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Combating Information Anxiety: A Management
Responsibility

The paper analyzes the increase of information in knowledge-based economy that causes information anxiety
especially amongst middle managers. The author presents an empirical examination of Canadian Public Service
middle managers where information anxiety was relatively low though accessing information appeared a more
troubling problem than information overload.
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Straipsnyje analizuojamas kiekybinis informacijos duomeny padidé¢jimas ziniy ekonomikoje, kuris sudaro salygas
atsirasti informacijos netikrumui ypa¢ viduriniojo lygio vadovy lygmenyje. Autorius pristato empirinj tyrima, kurj
atlikto Kanados vieSyju paslaugy sektoriuje ir pateikia iSryskéjusius rezulatatus: informacijos netikrumas Siame
sektoriuje viduriniojo lygio vadovy lygmenyje buvo mazas, o informacijos prieinamumas buvo nurodytas kaip
didesné problema nei informacijos perteklius.

Raktiniai ZodZiai: ziniy vadyba, informacijos netikrumas, viduriniojo lygio vadovai, informacijos perteklius.

B craTbe aHanM3MPYETCS KOJMYECTBEHHOE yBEIMYCHHE MH(OPMAILMOHHBIX JaHHBIX B SKOHOMHKE 3HAHHMH, 4YTO
CO3/Ja€T YCIOBHS IPOSBICHUIO (PAaKTOB HETOYHOCTH HH(OPMALMK, 0COOCHHO Ha YPOBHE CPEAHETO PYyKOBOASIIETO
3BeHa. ABTOP IPEACTABIICT IMIMPUIECKOE HCCIIEA0BaHNE, IpoBeaeHHOe B KaHae, Ha 6a3e cekTopa 00LIIeCTBEHHBIX
YCIIyT M MPHUBOJMT BBISBICHHBIC PE3yJIbTAThl: HETOYHOCTh HH(POPMALMK B JaHHOM CEKTOPE Ha yPOBHE CPEIHETO
PYKOBOJISIIIIETO 3BEHA HEBEJINKA, a Mpobiiema 1ocTyna Kk nHbpopmannu Oblia ykasaHa Kak 0ojee 3HaYMMasi, HEXKEIn
npobieMa n30bITKa HHPOPMALIHH.

KiroueBble cJI0BAa: MCHEUKMCHT 3HAHUM, HETOYHOCTh HH(OPMALINH, PYKOBOJUTEIN CPEIHETO yPOBHS, H30BITOK
uH(pOpMaLuu.

Introduction

The esteemed management guru, Ikujiro
Nonaka argues, “In an economy where the
only certainty is uncertainty, the only sure
source of lasting competitive advantage is
knowledge.” (1998, p.22) Other management
connoisseurs advocate a myriad of reasons
why enterprise leaders would wish to con-
sider the management of organizational
knowledge. The depth and breadth of these
motives is colossal, including challenges such
as globalization (Johne, 2001; Prusak, 2001;
Wilson, 2001), deregulation (Wilson, 2001),
technology (Wilson, 2001), downsizing

(Johne, 2001; Wilson, 2001), and informa-
tion overload (Johne 2001). The final motiva-
tor elucidates why the management of knowl-
edge ought to be an immediate priority, in
order to achieve a sustainable organizational
advantage, for profit, not for profit, and gov-
ernment organizations.

Today, more than ever, the enterprise en-
tity must be acutely aware of all its inner
workings. The recent sensational failure of
apparent stalwart corporations reinforces the
need for executives to be well informed. No
longer is it acceptable for the corporate offic-
ers to plead ignorance. In order to gain and
maintain the trust, respect and confidence of
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all stakeholders, executives must know all
there is to be known of their organization.
The stakeholders will hold the leaders of or-
ganizations suffering from enterprise demen-
tia responsible for the tragic consequences of
events caused by a lack of knowledge.

This paper seeks to examine the compo-
nents of the organizational ailment entitled
information anxiety with a view to determin-
ing if some types of middle managers report
lower levels than others. To achieve the aim,
a survey instrument was administered to a
group of Canadian Public Service middle
managers. The data analysis determined a
number of interesting findings, which were
used to determine the rights of middle manag-
ers and the responsibilities of the enterprise
executives.

Literature Review

Neither information overload nor the study of
the subject is new. According to David
Bawden, more than 245 academic papers were
produced on the subject between 1972 and
2000 (2001). Predictably, despite the vast
quantity of research, there is not a single ac-
cepted definition for information overload.
In fact, there is even debate about the best
term to use. Many suggest information over-
load (Speier, Valacich, Vessey, 1999;
Bawden, 2001) whilst others recommend
terms such as information anxiety (Wurman,
1989) and cognitive overload (Kirsh, 2000).
Despite the variety of labels and character-
izations, there are a number of recurring
themes.

C. Speier et al. (1999) state, “information
overload occurs when the amount of input to
a system exceeds its processing capacity” (p.
338). This definition assumes that quantity
alone is the concern and therefore does not
consider if the quality of information is rel-
evant to the problem. D. Bawden (2001)
writes, “information overload is that state in

which available, and potentially useful, infor-
mation is a hindrance rather than a help” (p.
6). D. Bawden widens the scope of the defini-
tion by suggesting that relevance may be an
important factor.

T. D. Wilson (2001) adds value to the
debate by including two additional factors.
First, he divides the problem into two parts, a
personal problem, and an organizational prob-
lem. Second, he introduces the concept of
perception to the definition. In other words,
the decision if a problem exists or not lies
with the affected person or organization. T.
D. Wilson defines personal information over-
load as “a perception on the part of the indi-
vidual (or observers of that person) that the
flow of information associated with work tasks
is greater than can be managed effectively”
(p- 113). T. D. Wilson adds organizational
information overload is “a situation in which
the extent of perceived information overload
is sufficiently widespread within an organi-
zation as to reduce the overall effectiveness
of management operations” (p. 113).

