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Abstract
Organizational Buying of Textile Products
for Public Buildings -
v | by -
\Lorqaine Romank,‘Master of Science

University of Alberta, 1982

-

\-
Professor: Dr. Elizabeth Crown
Faculty of Home Economics

Department: Clothing and Textiles

Tﬁe purpose of this exﬁloratory study was to examine buying
decisions made in organizationé &hich purchaée tgxtile products for use
in public buildiggs.? fhe Webster and Wind (19?2) model of organizational
5uying be@avior was the concéptual framework for.the study;. the d;cision
process comprised the main focus, with emphasis on evaiuative criteria
and informatioﬁ search. Personal interviews were conducteq with
29 individuals within 20 organizations located in Edmonton, Alberta.
'Thé‘analysis was limitéd toba descriptive one. . |

. Buying ceqﬁgrs differed ambng érganizationsband mémbers
played various roles during specifig stages. Evaluative criteria
varied for both type .of product and organization; Of tHe types of
information goughfiby respondents, personal-commercial sources were

. found to be the most helpful. Factors which influenced the decision

and problems specific te this selection were also examined.
. ! ) LBl )
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::z members of the buying center do
textile products for public buildings

It was concluded t

L et

experience problems in select

and that dif culty in undaratanding gwemnﬁ\uations may play a
Cpae LN

Further\ research and recommendl 3
: -“ ﬁ‘d\g*l*ﬂ‘ A’" §
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CHAPTER 1

INTRODUCTION

Increasing demands by users of textile products have prompted-
*" tremendous technological advancementq in the textile industry over the
paét several jears. As a result, man& textile prbducts,are available
in ;oday's‘marketplace. With more products available, a greater number
of'deciéions.must be ;ade during thé purchasing proéess, both"by
individual consumers aﬁd by oréanizations.

To aid ih.public safety and protection, standards for textile
products have been developed by government and p?ivaté dgengies.
Although ;uéh standards make buyingidectsions épmewhat easier, such
decisions still remain.a difficult task, éspecially for individuals

not familiar with specific products and regulations.

> i Statement of the Problem -

This exploratory study was d;signed to examine buying
decisions made in.érganizations which purghase textile products for use
in public buildinwgs. The study identified the individuals who ‘were
invoived iﬁ thebdecision process for a épecific bﬁ&iﬁg situation and’
examined major factors which influenced their decision-making
behévior. This investigation revealgh‘the importance of textile
flammability and serviceability as evaluative criteria to organizatioﬁal
buyers of textile products, aslwell as the information seeking bghavipr
of such buyers. The research also revealed problems organizations
experience ﬁhen buying textile products for publig»buildiﬁgs and

shed some light on ways to minimize these problems.

-~



Justification

Some knowledge exists in the field of.consumer buying
behQQiqr with regard to textile prodﬁcts. Atfitﬁdes toward
servicéability criteria, for example, have Been'exp;ored by researchers -
'in Clothing and Textiles. ﬁ;wever, research iﬁ the area of
organizational buying behavior with respect to textile p;bducts is
new and émpifical studies are lacking.

Several different government standards and regulations for
teitile products for publié buildings exist.iﬂ Canada, and organizations
bu&ing these products must be assured of compliance with regulations‘
such as those on flammébi;ity. Yet many organizational buyers or
specifiers of such products are éxperiencing proﬁlems undérstanding
~ and comp;ying with these regulaéions. Such problems in turm leéd to
diffiéulties-in'thé decision process; As a result; requésts for éuch
textile information are frequently addressed to the Textile Analysis
Service at the University of Alberta, fromvindividuals buying textile‘
products for public buildings.

In order to determine the kinds of problems organizational ;
buyers or specifiefs experiencé, what factors influence their decision%/
and how important they éoﬂsider flammability and serviceability of |
‘Eéxtilgtgfoducts, it is necessary to examine the organizational‘bﬁxiﬁg
or decisiqﬁ p;otess itself.l

The knowledgekgéined,from this research should aid both
government and private agencieg in cdmmunicating pertiﬁent informatioﬁ
to organizational memberé responsible for buying textiies for
public buildings. 1In addition,.aﬁ empirical study of this nature

may fill some of the gaps in the existing knowledge abou7/organizational

/



Suying behavior- by ﬁbcnsing on a specific product, bnying situatiqn,

and sample to clarify og\validate existing theory.

Objectives
— ]

The objectives of this exploratory study refer to the

buying of textiles for public buildings and are as follows.

l.

L 4

To identify, by title, the individuals in the
buying center in eech'of.the organizations and to
classify these individuals using role descriptors.
To'clarify the decision stages for each bﬁ&ing
situation and -to identify,,by‘role(s),_whicn
individuals are involved‘at each stage.

To determine the evaluative eriteriaLCOnsidered‘

important for product selection by the buying center;

and more specifically to determine the importance of
flammability andJserviceability aspects relati;e to.
other evaluative criteria.

To determine what types of'information the buying
center sought most often for each class of product and
buying situation, and the importance of each type.

To determine sources of infetmation the buying center
would consider most helpful and which sources were
actually used in purchasing textile products in each

buying situation.



A8
To determine what factors influenced search behavior,

specificaily the evaluative criteria considered

important, and to categorize these as organizational,

v

envirommental, interpersonal, or individual influences.
To determine specific problems that arose when buying

textile products for public buildings.

-t

Definitions

Texfilg produéts (class of product) - For the purpose

of thisxstudy, textile products used in public buildings
included carpeting, textile window treatments and
furnishings made with textile compoﬁents.

Public building - building to which the public is
admitted. Operationally, public buildings fér this
study inclu&ed buildings with the following occupancies:

" - Assembly occupancy - use of a building for civic,
political, travel, social, educational,
recreational, or like purposes, or for the
consumption of food or drink.

- Institutional occupancy - use of a building
by those persons requiring special care or
treatment.,

- Business and personal services occupancy - use
of a building for the transaction of business
or the rendering or receiving of professional
or personal services.

(adapted from The National
Building Code of Canada, 1980)



Orgﬁnigational buying behavior

"Organizational buying behavior is defined as
the decision-making process by which formal organizations
establish the need for purchased products and services,
and identify, evaluate, and choose among alternative

brands and suppliers" (Webster & Wind, 1972, p. 2).

Organizational buying decision procése‘- The decision

process includes information acquisition and processing

. | :
activities, as well as choice processes and the development -

of goais and other criteria to be used in choosing among
alternatives (Webster & Wind, 1972, p. 2).

"The organizational buying decision can be described in
terms of a general model of organizational decision
processes composed of five basic stages ...

identification of need

establishing objectives and specifications
identifying buying alternatives

evaluating alternative buying actions
selecting the supplier"

' (Webster & Wind, 1972, p. 31).
The buying center - "All those individuals and groups

who participate in the purchasing decision-making

_ process, who share some common goals and the risks

arising from the decisions” (Webster & Wind, 1972, p; 6).
This 'is operationally defined as any person named by

the initial contact or other person in an organization
as someone involved in the buying decision process.

Roles of individuals in the buying center - |

"There are several distinct roles in the buying
center: users, influencers, -buyers, deciders, and
gatekeepers. ... It is quite likely that several
individuals will occupy the same role within the buying
center (e.g., there may be several users) and that one
individual may occupy two or more roles(e.g., buyer
and gatekeeper). All members of the buying center can

A



be seen as influencers, but not all influencers occupy
other roles" (Webster & Wind, 1972, p. 77).

A more detailed description of each role is provided
by Webster and Wind (1972b):

"USERS - those members of the organization who
.use the purchased products and services.
BUYERS - those with formal responsibility and .
authority for contracting with suppliers.
INFLUENCERS ~ those who influence the decision
process directly or indirectly by providing
information and criteria for evaluating
" alternative buying actions.
DECIDERS - those with final authority to choose
among alternative buying actions.
GATEKEEPERS - those who control the flow of
information (and materials) into the
buying center " (p. 17).

