering data for my doctoral dissertation for the 

College of Education at the University of Arizona. My field of specialization is auxiliary service 

management 

There is an ever growing interest in the "privatization" of university services throughout the 

United States. Your participation may provide adminislrn:tors with a better understanding of the 

best ownership form or method of "service delivery" which could provide lower prices for you and 

your students. 

This portion of the research focuses on an audit comparing the mark-up of 65 items that 

"may" be in your campus bookstore. Will you consider giving this to a student as an 

extra credit project? Later in the semester, your student will receive a copy of the results of 

this nationwide audit for his/her participation in the study. The student needs to simply mail in the 

pre-stamped postcard separate from the audit (to insure anonymity). Please be assured that 

institutional confidentiality will be respected. The data will be used only in the aggregate. 

If you have any questions about the study, please call me at (602) 621-8850. 

The action steps regarding your participation are as follows: 

Select a student to conduct the audit 

Have the student audit the prices in your campus bookstore 

Return the attached questionnaire by September 15, 1993 (to insure data 

compilation and results during the Fall semester (for your student's project). 

Again, thank you. The results of the study should be of benefit to all of us who use our 

campus bookstore. 

Very truly yours, 

Jeffrey R. Zeilenga, M. Ed. 
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Dear Student, 

I am gathering data for my doctoral dissertation for the College of Education at the University of Arizona. My 

field of specialization is auxiliary service management. This portion of the research focuses on an audit comparing the 

mark-up of 65 items that "may" be in your bookstore to comparable items found in other types (operational forms) of 

bookstores through-out the U.S. 

Thank you for your willingness to assist with this research endeavor. The following steps are needed to complete 

this project. 

Instructions: 

You will need to audit text and non-text prices in your campus bookstore (appx. 1 hour and 30 min.) 

Mail the audit in the enclosed pre-paid envelope by September 20. 1993. 

- Sixty-five items in all were selected to insure that there would be a sufficient amount of like items in each school 

that is participating in the study. 

- Forty supply items were selected for a price comparison. In the sampling. every attempt should be made to 

include items from the same supplier when that supplier has been specified. However, in some cases, it may be 

necessary, to compare similar items from different suppliers. 

- Twenty-five textbook titles were selected for a price comparison. Please include the used book price along with 

the new price at each location (if available). 

Helpful Hints: 

Most major bookstores have textbook "print-outs" which will show the prices of all books. Generally. the used 

book price will be located next to the new price. These should be located in the text department. It is doubtful that there 

will be any problem obtaining this information from your bookstore. Please remember to be as accurate as possible. 

Concerns/Confidentiality 

If any concerns should arise by the bookstore manager. please assure him/her of the following: 

He/She may receive the results of the survey, upon request. after the data is compiled. 

Complete confidentiaHty will be respected. The data wj!! be used only in aggregate form. 

If the store manager has any questions, I can be reached between 8am and 5pm 

(pacific time) at (602) 621-8850. 

Once again, thank you. If you have any questions please feel free to call me at (602) 621-8850w. or (602) 544-

2001. If you would like to return your response via fax, please send it to (602) 621-8098. 

Sincerely, 

Jeffrey R. Zeilenga, M. Ed. 

p.s. If you are interested in the "aggregate data" for a class project. please send me a note and I will mail you a copy. 
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RELIABILITY ANALYSIS - SCALE (OVERALL) 

ITEM TOTAL STATISTICS 

Scale Corrected Squared Alpha 
Scale Mean Variance If Item-Total Multiple If Item 

If Item Deleted Item Deleted Correlation Correlation Deleted 

TANG 1 96.1313 58.0744 .1942 .5593 .8899 

TANG2 96.1010 56.5203 .3286 .6436 .8843 

TANG3 96.1313 55.3601 .4284 .5541 .8805 

TANG4 96.1818 56.6401 .3269 .5264 .8841 

RELI 95.5455 57.5770 .4996 .6842 .8781 

REL2 95.5253 57.4764 .4625 .5592 .8787 

REL3 95.6566 57.7992 .4321 .4941 .8794 

REL4 95.5253 57.8437 .5694 .7630 .8776 

REL5 95.7980 56.0608 .4960 .5721 .8775 

RESPI 95.7374 54.7875 .6380 .6505 .8733 

RESP2 95.5354 57.5778 .5340 .5470 .8776 

RESP3 95.5051 58.2729 .4872 .6516 .8790 

RESP4 95.7778 56.5215 .5232 .5665 .8770 

ASSUI 95.8283 55.5314 .5800 .5928 .8751 

ASSU2 95.6566 56.6360 .5609 .6029 .8763 

ASSU3 95.6566 54.9013 .6300 .5495 .8736 

ASSU4 95.8182 55.0686 .6143 .5982 .8740 

EMPI 95.8788 56.7607 .4115 .6056 .8801 

EMP2 95.8687 56.0948 .4662 .6146 .8784 

EMP3 95.9192 54.4220 .6372 .7479 .8731 

EMP4 95.7980 54.4078 .5364 .7018 .8763 

EMP5 95.8485 54.6605 .5824 .6247 .8747 
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