Others broaden the scope even further by
dealing with issues of infrastructure and the
uncertainty surrounding the existence of a
particular piece of information. For example,
in his book Information Anxiety, Richard
Wurman defines Information Anxiety as “the
black hole between data and knowledge. It
happens when information doesn’ttell us what
we want or need to know” (1989, p. 34). D.
Kirsh (2000) opted not to provide an actual
definition; instead, he related four causes of
cognitive overload, which are too much in-
formation supply, too much information de-
mand, the need to deal with multi-tasking and
interruption, and the inadequate workplace
infrastructure to help reduce metacognition.

R. Wurman introduces a novel notion
whilst describing information anxiety by stat-
ing, “Information anxiety can afflict us at any
level and is as likely to result from too much
information as too little information” (1989,
p. 44). This concept is fundamental to com-
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prehend, as many researchers focus entirely
on the idea of information overload and thus
infer that the only challenge is too much in-
formation. R. Wurman notes that a major cause
of information anxiety is the uncertainty sur-
rounding the existence of a particular piece of
information.

Based on recent knowledge management
studies these wider characterizations appear
more appropriate. For example, the authors
of Gartner Research’s Information Overload
Survey concluded there are four information
issues affecting competition: siloed informa-
tion; too much information; unindexed infor-
mation; and ineffective searching procedures
(Linden, Ball, Arevolo & Haley, 2002). In a
second report, Linden (2001) suggests there
are seven drivers of information overload:
quantity; relevance; redundancy; information
illiteracy; unqualified information; distrac-
tion by the obvious and the glossy; and busi-
ness models struggling.

The consideration of the wider classifica-
tion of this information challenge, as sug-
gested by R. Wurman (1989), D. Kirsh (2000),
A.Linden (2001),and A. Linden et al. (2002)
is more pertinent than a study focused solely
on some of the narrow definitions provided.
The latter implies a technological solution to
reduce the quantity of information, perhaps
by eliminating duplicate data. This may ease
the size of the problem and may well be a part
of the ultimate solution; however, the chal-
lenge is more complex and not merely an
issue of quantity. R. Wurman, D. Kirsh, and
A. Linden underscore other associated con-
cerns, which from a management point of view
are equally important. For example, simply
reducing the quantity of information will do
nothing to assistin R. Wurman and D. Kirsh’s
concerns of not knowing where to find infor-
mation.

R. Wurman theorizes there are five broad
circumstances, which are liable to initiate
information anxiety. Other research supports
all five ideas as reported above. The same

circumstances were used to gauge informa-
tion anxiety within the population that was
researched. The five components of informa-
tion anxiety are:

1. Notunderstanding information;

2. Feeling overwhelmed by the amount
of information to be understood;

3. Not knowing if certain information
exists;

4. Not knowing where to find informa-
tion; and

5. Knowing exactly where to find the in-
formation, but not having the key to access it
(Wurman, 1989).

Hypotheses

The specific research question for this project
was Do some types of middle managers re-
port lower levels of information anxiety as a
result of knowledge management? A large
scale Public Service Survey (PSC, 2000) com-
bined other knowledge management related
research projects (Giunipero, Dawley, An-
thony, 1999; Sveiby, Simons, 2002; Reffell,
Waterson, 2001; Allen, Griffeth, 1997) sug-
gest that demographics may play an impor-
tant role.

Many researchers have examined the rela-
tionship between demographics and the level
of information overload (a component of in-
formation anxiety). The most studied area is
almost certainly gender. For example, K.
Sveiby and R. Simons reported no significant
difference between genders in their study of
collaborative climate (2002). D. Allen and R.
Griffeth’s analysis concluded that female
employees experienced less information over-
load (1997) while J. Reffell and S. Waterson
concluded that women reported feeling over-
loaded more frequently than did men (2001).
Though the literature is inconclusive, the re-
search question remains important, specifi-
cally is there a relationship between demo-
graphics and the level of information anxiety
reported. Therefore, the following was hy-
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pothesized:

HI1: Women report the same level of in-
formation anxiety as do men.

H2: More experienced middle manag-
ers report the same level of information
anxiety as do less experienced middle man-
agers.

H3: University graduates report the
same level of information anxiety than do
non-graduates.

H4: Managers whose first official lan-
guage is French report the same level of
information anxiety as do managers whose
first official language is English.

Research Methodology

Instrument

The instrument for this project was a survey
grounded in traditional research methodol-
ogy and statistical analysis. A series of suc-
cinct survey questions were scripted or
adopted from other projects questions, based

on established valid research. Qualitative
questions were incorporated to build on the
results of the quantitative responses. The ques-
tionnaire was piloted with a test group prior
to soliciting responses from a group of Gov-
ernment middle managers. Finally, the out-
comes were examined to determine if one
could deduce the relationship.

Information Anxiety

R. Wurman'’s theory of Information Anxiety,
which is supported by other research, forms
the basis of the malady under study (Linden et
al., 2002; Linden, 2001; Kirsh, 2000). R.
Wurman’s conceptual framework includes
five subcomponents that collectively may
gauge the level of information anxiety within
apopulation. Therefore, respondents rated each
of the five elements of the dependent variable
of Information Anxiety (IA). Based on their
responses, each respondent was assigned an
Information Anxiety score, which was the
mathematical sum ofthe five components. This
may be expressed mathematically as Figure 1.

Information Understanding Information Knowing Finding Accessing
Anxiety = Information  + Overload +  Information + Information + Information
(IA) U1 10) Exists (FT) (AI)
(IE)
where:
Label Values Level of Measure of Measure of
Measurement Central Tendency Dispersion
Understanding information (UI) Likert Interval Mean Variance
1-5 Standard Deviation
Information Overload (I10) Likert Interval Mean Variance
1-5 Standard Deviation
Knowing information exists(IE) Likert Interval Mean Variance
1-5 Standard Deviation
Finding information (FI) Likert Interval Mean Variance
1-5 Standard Deviation
Accessing information (AI) Likert Interval Mean Variance
1-5 Standard Deviation

Fig. 1. Dependent var

iable: information anxiety
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How much do you agree/disagree with the
following statements [based on the scenario
described]?