Operationally, a role was assigned to the respondent

by the researcher and where applicable, was based partially
on a referral by another member of the buying center.
Factors infiuencing buying decisions - Buying decisioms
are influenced by many factors which can be categorized

as individual, intetpersonal, organizational, or
environmental. Each factor is briefly described

as follows: -

"INDIVIDUAL characteristics of these members,
including personality, motivation, cognitive structure,
learning process, interaction with the environment, -
preference structure, and decision processes.

INTERPERSONAL relationships among the members of
the buying center (users, influencers, deciders, buyers,
and gatekeepers), including both task (relating to the
specific buying problem) and non-task activities,

interactions and sentiments of the group members, grodp
task structure, and leadership patterns. '
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ORGANIZATIONAL characteristics, including the
buying and organizational task, structure (the
communication, authority, status, and reward systems),
technology, and personnel.

ENVIRONMENTAL factors, including the physical,
tachnological, economic, political, legal, and cultural
enviromment as it affects the values and norms, the
availability of goods and services, general business
conditions, and marketing information"

(Webster & Wind, 1972a, p. 11).
Ope:ationally, the researcher fategqrized tﬁese influences
from descriptions given by respondents.
Buying situation - Three types of buying situations
generally exist and are described as follows:

New task buying situations are new experiences
in which the buyer has very little or né past experience
to depend'on. A great amount of information is needed
and new alteréatives must be considered.

Straight‘#ébuy situations are continuing or
recurriné in n;ture, thus not requiring new information
sinée the buyer has adequate experience. It is unneceésary
to. consider newvalterhatives.

Modified rebuy situations are those in which buyers
feel they may bensfit from a re-evaluation of alternatives.
The‘buyers have dome buying experience but in searching
for additional information they may find néw alternatives
to consider. (Robinson, Faris & Wind, 1967)

Evaluative criteria - refers to the specifications or
attributes that organizational buyers use in identifying

and comparing alternative textile products purchased

for public buildings.

/ .



10.

11.

12.

Serviceability of textiles — is a reflection of how
well a textile product meets the user's expéctations in
a givep end use% It 18 arrived at by weighing and
balanéing variou; concepts: durability, comfort, safety,
care, and aesthetics. The importance placed on each
concept varies with the end ﬁse and with personal
preferences and expectations.

Types of information - refers to information that buyers
will éearch for when past experience 1s not sufficient.
Examples include price, fiber content, construction or
workmanship, flamelresistance and durability.

Sourceé of informat{pn - types of communicééion channels
through wh§¢h~aﬁx1;dividual gains information regarding

textile products. Sources will be classified as follows:.

Personal-Commercial i.e., salespeople
distributors

trade shows

Interpersonal-Commercial i.e., advertising
' catalogues
direct mail
telephone yellow

pages

Personal~Non-Commercial i.e., consultants
textile consultants
government agency
personnel
employees of other
companies

fellow employees



Imper sonal-Non-Commercial i.e., technical journals
government
publications
trade publications

(adapted from Webster, 1979, p. 1I5)
13. Most hglpful sources of information.— those sources
’ perceived by respondehts to provide the required
information regarding the textile product to the buying
center member.

Scope of the Study

Organizations chosen for the sample either were in the
process of buying, or had purchased within the past six months,

textile products for public buildings.

Assumgtipns

It was assumed that individqals currently or recently
involved in the buying of textile products for public buildings had

adequate memory recall as to the buying process and influencing factors.



CHAPTER 2

REVIEW OF LITERATURE

The review of literature is divided into three sections.

The first 1s a description of different approaches to the study of
organizational buying behavior. The secon& section 1s a summary of
the literature on tge buying center, the organizational buying\decision
process, and factors affecting this process. fhe thi;d section 1s a
brief overview of governmental standards or regulations for textiles
used i; public buildings.

| Although there 1is an appreciable amount of research and
knowledge about organizational buyer behavior, it exists mainly either
in the form of academic model formation or as practiceforiented
research done by private firms, and therefore‘not available for public
‘use. There remains a paucity of empirical studiés on organizational
buying behavior and what little‘literature does exist often describes
stud?es carriéd out in the industrial.sector.

3

Approaches to the Study of
Organizational Buying Behavior

The concept of\organizétional buying is a complex one of
dynamic nature, involving interaction among several individuals,
in a formal setting. Over the past fifteen years, several comprehensive
models have been developed in the area of organizational buy%ng behavior.
Ptior to the development of these macro models, researchers borrowed
from existing techniques and methodology used in consumer behavior
research té study this concept. A synthesis of knowledge from

interdisciplinéry areas such as psychology, sociology, organizational

10



theory and related behavioral aciences has resulted in comprehensive
models such as those developed by Robinson, Faris and Wind (1967),
Sheth (1973), and Webster and Wind (1972). These general models
provide a bas;c framework for describing and explaining factors
affecting the organizational buying process.

More recent research has focused on social influence

(Bonoma and Zaltman, 1978) and buyer—seller interaction (Bonoma,

Bagozzi and Zaltman, 1978; Sheth, 1975; Wilson, 1?77). For the purpose

of this study, the general models previously described are thought to

v

be more appropriate and will subsequently be described.

Models of Organizational Buying Behavior

The Rebinson, Faris and Wind Model

Robinson, Faris and Wind (1967), after studying three
distinct firms in the United States for two years, proposed the
BﬁY-GRID Model of organizational buying behavior. Although they
specifically 1nvestig§ted industrial buyer behavior, the authors
of this model suggest that it may also be useful in analyzing consumer
or individual behavior within any organizational setting.

The study examined the decision process and behavior of the
industrial buyerrthrough eight phases of the procurement process.
Differences among buying situations (Euy classes) were considered and
their<effects on the decision-making process were described. -
Combination of buy phases with buy classes allowe# development of a
matrix known as the Buy-Grid model. It should be:noted that not all

phases in the model are necessary to describe every buying situation

11
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and that some phases are omitted, as in the case of a straight
rebuy situatiom.

'The Robinson, Faris and Wind model is general enough to
examine all procurements, yet may be specific enough to be operational.
Robinson, Faris and Wind (1967) concluded that the decision process in
& procurement situation is dependent upon the specific industry, the
product being purchased, environmental influences and the orgsnization

A

itself.

The Sheth Model

This model of-organizational buying behavior was
specifically developed by Sheth (1973) to explain industrial buying
decisions. However, he suggested that the model is also applicable to
other types of organizations. Sheth conceptualized the buying center,
within an organization, as consisting of four groups: purchasing
agents, engineers, users and others. This limited view of the buying
center is perhaps due to the 1ndustriai manufacturing focus of his
model.

Sheth;s model of organizational buying behavior consists
of three distinct aspects: (1) the psychological and social world
of the individuals involved in the procurement decisions, (2) conditions
which may prompt joint decisions among tbese individuals, and (3) the
process of joint decision-making and conflict resolution tactics.

Although he included situational and organizational factors, no direct

reference was made to interorganizational influences.
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The Webster and Wind Model

Webster and.ﬁind3(1972) conceptuelized the "buying' center"
as those members involved in the purchasing process which takes place
over a period of time. Sheth's (1973) model, in comparison, limits
the bnying center to fnur‘fnnétional gronps. The buying center in
Webster and Wind' 8 model consists of five buying roles - user,
influencer, decider, buyer and gatekeeper. This concept allows the
researcher to look beyond titles such as the 'purchasing agent', and
" to draw individuals involved in the buying process from organizations
other than the one specifically senpled.

The decision proeess is condeneed into five stages and
the buying‘situatiOns are borfowed,from Robinson, Faris and“Windis
(l967)'buy classes. As well, the model organizes all factors which
‘influence tne decision process into four categories: (1) individual
influences, (2) interpersonal or group influenees, (3) organizational
influences and (4) environmental influences. “Each ef these fonr
factors may influence the buying decisions through a. set of variables
relating to the 'task', and/or through a set of variables nnt directly
related to the task at hand" (Webster & Wind, 1972, p. 28).