1. Twould not understand information required
to complete tasks.

2. I would feel overwhelmed by the amount of
information to be understood.

3. 1 would not know if certain information exists.

. I would not know where to find information.

5. 1 would know exactly where to find the informa-

tion, but I would not have the key to access it.

=~

Fig. 2. Dependent variable questions

The instrument for the dependent variable
was a survey questionnaire, which included a
number of management scenarios. For each
scenario, the respondents answered five ques-
tions related to information anxiety (see Fig-
ure 2) using a five-point Likert scale where the
higher score indicates a higher level of infor-
mation anxiety (1 = strongly disagree; 2 =
disagree; 3 =neutral; 4 =agree; and 5 =strongly
agree). Based on responses to the following
statement, each participant was assigned alevel
of information anxiety (Figure 2).

Validity
This measure had high face validity as each

question was scrutinized and modified until
the researcher was convinced that it was an

accurate measure of the desired outcome. As
this notion was supported by considerable
research, as described in the literature review,
one may assume there is also a high level of
content validity. The level of measurement
was interval, based on a five-point Likert Scale
(Trochim, 2001), which aided in increasing
the construct validity.

Demographics

Several other projects have considered the
relationship of demographic data with the
management of management within organi-
zations; however, no conclusive research was
discovered that suggests a clear relationship
between the dependant variable and the de-
mographic data. Whilst considering the col-
laborative climate of organizations, Sveiby
and Simons reported no significant differ-
ence between genders; however, they did find
that older, more experienced, and higher edu-
cated employees regard the collaborative cli-
mate more favorably (2002).

Sample

At present, the Public Service middle man-
agement population is approximately 26,000;
this comprises all members of a group re-

Table 1

Demographic descriptive statistics

Label Values Level of Measure of Measure of Dispersion
Measurement Central Tendency
Public 0-0-9 Ordinal Median Standard Deviation
Servant 1-10-19
Experience 2 -20-29
3 — 30 or more
Language 0 — French Nominal Mode Index of Qualitative
1 — English Dispersion (IQV)
Gender 0 — Male Nominal Mode Index of Qualitative
1 — Female Dispersion (IQV)
Education 0 — Pre University Ordinal Median Standard Deviation

1 — Undergraduate
2 — Graduate
3 — Doctoral
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ferred to as the Executive Succession or Feeder
Group. By definition the group includes all
Public Servants in the grades of Ex-minus-1,
Ex-minus-2 and Ex-equivalent, in other words,
the group most likely to become the next gen-
eration of Government executives (PSC,
2002).

Asthe population was expected to be rela-
tively difficult to reach, the snowball sam-
pling technique was used (Trochim,2001). In
order to increase the sample frame and there-
fore increase the external validity, a wide
audience of middle managers was desired. In
an effort to ensure the sample was representa-
tive of the population, potential respondents
from a wide variety of Government depart-
ments were targeted. Initial respondents were
solicited by contacting members of the Gov-
ernment management forums, in turn it was
expected they would “snowball” the survey
to their colleagues.

Questionnaire

The questionnaire was hosted on the Internet
and therefore available to the entire popula-
tion. The location was www.kmsurvey.net, a
name that is easy to remember and intuitive.
An expert panel piloted the survey questions,
with a view to reducing confusing or redun-
dant questions and thereby increasing the
number of usable responses.

The questionnaire was available in French
and English, thus allowing respondents to
complete the survey in the official language
of their choice. The questions were devel-
opedin English, translated in French and then
back to English using two separate software
translation packages. This reverse translation
added integrity by ensuring the questions are
accurately translated. Next, to ensure both
versions of the survey impact the same mean-
ing, a bilingual expert panel reviewed the fi-
nal surveys. The task of the panel was to en-
sure the transliteration of the questions, that
is, they were to ensure the sense of the ques-

tions was the same, even if this demanded
different style or terminology.

Data Collection

The catalyst for the data collection was a bi-
lingual email forwarded to regional Public
Service Middle Manager Groups, with the
dispatch of 273 emails, of which 39 were
undeliverable resulting in 234 delivered re-
quests for participation. The use of an inter-
nal Government email address to announce
the survey ensured that sophisticated filters
did not discard the email as Spam.

Sample Size

Data collection continued until November 27,
by which time 222 respondents attempted to
complete the online survey instrument, yet
just 99 surveys included sufficient detail for
use in the data analysis phase. The vast major-
ity of those rejected (123) were incomplete
surveys. Anecdotal evidence suggested that a
large number of survey respondents were
unable to complete the online survey due to
technical problems. A detailed data analysis
confirmed this proposition with the discovery
thattechnology had thwarted 82 respondents’
attempts to complete the survey. This disap-
pointing data loss was the result of connectiv-
ity challenges, specifically “time-out” errors
or “hanging”, the root cause of which was
firewalls and other protective measures.
Ninety-nine usable responses were sufficient
to achieve the desired confidence level of
95% and confidence interval of 10, i.e. the
sample had to be atleast 96 in order to achieve
the accepted generalization criteria, which
translates into results that are accurate to +
10%, 19 times out of 20.

Bias

The sampling technique used for this project
should not be considered totally random. In



COMBATING INFORMATION ANXIETY: A MANAGEMENT RESPONSIBILITY 71

reality the snowball technique, as was used
for this study, relies on motivated volunteers
to complete the survey and solicit the support
of their colleagues. This does not mean that
this sample is not representative of the entire
population; however, one must use care in
generalizing the results too broadly. Ideally,
additional research should be undertaken to
corroborate these findings (Trochim, 2001).