The Webster and Wind (1972) model of organizatienal buying
beha&ior was ueed'as the conceptual framework for this study.
It’remains‘one of the most‘cemprehensive models available to researchers
of the organizational buying prqcess for ell profit and non-profit‘
organizations. ’

Since the study was exploratory in nature, a general,
comprehensive model which ldentifies key vaniables was reqnired.

Although Webster and Wind's model lacks specific concepts which are
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more recent to organizational behavior research (Suc;\gg\ﬁuyezzgeller

-relationships) 1t is appropriate for the descriptive data that the \\\\\\\\

researcher desired to obtain for this study. It provides a basic
framework which can be used to empirically describe a specific situation.
Since an exploratory .approach was used, a general overview of the

' ;
entire model was considered to be reasonable.

The Buying Center

In studying the organizational buying process, the
Individual purchasing agent, the buying center, the entire organizati&n
or the total market may be used as a unit of analysis (Nicosia & Wind,
1977a, ﬁ. 353). Studyiné only the purchasing agent, ar even the
purchasing depa:tment within.anvorgani;ation is generally not sufficient
(Weigand, 1968) . Buyiﬂg\br purchasing within an organizational .
setting 1s most often thé résult of collective decision-making and the
purchasing agent, who may be the first contact; is not usually the
sole deciéion—maker (Cyert, Siﬁon & Trow, 1956; Harding, 1966;
Webster & Wind, 1972). Nicosia and Wind (1977a) reinforced this
stétement by suggestingﬂthat the ré;earcher "...must avoid interviewing
only 'heads' of departments bearing the p;rchasing or some similar »
1abé1" (p. 363). Who ié involved in the decision proéess is of utﬁost
importance and individuals composing the buying center may represent
more than one'farticular firm.

Although past research has utilized the buying center
céncept to identify organizational members involved in a buying

decision (Webster & Wind, 1972a), it has not been qsed as extensively

. as had been expected (Wind, 1978). Nicosia and Wind (1977) suggested

T



that current research should focus on the buying cepter since
organ;zational_bufing.behavior 1s a multi-person decigion-making
process. The buying center is thought to be an appropriate unit of
analysis for this study.

More specifically, researchers may‘hinclude in the buying
center only those individuals with major direct involvement ig the
given ?hrchasg‘§gg}giggﬁigyigdf¥1978:/ﬁf 68). The purchasing agent
maylinitially be contacted and asked to identify other organizational
members who are involved in the decision process. If the other |
members are also asked the same‘questiqn, this may increase reliability
in the study (Wind, 1978) . |

Specific idgntificafion'of the buying center by roles
@.g8., user and influencer) has been sugggsted by several authors
(Nicosia & Wind, 1977a; Webster & Wind, 19723’W1nd, 1978). Each
buying roie may be played by more than one organizatioﬁal'member and a
member .may blay t&qzor more roles simultaneously (Webster & Wind, l972).

Wi;d (1978a) examinedtthg empirical boundaries of
organizational buying centers for the purchase of scientific an&
technical informgtion using a sample of 171 manufacturing firms. The
study identified, by organizational title (e.g., president), the

" individuals involved in the decision process and the nature of their
involvement. In manchases it was found that the résponsibility for
the buying decision was shared among two or more people.

Spekman and Stern (1979), using a sample of 20 U.S. firms,
representing 11 industries, sought to determine'whether the extent of
‘environmental unceftainty was related to the structuré of organizational

buying grouﬁs. Membership in a buying group was determined by asking

15



.
the purchasing agent names of other individuals involved in the
deéision process. The authors found that "... the composite profiie
of the buying group structure tends to teflett'é fairly bureaucratic
gtructure" and that "... the greater the uncertainty and concoﬁitant
need for‘greater information, the more likely it is that the role
prescriptions will be relaxed and jéint participation in decision
méking will be emphasized" (Spekman & Stern, 1979, P. 60).'

Laczniak (1979) used the Webster and Wind (1972) model to

describe and analyze the purchase of a new piece of medical equipment

byrll hospitals. -Buying center members were determined in a manner
similar to that uéed'by Spekman and .Stern (1979). ItAwas found that
the buying cénte£'eucompassed five afeas of the hoépital: physician-
medical; ﬁﬁrsing, administration, engineering and purchgs;ng. The
average'size of the buying center was 5.5 individuals. The physician

was most often the influential decider and purchasing agents were

K found to play a relatively unimportant role in this procurement process.

Bellizzi (1979) identified the influence of purchésing
agents and other buyers in the commercial comstruction industry

(a decentralized operati&n). He examined the buying process ané
;dentified roles of individuals at each stage. Buying center members
were iQentified in a pre-study using personal interviews with a small
sample. Buying center members were labeiled using the following
titles: top manager, construction site superin;endent, architects '
and consulting engineers, purchasing agents, ;o—engineers, shop
fdremén gnd other building trade workers.

Fortin and Ritchie (1980) examined thé "purchasé" of a

convention site and its associated services by éending questionnaires

16



to 506 North American Continent Associations. The buying center

concept, influence structure, and the buying process were inYegtigated.

After preliminary research they found it relativelyreasy to identify
the buying center as being composed of three groups: electediofficers,
permanent staff executives and regular members. Fortin and Ritchie
noted that "identification and classification of members of the buying

" center is often more difficult in other organizations'" (p. 281).

. Gronhaug (1976) investigated the organizational buying of a
mini—computer by 48 Business and non-business firms in Norway. Using
semi-structured interviews in a preliminary investigation, Gronhaug
traced individuals involved in this bnying situation.- Questionnaires
were then sent out to 160 buyers. Roles were described as "initiator,
decider and‘influencerﬁ and combined with organizational positions of
"top, top and middle, middle and other". It was found that primarily
top and middle management personnel played the key role of decider in
this procurement process.

| Gronhaug (1977), in a similar study, explored the purchasing
of a computer by 16 research and consulting organizations in Norway.
Seven firms were classified as "market dependent" (consulting or
business organizstions) and nine as‘"market indeoendent" (research
organizations). The initial contact in determining the buying center

P i
was with top managers, chief engineers and controllers. Using semi-

structured ‘Interviews, Gronhaug fonnd it fairly easy to trace members
of the buying center in the market dependent organizations. HoneVer,
. market independent organizations posed nore of a problem. As in
Gronhaug's (1976) previous study, three roles were identified: |

initiator, decider and other influencers. It was found in 12 of 16
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cases that deciders were ,isrom the top level of the organization.

Relly and Hensel (1973) identified the buying center in 18

firms purchasing an offset preds. In examining the search process;_it

was necessary to interview members of the "decision team" which they
defined as:

o

4
"thosé who performed one or more of the following \
functions: determined the need for the product} \

conducted search for information about alternatives;
evaluated the information about varipus alternatives;

made the final decision on which brand and model to
purchase; and/or approved the purchase. The members \
of the decision team were identified by using socio-

metric techniques" (Kelly & Hemsel, 1973, p. 212-213).

The Qrganizational Euying Decision Process

U
Webster and Wind (1972) suggested that all purchasing

\
decisions start with the .identification of a need and end with ‘the
.selection of a supplier(s).

Post-purchase evaluation 1s an additional
stage which 1is not discussed by Webster and Wind. Each,of the five

stages described in their process is usually well-defined and

identifiable in any buying situatioﬂ, although some stages may be

repeated, omitted or rearranged.

"An acceptable model of a buying decision process should

suggest,

that each of the decision stages, while a necessary stage
for the next one ... , may also be a dependent variable in its own

right and can be viewed as a legitimate response of the buying center"
(Webster & Wind, 1972, p. 37-38).

The focus of this study isvthe buying or decision process in

reference to the purchase of textiles for public buildings.  Specific
stages of this process were emphasized:

(1) establishing objectives
and specifications (focusing on evaluative criteria) and (2) identifying



and evaluating buying alternatives (focusing on information search).

Evaluative Criteria

Organizational goals, personal goals and other influences
such as dealing with friigds, motivate an individual's behavior in
setting or establishing evaluative criteria for organizational buying.