In order to mitigate the risk of generaliz-
ing the research findings, there was value in
considering another proposition. The aim of
this proposition was to compare the survey
sample to a large randomly selected Govern-
ment Middle Manager sample, which was
representative of the population. The com-
parison sample was the 2002 Public Service
Commission (PSC) online survey of Cana-
dian Government Middle Managers. The PSC
Survey administrators randomly selected a
sample of 9,266 people from the population
of nearly 26,000. From this random group
they were able to contact 8,576 possible re-
spondents. The survey yielded 2,650 usable
responses, for a 31% response rate, a confi-
dencelevel 0f95%, and a confidence interval
of 1.8 (PSC, 2002). Though the confidence
levels were the same for both projects, the
PSC Survey’s confidence interval of 1.8 was
significantly lower than this study’s confi-
dence interval of 10.

A comparison of the two surveys concluded
that much of the demographic data collected
was the same. If the demographics of the two
samples were statistically the same, one could
use this finding to alleviate the risk of general-
izing the findings to the population. Clearly,
such a finding does not alter the validity of the
statistics; however, such a finding may lessen
the risk of wide application of the findings. In
any case, the comparison was a useful exer-
cise in demonstrating the sample’s relation-
ship with the other similar surveys and of
course the population overall. Null hypoth-
esis testing was used to determine if there was
asignificant difference between the samples.

Representative Sample

A series of null hypothesis tests, including
gender (t(2747) = 0.366, p = .7143), educa-
tion (t(2747) = 0.659, p = .5099), and lan-
guage (t(2747) = 0.565, p = .5724), indicate
that this sample is not statistically different
from a recent large-scale survey. From this
finding, one may conclude that this sample is
likely representative of the population. Whilst
acknowledging that bias exists in all studies
utilizing the snowball sampling technique, the
analysis of the demographic data indicates
that the sample is not statistically different
from the PSC Survey. Such an important con-
clusion indicates that one should be able to
generalize, with confidence, the finding across
the population. This conclusion adds value to
the findings by permitting their wider appli-
cation across the Government of Canada.

Analysis

For each of the eight scenarios contained in
the survey instrument, respondents answered
questions related to the five subcomponents
using a five-point Likert scale where the higher
score represents tasks that are more common
(1 =strongly disagree; 2 = disagree; 3= neu-
tral; 4 =agree; and 5 = strongly agree). Based
on these responses, each subcomponent was
assigned a numerical value, from which the
ultimate value for Information Anxiety was
derived. Illustrated in Figure 3 is the sample
mean, including the subcomponent means.

Of particular note was the very low level
of information anxiety reported. When the
means are converted to an equivalent five-point
scale, where 1 indicates a very low level and 5
indicated a very high level, the low levels re-
ported become obvious — see Figure 3. For
example, amean of 2.12 indicates the average
respondent “disagreed” that the task apprecia-
bly contributed to information anxiety.
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Fig. 3. Information Anxiety by Component
(5-point Likert scale)

Understanding Information

The least troubling element of the dependent
variable was Understanding Information (de-
fined simply as not understanding informa-
tion). This was the sole segment of the depen-
dent variable with a mean below 2.0, indicat-
ing this component troubled few managers.
More than 80% of managers reported that
they disagreed or strongly disagreed with the
statement [ would not understand the infor-

50+
4071
30477
2011
10177

0

N

1 2 3 4 5

Freguency of Response -
Understanding Information

Fig. 4. Understanding information

mation required to complete this task.
ANOVA testing illustrated that this compo-
nent is significantly lower than the other four
components at the critical alpha = .05 level.
Graphically depicted in Figure 4 is the fre-
quency of response for the subcomponent of
Understanding Information.

Though not a particularly concerning ele-
ment, some middle managers commented on
the confusion and the lack of consistency that
occasionally occurs, for example, “Depend-
ing where one looks, we get different results.
Consistency in our various databases is lack-
ing. e.g. Numbers from finance are different
from numbers from consultant, etc.” and a
different respondent who wrote . . . bench-
mark report for FY 02/03 where data collec-
tion was like placing around peg into a square
hole.”

Others suggested that understanding in-
formation was restricted to small groups and
perhaps not well understood by all, for ex-
ample, “....but I have no confidence that the
people to whom I report have any understand-
ing of statistics either.” Another said:

I am one of the few people in my unit with a fair
understanding of statistical analysis and use of spread-
sheets. I pride myself on being called upon for this
kind of task because I get to showcase my abilities
(learned in university) and I am thorough and precise
in my analyses.

Information Overload

Respondents reported relatively low levels of
information overload (defined as feeling over-
whelmed by the amount of information to be
understood), as more than 70% of respon-
dents disagreed or strongly disagreed that they
would feel overwhelmed by the amount of
data or information to be understood to com-
plete tasks (see Figure 5).

Many studies focus exclusively on the is-
sue and to a degree, the results of this study
corroborate early findings. That is, informa-
tion overload is a source of anxiety for some
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Fig. 5. Information overload

middle managers. However, it is interesting
that the level of information overload is sta-
tistically the same as two other components
(Finding Information and Information Exists),
statistically higher than Understanding Infor-
mation but statistically lower than Accessing
Information. This determination is especially
important as one considers the priorities for
future research. Undoubtedly, this highlights
the need to consider the entire spectrum of the
problem and we must not focus solely on the
overload dimension as at least three other
issues are of equal concern.

Given the emphasis on overload issues, it
is not surprising that several managers opted
to comment on this dimension. Almost cer-
tainly, the most insightful comment provided
to the researcher was:

I’ve likened the information overload in the Public
Service to standing under a waterfall. It doesn’t matter
how well you organize, whether paper or paperless, it
just keeps raining down on you. The only way to stay
sane is to stand to the side and dip your bucket into the
waterfall as needed. You can’t know everything and
you can’t be expected to. Information overload = time
crisis also. Prioritizing, saying “no” and pushing back
on those who overload you with information are im-
portant strategies.