(Webster & Wind, 1972).

Weigand (1968) interviewed 300 exécutives in 208 industrial
companies in the United States. He found that/members of a buying
group view ﬁroducf and supplier attributes differently and therefore
"studying the purchasing agent is not enough". .

Hill and Hillier (1977) explained fhat price, qﬁality and

delivery, used in varying combinations, are criteria used for vendor

selection. The authors give general examples of evaluative criteria or

attributes set for product and supplier selection and evaluation.

Supplier attributes include previous success, stability, quality of

. products, previous rates of response on quotes, size, location and

// -
recommendation by a reliable source. Examples of product attributes

include cost,‘availabilit& and delivery, comformity to specificétioﬁs,
after-sales service; guarantees and re1iabi1ity. Criteria will differ
for varioué types of qrganizations, products and situations.

Buckner (1967) fougd, for British industries, that price
was generally the most importanp factor in purchasing and this was
followed by technical specﬁ?icationsl Although price was very
significant, buying firms would generally’hot éhange supplieré unless
the price difference was greater than five percent for the identical

product.
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White (1978) conducted a study involving purchasing managers
in the United States and found that the following product criteriZ were
ranked as important to the purchasing decision? @)) product
reliability, (2) ease of maintenance, (3) ease\pf operation or use,
(4) price, (5) technical specification and (6) Lraining time required.
Supplier criteria included: (1) confidence in t&e salesrepresentative,
(2) convenience of placing the\order, (3) experiane with the supplier
in analogous situations, (4) financing terms, (5) overall reputation of
the supplier, (6) reliability of delivery date promised (7) sales
service expected after date of purchase, (8) supplier s flexibility in
adjusting to the buying company's needs,r(9) technical service offered,
and (10) training. offered by the supplier. Preferences of the principal
user were also important criteria mentioned. White"concluded that.

\

criteria established were specific to the product or\service being

\

" ‘purchased. ' \

Kiser and Rao A1972), in a study comparing innustrial firms
and hospital purchasers{ used a structured questiOnnaire asking'
respondents to rank (on a scale of 1 to 7) 60 vendor attributes. They
found that "reliability" and "efficiency" were ranked as most important
to both types of organizatiomns.' "Reliability"(encompassed quality,
delivery, fairness and honesty, while "efficiency" Included handling
of rejections, delivery without constant follow up and advising of
potentisl trouble. The next most importsnt criterion was cost. Kiser
and Rao suggested that differences did exist as to importance of
several attributes between the two types of organizations,studied and

. that the non~commercial sector «hospltals) showed unique buying

patterns.
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Gronhaug (1977) found that buyers of a computer ranked the
following criteria as important to this decision: (1) capacity,
(2) certainty, (3) contact with other suppliers, (4) saving or -economy

and (5) price.

Dempsey (1978) examined vendor attributes considered
important by elecfric utility and electronics companies. .Respondents
Qere asked to rate attributes on a scale of i to 7. New task and
modified febuy situations for both capital equipmeﬁt.and éomponent (
material were considered. Dempsey found that delivery, quality, price

" and repair service were the most important attributes in both buying

éituations and for product types.

Lehmann and O’shaughnessy (1974) sent questionnaires to
- purchasing agents in 19 major U.S. companies and 26 major British
companies representing different industries. Respondents were asked
to rénk 17 product and supplier‘attributes, given four‘product

cateﬁbries and related problem areas. The product categories were:

5

(i)'routine order products, (2) procedurai problem products,
- (3) perfoy;ance problem products and (4) political problem prodﬁcts.

A semantic differential scale was used to determine the importance of
each attribute. Six attributes were found to vary across the four
product types. vThese were financing, technical service, price, training
offered, ‘training required and reliability of delivery. The authors

suggested that attribute importance varies with the specific product

examined.

Information Search

Howard and Sheth (1969) emphasized that search is an

important aspect to studying the buying decision process.
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The amount of search undertaken depends-on such individual
factors as the buyer's knowledge and experience, the pereeivegadegree
of risk involved and satisféction with previous purchases. In
organizational buying the process is more complex due to group and
organizational influences and "a general tendency is to under- rather
than over- search" (Hill & Hillier, 1977, p. 104).

In order to market informatién, services or products
(flammability information for example) the marketer must understand

the buying process, information sources used by the members of the

buying center, and evaluative criteria or specifications set by these

members for product or supplier selection. Importance of various types

and sources of information used or sought varies with the buying

member's role, the stage in the decision process, the buying situation

" amd the product itself (Webster & Wind, 1972).

H1ll and Hillier (1977) identified two broad classifications
of individuals who provide information to organizations during the

procurement process. The first classification "consists of those

individuals who provide information which acts as.a constraint on the

decisions which can be made" ... and therefore can "be considered to
constitute a control function" (H1l1ll & Hillier, 1977, p. 64-65). For
example, an individual familiar with textile flammability regulations
may act as an in%ormation source to the buying center. Such sources
of information may be internal or externai to the buying organization.
| The second classification of sources of information are
"those individuals who provide background‘or specialist information"

(H111 & Hillier, 1977, p. 65). For example, a consultant may provide

information on a continuous or requested basis to the purchasing firm.

‘
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Webster (1979) categorized sources of information used in the
purchasing process As: (1) Personal-Commercial (salespeople,
distributors); (2) Impersonal-Commercial (advertising, catalogues,
direét mail); (3) Personal-Non-Commercial (consultants, government ®
agency personnel, employees of other qompanies); and (4) Impersonal-~
Non-Commercial (technical journals, gove;nment publiéations) (p. 115).
That sources of information may vary widely is shown by the following
studies.

Cyert, Simon and Trow (1956), examined the feasibility of
using electronic data-processing equipment in a medium sized
corporation. They found that alternatives‘were rarely '"given" and that
search and information gathering were important aspects of the buying 3
process,

Cronhaug (1977) found that buyers of eomputer; ranked the
following information sources as those used most frequently: brochures,
contact with several suppliers, bids, advertisements and advice seeking.

Kelly and Hensel (1973); in the examination of an offset
press purchase, asked members of the buying center to rate 15 sources’
of information on their "credibility" and "usefulness". The members
were also fequested to indicate which sources they had actually used in
gathering information. Kelly and Hensel found that:’ "(1) personal
sources are more credible than non-personal sources: non-commercial
”sources are more credible and useful than commercial sources; (2) non-
mass media sources are more credible and useful than mass-media
sources"” (p. 213). As for sources actually used, "those individuals
who searched saw more sourgeé and more frequently than those

performing the need and approval functions' (p. 213). When members of



the bdying center wére asked to rank sources actually seen, as to
"helpfulness" and "importance"” the following rankings resulted:

(1) product demonstration, (2) outside sources, (3) salesmen, N
(4) trade shoﬁ, (5) product folder, (6) trade Journal, (7) catalogue,
apd (8) direct mail. Kelly and Hensel suggested, for this specific
Product, that large firms search for information differently than

smaller firms.

Patti (1977) 1interviewed 92 buyers of macHine tools in a
number of industries. He asked the individuals involved to rank order
five sources of information as to their informative value with regard
to new products and services, He found that advertising in industrial
trade magazines was most iméoftant, followed by salesmen, trade shows,

company catalogues and direct mail.
Fearon (1976) conducted interviews‘with purchasing managers

in 30 firms in the United States in order to examigewthe concept of
purchasing research. He stated that "Good purchasing decisions depend
" on the availaﬁility of adequate information—adequ;te in both quantity
and quality" (p,‘29). Fearon found that many man%gers relied oﬁ\the
more traditional information sburces such as tradq newspapers and |
magazines, vendor sales and technical personnel, aﬁd phrchasing
personnel in othér companies. Potentially productive sourées such és

trade association personnel, U.S. government persqnhel and U.S.

'Department of Interior publications were given vefvlow rankings.

Buckner (1967), in a lengthy study on Br%tish industries,

found that

"sales engineers' visits (all types of technical
~Salesmen) are the most important method of obtaining
information on products. Manufacturer's catalogues and
demonstrations are rated the second most important

24
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methods. Other methods, such as direct mail,
advertisements in the technical press and
exhibitions, are favored by some groups but

are less important than the others listed" (p. 18).

Factors Affecting the Buying Decision Process

"The Organizational buying process and the

composition of the buying center tend to vary depending

on two sets of factors: the buying situation (whether

the purchase 1s new task, a modified rebuy, or straight

rebuy) and the idiosyncratic personal, interpersonal,

~organizational and environmental conditions

(Wind & Thomas, 1980, p. 243).

The last four variables may be explained in terms of their ''task' and
"non-task'' components as related to buying‘prdblem (Webster & Wind,
1972).

Since factors affecting the decision process are not the
main focus of this study, and since the few empirical studies in this
area are not generalizable (Wind & Thomas, 1980) only a brief overview
will be given in this section of the review of literature. Wind and
Thomas (1980) noted that the focus on choice criteria used by members
of the buying center 1s viewed as "an operational summary measure
of the various influences on the buying decision" (p. 248). The |
focus of this study lies on the decision process - specifically

information searéh (types and sources of information) and evaluative

criteria.

The Buying Situation

Webster and Wind (1972) stated that

"every buying situation can be characterized by three
Interrelated factors: (1) the newness of the problem
and the extent to which the key decision-makers have
relevant buying experience; (2) the amount and type
of information requirements of the members of the
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Buying situations therefore may be classified as new task, straight

buying center; (1) the number of new alternatives
considered in the buying decision process" (p. 115).

rebuy and modified rebuy (Robinson, Faris & Wind, 1967).

Nicosia and Wind (1977a) and Wind (1978) suggested that k{‘ -
there is a need for empirical research in the buying process to
distinguish between buying situations. New task Iimplies more
information search and uncertainty than does a stralght rebuy situation.

Hill and Hillier (1977) stated that, although price,
quality and delivery are often important vendor criteria, the buying
situation must be considered. e

Brand (1972) found that, for new task buying situations,
mo;; senior level members in an organization were involved in the
decision-making process.

Doyle, Woodside and Mitchell (1979) studied 14 British
industrial manufacturing firms and through personal interviews with
senlor marketing managers found that the buying center for firmsoin a
straight rebuy situation was small (2 to 3 members). For new task
and médified rebuy situations, buying centers averaged three to six
members. The authors concluded that the composition of the buying
center changes through bgying stages for all three buying situatioms.

White (1978) found, when purchasing managers ranked product
and supplier attributes, that no single set of evaluativeﬁirigeria
dominated for product type or buying situation in a purchasing
decision. However, he emphasized that it isvmisléading to think that

all purchase decisions are unique. Some comsistency in results

occurred for the routine order buying situation. 'Reliability of
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- delivery" and "price" were ranked first agd‘Second in importance

throughout all six product categories (three product types and three

'buying situations). Other attributes of less importance and consistency'

 were: overall suppiier reputation, past experilence, ease of operation
or use, and ease Jf maintenance. In any of the remaining buying
Jsituations, no consistency prevailed and therefore the product must be

carefully considered.

Individual Factors

Although organizational buying implies group decision—making
invoiving several individuals, each person has needs, goals,
experience, information and attituees. Even though all of these
individual factors affect the decision process, group and
organizatiqnal goaIS«also come Into play.

| Important individual factors include the age of the.buying
cenfer member,‘the;r education, position in the organization, past
work experience,'attitudes, preferences and exposure to different

types and sources of information. For specific studies 1in the area

of individual factors see Wind and Thomas (1980, P. 246).

Interpersonal or Group Factors

) As discussed earlier, seldom does one individual alone make
an organizationai purchase decision. Multiple bhying influence or
group interaction is of primafy concern in this process. The members .
of the buying center "interact on the basis of their particular roles

in the‘buYing process,* as influencers, users,. deciders, buyers, and

. _gatekeepers ..." (Webster & Wind, 1972, p. 35).
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The degree of involvement of buyi?g center members varies
with the buying situation. In a new task situation we would expect
~more members to be involved in the decision procéss and a g;eater
degree of involvement. For specific studies in the area of inter-

personal factors see Wind and Thomas (1980, p; 246) .

Organizational Factors

The following quote effectively summarizes organizational
factors which affect the buying decision:

"Objectives, policies, procedures, structure,
* and systems of rewards, authority, status and
communication define the formal organization as
an entity and significantly influence the buying
process at all stages. ... In a given buying
situation, the organizational factors that are
directly related to the buying task include
organizational policies providing specific criteria
as to the kind of material to be purchased and
specifications for product quality that must be
met" (Webster & Wind, 1972, p. 34).

For specific studies in this area see Wind and Thomas

(1980, p. 246).

Environmental Factors

Webster and Wind stated thatl"The organization itself,
its members, and the pattefns of interaction among them are all
- subject to certain environmental influences" (p. 34). Environmental
factors include suéh influences as economic condition, political

characteristics of the society, gdvernmental regulation, social and

cultural aspects and availability of suppliers.

s
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'

Governmental regulation is-expectéd to play an imporfant
role in this study sigpe flamma§ility regulations affect the choice of
products that organizational buyers of textiles for public buildings
héve; -For specific studies on envirommental factors see Wind and

Thomas (1980, p. 246).



Governmental Standards and Regulations
for Textiles Used in Public Buildings

s
There are a number of mandatory regulations and vdluntary

standards that pertain to textile products used in public buiidings.
Minimum safety and serviceability requirements regarding textiles have

been established by the provincial and federal governments.

Safetz

Canada has had an active test methods and standardéiaevelopment
program for many'years. With a few ex;eptions, these have beén voluntary
standards rather than mandatory, with no requirement that they be adhered

. ‘
to except when tied to government purchases. Untilal97l, with the
enactment of two amendments to the‘federal Hazardous Products Act

(vhich focuses on consumer products), there was no major Canadian

legislation for textile flammability. This act now provides ma

v

regulations for minimum s;fety standatds regatding thersale
products in Canada, including carpeting,Itextilg{ﬁindow Ereatments and
upholstery fabrics.

The National Fire Code of Canada (1980), which is currently
under revision, consists of minimum fire safety requirements with the
iﬂtent to promote public-sathy "through the application of uniform fire
safety standards throughout Canada" (p.’xv). The intent is to provide
municipalities and provinces with ﬁ model on -which to base thedirg
regulations._ The Alberta Covernmenﬁ is curréntly'working on a new

Fire Prevention Act which hopefully will encompass the comprehensiveness

of the National Fire Code with regard to textile flammability.
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The Alberta Building Code (1981) consists of the National
Building Code (1980) with Amendments and was declared in force by
Alberta Regulation 128/81 (The Alberta Uniform Building Standards Act).
Tﬁis legislation is more comprehensive than the Fife Prevention Act n
ghat the specifications for flame resistance of carpeting and textile
window treatments are esﬁablished for various areas of public buildings

according to the type of occupancy.

Serviceability

Textile Labelling and Advertising Regulations (1980) set out
féquirements for igformation on labels for textile products. Care
labelling (Can. 2-86.1-M79) is not mandatory in Canada, but if used on
textile products, the informatidn must comply with government
standards. Voluntary textile serviceability standards are also.set

P

out by the Canadian Government Standards Board (Can. 2-4.2-M77).

Problems

Several problems exist with ;espect to the uniformity of
safety standards for textiles used in public buildings. Firstly,
there is an overlap of ;egulations between acts. The new Fire
Prevention Act 1is expected to eliminate some o% this éverlap since new
fire standards will govern maintenance of buildings while building
standards gogsrn new construction. Secoﬁdly, municipalities and
provinces mafﬁ%ill have different regulations. Thirdly, different
test methods for flame resistance are specified b& various acts.