The sense of this discourse was that man-
agers must learn to cope with the realities of
their environment. Perhaps this fundamental
wisdom is how Public Service managers are

able to survive in an environment, in which
there are often competing priorities. Conceiv-
ably these wise words go some way in ex-
plaining the low levels of information anxiety
reported. A statement such as this begs for a
follow-up interview, unfortunately the ano-
nymity associated with this project precludes
such an endeavor.

Finding Information

Not knowing where to find information was
equally troubling with 70% of respondents
stating that they disagreed or strongly dis-
agreed that they would not know where to
find data or information necessary for the
scenario tasks — see Figure 6. The similarity
in the responses to this question and the infor-
mation overload question may suggest a rela-
tionship between information overload and
Finding Information. It seems likely that if
one is overwhelmed by the amount of infor-
mation it may be difficult to find what you
need — more commonly referred to as the
needle in the haystack syndrome.

40+

30

N 20+

10+ I
0

1 2 3 4 5

Frequency of Response -
Finding Information

Fig. 6. Finding information

One respondent stated, “Usually [am able
to ask a specialist or more than one to re-
search this type of information. Sometime
however I don’tknow whether the person can
find the information within our systems.” A
second comment suggested that finding in-
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formation (or an expert in this case) is just
part of the challenge, “I’ve never been asked
to do more than the most simple analysis...
percentages etc. Good thing too because I
have no skills for statistical analysis! I would
know where to go within my organization to
get assistance.”

A third respondent, who appears frustrated
with the status quo, explained why some re-
spondents indicated this was a problem by
stating:

Management of files, projects, correspondence has
been abandoned to clerical level without controls,
univerisal [sic] system and data integrity. How can
any system work until XXX and other depts make
system wide decisions that enable universal access to
accurate, complete data—too many systems, not enough
thought — too many decisions based on ego, not logic
— eg. for me — as manager of minister’s correspon-
dence unit — we needed to find documents in XXX,
subject specialists — hard to do in vacuum.

Information Exists

Shown in Figure 7 is the frequency of re-
sponse for the Information Exists component,
which was defined as not knowing if certain
information exists. Responding to the state-
ment, I would not know if certain data or
information necessary for the scenario tasks
exists, 64% of the sample disagreed or strongly
disagreed. Few respondents commented on

401

1 2 3 4 5

Frequency of Response -
Information Exists

Fig. 7. Information exists

the component and those who did respond
were rather positive, which goes some way in
explaining the relatively low rates reported.
One manager explained that things had not
always been so positive, “We have set up a
data capturing program that assists us in an-
swering most questions from the public and
those higher up. These questions used to catch
us unprepared, but are now answerable within
hours”

Perhaps the eternal optimist penned the
following words of wisdom, “The more diffi-
cult the location of the data, or the harder the
key, the greater the challenge to do the job
right. Keeps things interesting.” Another sug-
gested:

We have gone through a major reorganization of the

department and have been provided with regular up-

dates and in turn have briefed my staff. The informa-
tion exchange has been clear and easy to pass on.

There are unknowns however myself and my staff are

comfortable that the amount of detail to clarify the

unknowns is being worked on. We are included in the
discussions on a regular basis.

Assessing Information

Respondents reported Accessing Information
(defined as knowing exactly where to find the
information, but not having the key to access
it) as the most troubling component of the
Dependent Variable, though it was still rela-
tively low with a mean response of just 2.31.
The reported levels for this component were
statistically higher than either Understanding
Information or Information Overload. Once
again this highlights the fact that Information
Overload is not necessarily the most concern-
ing ailment for middle managers.

One respondent supposed, “Data is avail-
able however most times needs to be manu-
ally extracted and is very labour intensive.”
Another respondent stated:

We have a funded projects electronic database, so the
information should be readily accessible. However, I
do not have authority to run the reports myself. When
the reports came back, it was clear from my knowledge
of some of the programs that the information was
incomplete.
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Fig. 8. Assessing information

Research Results

Four demographic components were analyzed
with a view to determining if a relationship
existed between the gender, experience, edu-
cation, or language and the level of informa-
tion anxiety reported. As noted earlier, the
literature is ambiguous about what one should
expect and therefore this research is explor-
atory in nature. The first analysis was based
on gender and as noted earlier the literature is
divided on what should be expected. A two-
sample t-test between the groups was per-
formed to determine whether there was a sig-
nificant difference between the samples with
respect to the level of information anxiety
reported. The t-statistic was not significant at
the .05 critical alpha level, t(88) =1.441,p=
.153 (two-tailed).Therefore, we fail to reject
the null hypothesis and conclude that the dif-
ference between genders was not significant.

The aim of Hypothesis 2 was to test if
experience influenced the level of informa-
tion anxiety reported. Giunipero etal. reported
no significant differences in the use of tacit
knowledge associated with work experience
with the current employer (1999). Building
on this finding, H2 sought to determine if the
level of work experience is related to the level

ofinformation anxiety reported. A one-factor
ANOVA between experience levels was per-
formed to determine whether there was a sig-
nificant difference between their means. The
F-statistic was not significant at the .05 criti-
cal alpha level, F(3,85) = 0.986, p =.319.
Therefore, we reject the null hypothesis and
conclude that the difference in information
anxiety was not significant.

Different groupings of managers also
proved interesting. For example, when the
managers were divided into two groups, with
one group being those managers reporting
less than 10 years experience and the second
group being those managers reporting 10 or
more years experience. The results are in-
triguing, though notsignificant at the .05 criti-
cal alpha level, t(87) = 1.572, p=.120 (two-
tailed), with the more experienced respon-
dents reporting a higher level of information
anxiety.

Level of education reported is the basis of
the penultimate analysis. Sveiby and Simons
reported that higher educated employees re-
gard the collaborative climate more favor-
ably (2002), though they did not explicitly
consider this issue of information anxiety.
This hypothesis sought to test if the level of
education is related to the level of informa-
tion anxiety reported. A two-sample t-test
between groups was performed to determine
whether there was a significant difference
between the samples with respect to the level
of information anxiety reported. The t-statis-
tic was not significant at the .05 critical alpha
level, t(87) = 0.851, p = .397 (two-tailed).
Therefore, we fail to reject the null hypoth-
esis and conclude that the difference in infor-
mation anxiety was not significant.

Unique to this sample, when compared to
many other studies, including the Giunipero
et al and Sveiby and Simons’ studies, was the
issue of language. This sample contained
managers whose first official language was
either French or English. This hypothesis
soughtto testiflanguage is related to the level
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of information anxiety reported. There was
no significant difference, based on the t-test-
ing: t(87)=0.100,p=.921 (two-tailed). Such
alow t statistic indicates the groups are virtu-
ally the same—the conclusion from this sample
is clear, language does not play a significant
partin creating information anxiety. That said
it would be interesting to examine bilingual
middle managers operating in an environment
other than their FOL. For example, do En-
glish-speaking managers report different lev-
els of information anxiety when operating in
a French environment or vice versa? Such a
study might offer a better insight into any
cultural differences between the two groups.

Implications

The dependent variable of information anxi-
ety was composed of five subcomponents:
Accessing Information, Information Exists,
Finding Information, Information Overload,
and Understanding Information. In the past,
most academic research in this domain has
focused exclusively on the overload issue and
although the overload problem warrants re-
search, this project has proven conclusively
that a broader research agenda is essential.
Had this project focused solely on the rela-
tionship between overload and the indepen-
dent variables some of the most important
findings would have been lost. Clearly, the
time is right to disprove the fallacious myth
that one should view all information related
challenges through an information overload
lens.

Overall, the respondents reported low lev-
els of the dependent variable of information
anxiety. As this was the first project to use the
information anxiety instrument, one must not
draw many conclusions from the raw values.
Rather, one should consider the relative and
significant order of the five components. Us-
ing information overload as the baseline, this
project gauged how the other components
compared to the well-understood phenomenon

of information overload. Over time, it would
be useful to refine the instrument and to per-
form a comparison between these data sets
and others; however, at present, the central
issue is the ordinal relationship of the ele-
ments.

By far the most important finding of this
project was the uncovering that Public Ser-
vice middle managers reported Accessing
Information to be a significantly more trou-
bling problem than Information Overload.
Accessing Information — defined as knowing
exactly where to find data or information, but
not having the key to access it— was the num-
ber one concern of the sample. In practical
terms, this condition appears for many rea-
sons. Some examples of this problem are sim-
ply unfortunate oversights, perhaps a man-
ager knows that a document exists in a locked
filing cabinet but he or she does not have the
combination to open the cabinet because no-
body ever expected the manager to need ac-
cess. However, the situation also occurs when
executives forbid middle managers to have
access for a variety of reasons.

The notion of oversight is an acceptable
consequence of normal business and is easily
solved as once it, the problem, is identified
the manager will be given the combination.
Alternatively, many deliberate barriers seem
to exist, which is much more serious and often
very difficult to change. The organizational
and management impact of such a possibility
should be colossal, as that would be a man-
agement failure of the highest magnitude and
therefore such anidea should serve as a wake-
up call to Government leaders. Public Ser-
vice middle managers must have immediate
and unobstructed access to the information
they require to perform their duty to the citi-
zenry.

The destruction of the senseless barriers
to accessing this goldmine of information is
within the gift of management. There are few,
ifany, technological, legal, or organizational
reasons to permit the barriers to exist. Tragi-
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cally, anecdotal evidence suggests that virtu-
ally all of the barriers stem from a culture of
mistrust. [fGovernment executives would only
trust their middle managers, who are the guard-
ians of this national treasure, the problem
would undoubtedly evaporate. Even though a
stroke of a pen will solve this policy issue,
there seems to be reluctance on the part of
executives to rectify the problem.

Though the issue of destructive barriers
should be paramount, other findings are wor-
thy of note. Almost as important as the barrier
issue was the discovery that two other compo-
nents are of equal significance to overload,
those being Information Exists (defined as
not knowing if information exists) and Find-
ing Information (defined as not knowing where
to find information). This discovery is impor-
tant for two reasons. First, it highlights that
two more issues are worthy of the executive
attention and resources currently bestowed
upon information overload. Only once execu-
tives acknowledge the breadth and depth of
the problem may we expect to see a strategy
to improve the situation.

Perhaps more important is the realiza-
tion that this duo share a common origin,
that is, they are both about managers not
knowing something they need to know to
perform their tasks. In the first case, the
managers do not know if information exists
whilst in the second case they do not know
where to find the information. This is the
essence of knowledge management, making
sure those who need to know something, do
in fact know what they need to know. The
good news is that it is not too late to defeat
these menaces; however, leaders must de-
velop and implement a knowledge strategy
to overcome these challenges. Though such
an undertaking may require some resources,
it pales in comparison with the consequences
of doing nothing.

Limitations of the Study

The major limitation of this study was the
sampling technique. The use of aconvenience
sample calls into question how one may gen-
eralize the findings. In this case, the demo-
graphics of the sample were compared to the
demographics of the population with a view
to enhancing confidence in the data. Though
this may alleviate some concern, it is simply
unwise to suggest that the sample is anything
other than a convenience sample and there-
fore one should exercise care when generaliz-
ing to the population. That said these findings
would hopefully stimulate additional research
with a truly random sample.