Fourthly, there are no regulations for upholstery fabrics éxcept the

minimum one‘covéred under the Hazardous Products Act.

s
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Because of the lack of an overall uniform set of regulations,

members of the buying center are encoﬁntering difficulties within the

buying decision process.
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Summarz

Aé indicated by the review of literature, there is a growing
number of ‘studies in the area of organizational buying behavior. However,
no relevant studies were found either on types of information buyers
sought or on organizational behavior regarding the buying of textile
products for public buildings. .

: Commercial and non-commercial organizations are growing in size
and number resulting in the expansion of the textile market.
vKnéwledge regarding the composition of the buying centeﬁf information
req&ired and utilized, and factors which affect the relevant decision
stages would bg beneficial to individuals involved\in the textilé
marketplace.

Flammability and serviceability aspects qf textile producfs‘
are of concern to textile specialists and in practice, 6rganizations
have indicated that problems do arise in this partiéular type of
purchase. The extént to ;hich flammability and servicéability aspects
of textiles are of importance to orgaﬁizational buyers is one}of the
major questions addressed in this study. AInformation search and

influencing factors, with regard to the purchase of textiles used in

public buildings, are other concerns.



CHAPTER 3

METHODS AND PROCEDURES

This section describes the conceptual framework, sample
selection and procedure, description of the instruments, preliminary

study, and method of data analysis,

Conceptual Framework

The Webster and Wind (1972) model of organizatiénal buying
‘behavior'provides the basic framework for this study (Fig. 1).
Robinson, Faris and Wind (1967) first conceptualized buying classes
which Webster and Wind incorporated into their modél as "buying
situations."

The model suggests that pufchasing is a complex process,

fundamental to all organizatioms. -The following statement by

-

Webster and Wind (1972) effeétivély sutmarizes the buying process -
a more specific term for the organizational décision process:

"Buying involves the determination of the need
to purchase products or services, communication
among those members of the organization who are
involved in the purchase or will use the product or.
service, information seeking activities, the
evaluation of alternative purchasing action, and
the working out of necessary arrangements with
supplying organizations. Organizational buying is
therefore a complex process of decision-making and
- communication, which takes place over time, involving
. several organizational members and relationships with
other firms and institutions. It is much more than
the simple act of placing an order with a supplier"

(p. 1). \\~

The buying process comprised the main focus for this
study. Webster and Wind “describe fhis process using five stages.

However, for the purpose of this research, the second stage (i.e.,

34
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establishing objectives and specifications) will be termed establishing

evaluative criteria (for both product and supplier). .Information search,

which involves types and sources of information used or sought by
individuals during the buying process, i1s also of interest to the
researcher. Although information search may take place during any of
\
the five stages, the majority of search is usually representative of
the middle three stages (e.g., establishing objectives and
specifications, identifying buying alternatives, and evaluating
alternative buying actions). Justification of adapting stages in such
a manner comes from the following statement: v .

"These are not clearly defined stages but rather
steps In a continuous process. Some steps may be
repeated several times and there may be much 'recycling'
within the basic process, as when new specifications are
defined after an initial evaluation of alternatives

or when new sources of Information are consulted in the
evaluation stage' (Webster & Wind, 1972, p. 33).

2

Buyers set evaluative criteria and search for information

depending on the product, supplier, buying si;ii:jfn and various
influen¢ing factors (individual, intgrpersonal, Tganizational, or

environmental). (Webster & Wind, 1972) All of the preceding variables

were examined in reference to the buying process.

Sample Selection and Procedure

Due to the explpratory nature of this study, a small
purposive sample of 20 organizations. was. used. Qrganizationé purchasing
textile produdts for public buildings were categorized into private
(c;mmercial) and public (non—comﬁercial) sectors. Sevenvpublic and
thirteen private organizations were selected. Table I shows the

sample categorization.



- Table 1

Commercial (Private) Non—-Commercial (Public)
Organizations Organizations
1. A Development Company ’ 14. A Hospital
2. An Architectural Firm 15. A University
3. An Architectural Firm 16. A Provincial Government
4. to 13. Interior Design Firms Department

17. A Municipal Government

Department

18. A Provincial Government
Crown Corporation

19. A School Board

20. A School Board

Description of the Instruments s

An interview approach was used to collect data for this
study. A structured_sectioﬁ provided organizational data (Appendix
I-A), personal data (Appendix I-B) for each respondent and data on °
information search (Appendix I-F). More specifically, a description
of the organization was asked of a senior member and respondentsw
provided demographic and background4information about themselves.
Respondents were requested to rank the helpfulness of sources of
information listed and to name and rank egurces actually used.

A semi-structured interview section was utilized to
identify both buying center members and their involvement in specific
decision stages (Appendix I-C). As well, this appréach to interviewing
was used to identify the evaluative criteria set and the importance
of each (Appendix I-D). If flammability and certain serviceability
aspects were not mentioned by é,};spondent, the researcher probed for
reasons. Respondents were asked to name types of information they

found it necessary to search for and to rank these sources (Appendix I-E).

&



Factors influencing the overall decision process and problems that
arose were also discussed during this section of the interview

(Appendix I-H, I).

Preliminary Study

v

‘ A preliminéry investigation was conducted with a small
sample (three organizations) to: verify the approach to locating and
identifying members of the buying center; investigage if evaiuativ%
Vcriteria importance is understood and realized; aid in‘the compilation
of lists on types and sources of information; and determine if

factors influencing the decision process may éasily be categorized.

Analysis of Data

Due to the exploratory nature of this research, as well as
the small size of the sample, the analysis is limited to a descriptive

one - namely classifications and frequencies on variables studied.
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CHAPTER 4

FINDINGS

In this chapter a description of the sample, organizational

summaries, and a descriptive analysis of the variables are presented.

Description of the Sample

The final sample was comprised of 20 organizations located in
the Edmonton area. Seven organizations were classed as non-commercial
or public and 13 were classed as commercial or private. When the

o

public organizations were grouped as to their nature of business, three
were health related, three educational and one was a provincial
government office. In classifying the private organizatioﬁs as to their
nature of business, one organizagion was a construction or devélopment
firm, two were architectural firms with interior design departments,
and 10 were interior design firms. }

| The organizations varied in size from one (self-employed) to
several hundred in both theAcommercial'anq non-commercial sectors.

The product class included carpeting (18 organié&tions),
textile window treatments (14 organizations) and upholstered
furnishings (16 organizations).

Twenty-nine individuals were interviewed within the 20
organizations sampléd. Sixteen respondenﬁs were female and 13 were
male. Resbondenfsfincluded nine individuals who were principals of
their own design firms, 12 individuals who were senior employeeé or
heads of departments, seéven individuaié who were staff members and

one independent consultant.
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Table II shows the years of experience (in the position held
when 1nter‘1ewed) for the 29 respondents. The majority of respondents
interviewed fall into the highest level of experience, that of 10 years
or over. Twenty-seven of 29 respondents had four or more years of
experience.

Fifteen of 29 respondents had interior design backgrounds,

while four individuals had architectural backgrounds (Table III).

Table II

Frequencies of Respondents'
Years of Experience

—g ) r
n = 29 @5

S,

Under 1 year
2 to 3 years
4 to 9 years
10 years and over

Table III
Frequencies of Respondents'

Education

n = 29

Interior Design Diploma 4
Interior Design Degree 11
Architectural Technology Diploma 3
Architectural Degree 1

Other 10




Twenty—one of 29 respondents belonged to at least one

professional organization applicable to their profession.

Organizational Summaries

~ Tables IVb to IVuﬂcontain sumnaries‘of‘the data collected v
‘duringieach interview. -ﬁachftable represents one organization with
. the corresponding interviews summarized in each. Table IVa is the key
to Tables IVb to IVu describing what information was collected during
the Interviews and‘explaining how some of the data Werelhandled.
‘'The first column represents data collected about both the organization
and the individuals who were interviewed The secondvcolumn describe:
the composition of the buying center and each individual's involvement
| within it. 'Respondents were individuals wbo were interviewed while
"others" included individuals involved in the buying center but either
not available for interviewing or not c0nsidered (by the
, researcher) to be directly involved with the research topic. The buying
situation aﬁd product class (carpeting, textile window treatments and
upholstered furnishings) were also included in this section.
" The third column summarizes the evaluative criteria considered
important by each,respondent, according to product class. ﬂThese criteria
'
v were.categorized-by the researcher into serviceability factors, budget,
and niScellaneous. ‘Rankings were reported where respondents were able

to ramk the criteria they named.