Conclusions

The relationship between knowledge and anxi-
ety is complex at best. Sir Francis Bacon, a
pioneer in the quest to explain the relation-
ship, looked to King Solomon’s biblical writ-
ings for wisdom. There Sir Francis discov-
ered these wise words, “That in spacious
knowledge there is much contristation, and
that he that increaseth knowledge increaseth
anxiety” (1605/1915, p. 4). Though it is true
that Sir Francis replicated these words in his
seminal work, he did not believe that such a
relationship could exist. In fact, he countered
King Solomon’s council by stating “And for
the second [referring to King Solomon’s
prose], certain it is, there is no vexation or
anxiety of mind which resulteth from knowl-
edge otherwise than merely by accident”
(1605/1915, p. 6). Some four centuries after
Sir Francis challenged the ancient philosophy
of King Solomon we appear closer to explain-
ing this phenomenon; however, more research
is necessary to understand fully this multi-
millennium mystery.
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INFORMACIJOS NETIKRUMAS: VADOVY ATSAKOMYBE

Santrauka

Staigus kiekybinis duomeny, informacijos ir ziniy di-
déjimas linijing struktiira turin¢iose organizacijose su-
kelia netikrumo jausma dél gaunamos ir perduodamos
informacijos, ypa¢ viduriniyjy vadovy lygmenyje. To-
kios netinkamos situacijos jrodymai egzistuoja tiek pri-
vaciajame, tiek vieSajame sektoriuje. Daugelis eksper-
ty spéja, kad ziniy vadyba galéty buti vienas i§ budy,
kovojant su §ia organizacija silpninancia “liga”.
Daugelis atlikty ziniy vadybos tyrimy dazniausiai
buvo zvalgomieji, nors kai kurie mokslininkai aiskiai
i§skyré pagrindines ziniy vadybos teorijas, kurios gale-
ty biiti pagrindu detalesniems tyrimams. Sis projektas
yra ankstesniyjy tyrimy tgsinys, kurio tikslas iSsiais-
kinti, ar vieSujuy paslaugy sektoriuje kai kurie viduri-

niojo lygio vadovai patiria mazesnj informacijos netik-
rumo jausma.

Atliekant tyrima, remiamasi Richard Wurman in-
formacijos paieskos apibrézimu: “Informacijos paieska
yra juodoji skylé tarp pirminiy duomeny ir ziniy. Tai
vyksta, kai informacija mums nesuteikia to, ko norima
ar reikia suzinoti”. R. Wurman sitilo informacijos ne-
tikruma suskirstyti { 5 dalis: informacijos nesuprati-
mas; reikalingos suprasti informacijos perteklius; nezi-
nojimas, ar tam tikra informacija egzistuoja; nezinoji-
mas, kur rasti reikalinga informacija; tikslus zinojimas,
kur rasti informacija, bet neturéjimas galimybiy jos
gauti.

Kanados viesyju paslaugy sektoriuje atliktas vidu-
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riniyjy vadovy empirinis tyrimas parodé zema informa-
cijos netikrumo lygi. Svarbiausias Sio projekto atradi-
mas buvo tas, kad vieSyju paslaugy sektoriuje viduri-
nieji vadovai teige, jog pri¢jimas prie informacijos yra
daug didesné problema nei informacijos perteklius. I$-
skirsta pagrindiné apklaustyjy problema - prié¢jimas
prie informacijos- apibréziama kaip zinojimas tiksliai,
kur rasti duomenis ar informacija, bet neturéjimas ga-
limybiy jos gauti. Uzduotys, kurias atliko responden-
tai, nebuvo pagrindinis veiksnys, salygojantis rezulta-
tus, taiau buvo pastebétas stiprus neigiamas rysys tarp
uzduociy daznumo ir informacijos netikrumo. Silpnas
teigiamas rySys tarp numanomy ziniy naudojimo ir in-

Oxon N. XUPAP[

formacijos netikrumo suteikia pagrindo blisimiems ty-
rimams. Papildomy tyrimy svarba rodo ir silpnas rysys
tarp lyties, iSsilavinimo ir patirties.

Ry8ys tarp ziniy ir netikrumo yra kompleksinis.
Francis Bacon - pirmasis mokslininkas, ieskojgs irody-
my aiS$kinant minéta rysj - iSminties ieSkojo Biblijoje.
Joje F. Bacon atrado $iuos imintingus zodZius: “Ziniy
gausybeje yra daug litdesio, ir tas, kuris gilina Zinias,
didina abejong”. Keturi §imtmeciai praéjo po to, kai F.
Bacon tyrinéjo senaja karaliaus Saliamono filosofija,
todél Siandien galima Siek tiek pla¢iau aiskinti informa-
cijos netikrumo fenomena, taciau reikia daugiau tyrimy,
norint pilnai iSaiskinti §ig tukstantmeciy paslaptj.

OTBETCTBEHHOCTb PYKOBOAMTENEW: QUCKYCCUA NO BONPOCY HETOYHOCTH

WHOOPMALUK

Peswme

BHesanHblil mogbeM 3HaHHM, yBelHUeHHE o0beMa
nHGOPMANMH M KOTHMYECTBEHHBIX JAaHHEIX B Opra-
HU3aIUAX, UMEIONINX JINHEHHYI0 CTPYKTypy yIpaB-
JICHHS, BBI3BIBACT UyBCTBO HEYBEPEHHOCTHU IO BOIPO-
caM mpueMa U nepenayn MHGOpManuu, 0COOEHHO Ha
cpeJHeM PyKOBOZSIIEM ypoBHE. Jloka3aTeIbCTBa IPH-
CYTCTBHS TaKOW HeOIArONPUATHONW CHTyallUH CyIIec-
TBYIOT U B OOIIECTBEHHOM, H B YaCTHOM CEKTOpE.
BonbmuHCTBO KCIEPTOB MPEANONATraloT, YTO OJHHM
U3 METOJIOB OOpBOBI ¢ «0OJE3HBIOY, OCIAONIAIOIIEH
OpPTraHU3aIMIO, MOXKET OBITh MEHEIKMEHT 3HAHHH.
BoabIMHCTBO HCCIIEOBAHNN B 001aCTH MEHEK-
MEHTa 3HAaHMH MMENH pa3BEJOYHBINH XapakTep, XOTs
HEKOTOpPBbIE yUCHBIE YeTKO BHACTHIN OCHOBHBIC TEOPHU
MEHE)KMEHTa 3HaHHH, KOTOPbIE MOTIIH ObI ITIOCIYXKHTh
OCHOBOH TSI MpOBeAeHHUs Oolee NEeTalIbHBIX HCCIIe-
JIOBaHMUU. DTOT HPOEKT SBISETCS MPOAOIDKEHHEM Ooee
PaHHUX HCCIEIOBAHUIl, L[ENbI0 KOTOPHIX OBLIO BBISIC-
HUTH, HCHBITHIBAIOT JIH HEKOTOPHIE PYKOBOJUTEIU
cpenHero ypoBHs, B cdepe OOLIECTBEHHBIX YCIYT,
YyBCTBO HETOYHOCTH HH()OPMAIIHU B MEHBIIIEH CTCTICHH.
IIpoBoas mcciegoBaHHE, aBTOP CChUIAETCA HA
ompeneneHue mnoucka uHpopmauuu mno Richard
Wurman: “ ITiuck uHGOpMaIUK 3TO YepHast JbIpa MEX-
Oy NMEepBOHAYANBHBIMH JAaHHBIMU H 3HAaHHAMH. JTO
MPOHCXOAUT TOTJa, Korga HHGOpManus He AaeT HaM
TOTO, YTO MBI XKEJIaeM y3HaTb, HJIH TO, YTO HAM HaJgo
y3Hatp”. Richard Wurman npeznmnaraer HETOYHOCTB
uH(bOpMAIMU PACIIPEACIUTD Ha 5 4acTeil: HENOHUMaHKe
uHpopManuu; U30BITOK HHPOPMALIUU, KOTOPYIO HAT0

MOHATh; HE3HAHUE, CYLIECTBYET JIU ONpEJEIICHHAs UH-
(hopmMarusi; He3HaHUe, I1¢ MOXKHO HAUTH HYXKHYIO MH-
(dhopMannio; TOYHOE 3HAHME, € MOXKHO HAWTH HMH-
(hopMaIHIo, HO He IMEHHE BO3MOXKHOCTH €€ MOJIY4UTh.

OMIUPUYECKOE HCCIEJOBAHME PYKOBOJUTENEH
CpeJlHero ypoBHs, nposejieHHoe B KaHane, B cexrope
OOLIECTBEHHBIX YCIYI, II0Ka3ajlo HU3KHH YpPOBEHBb
HETOYHOCTH MH(popManuu. OCHOBHOE OTKPBITHIC TaH-
HOT'0 IPOEKTa OBLIO B TOM, UTO PYKOBOJUTEIIN CPEIHETO
YPOBHSI CEKTOpa OOLIECTBEHHBIX YCIYI YTBEPXKIAIOT,
4TO JOCTYN K MH(OpMauuu sBiIseTcss Ooyee 3HAYU-
TEJILHOW MPOOJIEeMOH, HeXeNn U30BITOK HHPOPMALIUH.
Brinenennas onpamuBaeMbIME OCHOBHAs IpobieMa —
JOCTYH K MHQOpMAaLUU — ONpEAessieTesl Kak TOYHOe
3HaHHe, I MOXKHO HaWTH JaHHBIC WM HH(OpMALHUIO,
HO HEMMEHHE BO3MOXKHOCTH MOJIYYHUT HY)KHYIO HH(OP-
Maluio. 3aJjaHus, BBIIOJIHAEMbIE PECIIOHJIEHTAMU, HE
ObUIH OCHOBHBIMH (DakTOpaMH, 00YCIIaBIMBAIOIIMMU
pe3yabTaThl, HO OblIa 3aMeYeHa TeCHas HeraTHBHas
CBSA3b MEXY YacTOTOH IOJlydaeMbIX 3aJaHMi U He-
TOYHOCThIO MHGpopMmanuu. Crnabas MoJOKHUTEIbHAsS
CBSI3b MEX/JY HETOYHOCTHIO MH(OpMALMHM M NpHMeE-
HEHHUEM IPEINOoIaraeMblX 3HaHUH 1aeT OCHOBAaHUE IS
[IPOBEICHU AalbHeHIINX HecnenoBanuii. Cnabast CBsI3b
MEXY [T0JIOM, 00pa30BaHUEM M OIIBITOM yKa3bIBAIOT Ha
BAXKHOCTB JIONOJIHUTEINIbHBIX UCCIIE0BaHUH.

CBsI3b MEXIY 3HAHHUSIMH U HETOYHOCTBIO MHDOP-
MaluH SBIsIETCsl KOMIUTEKCHOI. Francis Bacon — epBsrit
y4eHBIl, HCKaBIIU J0KA3aTEIbCTB 00BSICHEHHIO BBIIIE
Ha3BaHHOM CBA3M, MyipocTH UcKai B bubnuu. B Heit F.
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Bacon namen 3tu myapsie cioa: «B o0unnuu 3HaHUN
€CThb MHOTO IIeYald, H TOT, KTO yrIyOuseT 3HaHusi,
YBEJINYMBAET COMHEHHE». [IpOIIIo YeThIpe CTONeTHs ¢
Tex nop, kak F. Bacon uccnenosan npeHiow ¢Guio-

coduro naps CanamoHa, IOATOMY CETOJHS MOXKHO 4y Th
mupe 0ObSICHATh HEHOMEH HETOYHOCTH MH(POPMALIKU.
XKenas ncyepnsiBaroiie 0ObICHATE ITY THICTYEICTHIOO
TaliHy, He00X0 QMBI Oosiee 0OBEMHBIE HCCIIETOBAHUSI.