The fourth column gives types of information the respondents

found it necessary to search for; as well as helpful and actuaﬁfsources

of information.
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Factors which respondents felt influenced their textile
selec:ioné are listed in the fifth coiumn. The researcher categorized
these into individual (I), group (GS, organizational (0), and
environmental (E) factors. Time involved with the project and specific
problems that arose are also included.

Since the interview data are completely summarized in table
form, only a brief account of some of the unique points and/or
commonalities among organizations are given in the following text.

Organization 1 (Table IVb) was noteworthy in that';he project
and construction managers of the development firm do not normally engage
in the selection of textile products ﬁo; public buildings. Interior
design or architectural firms are usually hired to assist them in this
process. For a recent large office compiex, an interior design firm
was hired to study only the feasibility of ‘using se?eral typés of
window treatments. The construction man#;er‘then executed the
information search and also had moqk;up treatments made by various
suppliers in order to compare pro&ucts Many eva%uative criteria were
set but guarantees, cost (calculatedi over the‘life span of the product),
and marketability to clients were of particular interest.

In organization 2 (Table IVc) the designer had a great deal
of influence concerning the selection of textile products, for a
private athletic club, although club management reserved the right to
final approval. Aesthetics (specifically, appearance retentior agd a
rich quality look) were of importance for all three products discussed
due to the exclusiveness of this facility.

Organizations 3, 6, 9 and 16 (Tables IVd, Ivg, Ivj, Ivq) »

had projects which involved government office space. */Iﬂ:comparing
£ . .

N
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evaluaéive criteria only one of three who specified carpeting mentioned
safety (specifically flammability). The other two respondents, when
questioned, gave the reason that all carpeting must meet government
flammability regulations, and therefore they did not think of it as a
criterion; one respondent was a principal of an interior design firm,
while the other was an interior designer with a provincial government
department. Budget was the most important criterion in all three cases,
followed by durability and aesthetics. Maintenance was also a concern,
aithcugh one respondent forgot to mention it but later commented that
she always chooses low maintenance carpets for commercial projects.

Three respondents discussed window treatments and two of these
mentioned safety while oﬁe forgot but said that she always chooses flame
retardant fabrics for draperies. Aesthetic factors were very impertant
criteria for window treatments and comfort (specifically light control)
was reported in two §f the th;ee cases, ‘

For upholstered furnishings, safety was not a concern except
for the respondent responsible for purchasing of govermment standard
fufn{pgre. Aestﬁetics however seemed to be the major criterion for this
type of product.

The designers for organizatioms 3, 6 and 9 talked about
some interesting factors that influenced the selecgion of textiles -
for public buildings. These included: past experience, looking a;
other installationms, realizing that each project has its own special
requirements, and how challenging the project is perceived to be.

" Organization 5 (Table IVf) was a retall store project; only
carpeting was discussed. Safety was not mentioned for cafpeting and

when questioned the désigner responded that most carpets pass govermment



regulations. Aesthetics and budget ranked highest for this produc;.
Poor economic conditions in Canada were thought to influence the |
selection of products since many were not as read;}y available (lower
inventories) and many products were disconfinuéd.

Restaurants were selected by respohdénts of organizations
4 and 8 for discussion (Table IVe, IVi). The designers had a great
deal of influence over the selection of textile products for the project
as long as they'stayed within the budget. The designer in organizatiom
4 considered flammability a criterion for both product classes (carpeting
and upholstered furnishings). The designer in:organization 8 did not
mention safety for carpeting or upholstered fu%nishings but did for

\
window treatments. The reason given when ques&ioned regarding the
safety in carpeting was that all carpets pass éovernment regulations.
Durability and aesthetics (atmosphere and deco%) seemed to be the mﬁjor
criteria for carpeting, while maintenance and %esthetics were of concern
for window treatments and upholstered furnishiﬁgs. There was thought
given to product practicality in both cases.

In organizatioﬁ,& the designer oftenflooked for'supporting
research to compare or evaluate products; he éﬁphasized the fact that
sales representatives are very biased toward tﬁeir products.

In organization 10, a court house project, the designers had
considerable influence but did require the architect's approval.

Safety (specifically, flammabilit&)vwas important for all three classes
of product. Durability and maintenance were_oﬁ concern for carpeting

and upholstered furnishings but nbt for window:treatments. Availability
and budget were mentioned for all three produc£s. Warranties and testing

results were interesting types of information that were searched for.

-
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Private office spaces weféuthe projects,dtgcusaed in
‘Jkptganizationa 7, 11 and 13 (Table IVH:'IV1, IVn). In organization 7
the designer was concerned with‘all aspects of the carpeting and
employed a carpet consultant&io aid in the decision process. 1In
organizations 11 and 13, both designers réported that flammability
was not a mentioned criterion because the client owns the building and it
is a privatg office space. Static control was mentioned by one deéigner
since the oéfice had severgl computers. The desigper in organization 7 -
mentioned that "one's self" is a good source of information because
vou learn through experience. The designer in organization 11 discussed
the fact that a designer may have a great influence in a project because
the client.sdmetimeé hasfaifficulty in visualizing the end results. This
often leaves most of tﬁé decisions to the designer. However, the
client's preferences-musé still be considered to avoid dissatisfaction
with the end fesul;ﬁ
"A radio station was the project Qiscu;éed in organization 12
(Table IVm). Séfety'wah agcriterion'considered for carpeting but was
.initially overloﬁkéd i; discussion. There was a concern by the
respondent for -durability and maintengnce of the floor c?vering. The
respondent was éoﬁcerﬁéd that many désigners have problems keeping
up—to—dage with'ngv products and that there is generally a lack of the
textile knowledge réquired for ;electing préducts such as carpeting.
Organizations 14, 17 and 18 (Table IVo, IVr, IVs) were all
health‘related. ‘The b;ying éenter in organization 14 was the largest
of the 20 organizations sampled. There was considerable interaction

between members in the buying center during many stages of the decision

process. One common element, that was apparent in all three .

-



organizations, was a true concern for the users of the facility.
Much effort was expended in determining or fully understanding the needsd\\‘
and requirements of both staff and patients. Another common concern
wds that of life expectancy for all the textilerproducts which were
selected. .Respondents for both the hospital and senior citizen lodge
.searched for supporting'information prior to making textile product v
selections. \ : 1 vr | ¢
" The hospital was perceived as a very unique and innovative
\projeCt~by members of the buying center. Extensive,criteria,for texrile
products ﬁere set by the various members through member interac;ion
and committee meetings for approval-ofvthese products. Manv new
products were considéred, some testing was performed, and options'were
left open as long as possible to\ensure that the best selections were
made. A o . “_\‘ ‘ /
Educational facilities were discussed in organizations 15,
19 and 20 ('l'able IVp, IVt, IVu) . 'l'he buying center for the uﬁiversity
’ ;was<larger than both school boards and more committee interaction was
involved. The respondent for each school board played the’ roles of
influencer, gatekeeper and decider. Vandalism Wwas a problem that was
expressed by respondents in all three organizations Two respondents »
mentioned that they use’ trial areas for carpeting to decrease problems
that -may be encountered One of the respondents explained that he
experlences diffiCulties in keeping up-to—date with all'of the textile

products which are currently available, especially when a lack of - textile

: knowledge is evident._ "
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Descriptive Analysis of Variables
. S - . {
The Buying Center and Buying Situation . -~
v _The buying center within the commercialﬁgprivate) sector
sample averaged 3.8 members and ranged from three.to six.members. For
the.non—commercialiCpublic) sector, the buying centerlaveraged five
memoers and ranged.in size from three to nine members,
- The buying situation, which was common to alls 20 . .ig- ;%,
organiaations sampled, was tnat of new task. ' ‘ :ﬂ% Vmggé E 4

. . . .
Buyiné Center Roles and Decision Stages
] Table V shows frequencies for buying center member N

classifications using role descriptors and decision stages. It should
'be‘notedtthat a.respondent may serve more than one role. The majority

of respondents Were‘influencers and‘gatekeepers and vithin these roles

the following stages%:ere generally spplicable establishing o
5 3L

specifications and scheduling the purchase, identifying buying
alternatives and evaluating alternative buying actions.
i ) ' Although the number of respondents was comparable for the

public and private sector, fewar individuals played the gatekeeper
role and slightly fewer played influencer roles within the public

v
h)

sector

Evaluative Criteria
3

Table VI shows the frequencies of evaluative criteria mentioned
- when categorized into serviceability, budget and miscellaneous aspects
dby the researcher Serviceability aspects of a product refer to safety,

durability, maintenance/care, comfort and aesthetic criteria The maa+



Frequencies:

A}
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"Table V

.,J,a:%

Decision Stages and Roles
in the Buying Center

n = 292 (14, 15)°
Stages

A, Identification of
: Need :

B. Establishing
Specifications and
Scheduling the
Purchase

-C. Identifying Buying
Alternates.

D. Evaluating Alternative
Buying Actions

E. Sﬁigeting'the Supplier

User Influencer Buyer Decider Gatekeeper

Roles

2 | 4 N |
/
26" 3 - 21
(14,12) 0,3) | (14,7
22 21
- (14,8) (14,7
2 26 T3 21
(0,2)] (14,12) (0,3) | (14,7)
1 3
(091)' (Oa3)

*Row totals may be more than 29 as a
respondent may serve more .than. one role.
The first number within the brackets

- refers to commercial organizational
members, the second to non-commercial
organizational members.

frequently mentioned category for carpeting was durability, followed_

by maintenance/care, aesthetics, budget, safety, and comfort.,

71
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Table VI

Frequencies of Mentioned Evaluati#e Criteria® for Each
Class of Product

w
~ =]
o ~ -9
Dv 3] w o
& = o =]
-~ ° i =]
[} = & & : -
> -~ [ 1] 1) Q & ~-
o o pui °) = @ U
[V} « =] Ut ¥ ded 00 Q
i 05 F5 & 3 3 &
7} é ;:.qo 8 - - M =
Carpeting '
n = 25 ‘ 15 24 23 11 22 19 7
Window Treatments : )
n =24 15 6 10 15 19 12 8
Upholstered
Furnishings . . :
n = 23 "’; ;6 19 -, 12 22 13 8

Categorize /nto serviceability aspects,
butlget, agd miscellaneous criteria.

7

/;" .

The most freq ntly mentioned criterion for window treatments

was aestheticé, followev by comfort and safety (of equal value), budgef,
v "
maintenance/care, and durability.

The most-frequently mentioned category for upholstered
vfurnishings was also aesthetics,Afollowed by maintenance/care,
durability, budget, comfort and safety._

Table VII shows a comparison between the‘total fesponses
for evalpatiﬁ@“ériteria importance and those‘broken down for private

. . . 7 ’
and public organizations. Forﬂcarpeting, budget was most important

to respondents in private organizations, while maintenance was most

important to respondents in’ public organizations. For window treatments,

72
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Table VII

A Comparison of the Frequency of Evaluative
Criteria® Mentioned Among the Total Sample,

Private and Public Organizations

Total Private Public
Carpeting n=25 (13,12)° : -
1st Durability Budget Maintenance
- 2nd Maintenance Durability, Durability
‘ . . Aesthetics
3rd Aesthetics Maintenagrwy Aesthetics -
4th Budget Safety Safety
5th Safety Comfort Comfort,
Budget
;'6th* Comfort
Window Treatments n=24 (14 10) .
1st . Aesthetids Comfort, Aesthetics o
. L “Aesthetics @
2nd Comfort, Safety N Maintenance,
Safety . Safety
3rd Budget . Budget . Durability,
. # : Camfort
4th Maintenance Maintenance Budgeﬁ g
5th Durability Durability
6th , »
. ¥+
Upholstered Furnishings n=23 (12,11)
1st Aesthetilcs - Aesthetics Aesthetics
"~ 2nd “Maintenance Maintenance Comfort,
Durabiligy
‘ Maintenance
. 3xrd Durability Budget Safety
- 4th Budget Durability Budget
5th ~ Comfort Comfort,
' : ; Safety
6th Safety

Categorized into serviceability aspecta, budget,
and miscellaneous 'criteria by the researcher.
Refers to the type of organization; the first

number being ‘private, the second public.

-~
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coﬁfort was more important for respondents in privaée organizations,
while maintenance was ﬁore’important for respondents iﬁ publie ones.
Budget was less 1mpertant for‘resp0ndents in public organizations in
this cese. Respon&ents within the private organizations placed more
emphasis on budget for upholstered furnishings, while respondents in
public organizations seemed to be‘;ore concerned with comfort and

durability.

Although many respondents found it difficu];tw‘%‘taﬁl{”yp}”
] 5 A ’,/"*' s :w,: N

cHy Ery es indicated by the weighted score was durability, followed

Ey aesthetics, budget, maintenance, safety, and comfort. Interestingly,
when comparing weighted scores (Tables VIII) aqggsgequency of mention
(Table VII), durability, safety and comfort were.of equal importance
for carpeting. This comparison is made:gore obvious in Table IX.

For window treatments, the most highly ranked category was
aesthetic. fact;ox,:eltP followed by maintenance, safety, durability, comfort
.and budget (Table VIII). Aesthetics and safety were of equal importance
when comparing frequency of mention and weighted,sceres (Table Ig).

4

’ .- For upholstered furn%§hings, the most important category

was again aesthetic fgégors (Table VIII). Aesthetics, durability,
comfort and safely wer& of equal importance when comparing frequency

of mention and weighted scores (Table IX). '

-

i
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Table VIII

Frequencies of Ranked Evaluative Criteria® .
and Weighted Scores for Each Class of Product

Ranking
Weight

Carpeting n-l4b
Safety
Durability

.-Maintenance
Comfort
Aesthetics
Budget
Miscellaneous

Window Treatments n=7

Safety.,

>Durabflity

" Maintenance
Comfort
Aesthetics
Budget
Miscellaneous

Upholstered Furpishings n=11

Safety
Maintenance
Durability
- Comfort
Aesthetics
Budget
Migcellaneous

l1st 2nd 3rd 4th  Sth Weighted
(5) (4 (3 (2 (@) Scores
1 0 1 0 10
6 5 3 8 1 76
4 1 5 2 0 43
1 0 0 1 0 7
5 4 1 5 3 57
7 1 2 0 2 47
2 0 1 0 0 13
2 0 1 1. 1 ) 16
2 0 1 1 0 15
2 0 1 2 1 /18
‘1 2 0 0 0 13
2 1, 4 0 1 27
0 2 1 0 0 11
1 0 0 0 1 6

R

1 0 1 0 0 8
2 1 0 3 2 22
2 1 1 1 0 19
0 2 1 0 0 11
5 6 3 4 1 67
4 1 0 0 1 25
2 1 .0 0 0 14

aCategorized into serviceability aspects,
budget, and miscellaneous by the
researcher.

A respondent may have ranked more than
one criterion in each category, may have
tied criteria, and/or may not have
ranked up to S5th.

75
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Carpeting n = 25 n=14"
1st ~ Durability Durability
' 2nd Maintenance Aesthetics
3rd Aesthétics Budget
e 4th Budget Maintenance
) Sth - Safety Safety
n 6th Comfort Comfort
Window Treatments n = 24 “no=7
1st Aesthetics “Aesthetics
2nd Safety Maintenance
3rd Comfort Safety
4th Budget Durability
5th Maintenance ‘Comfort
’ 6th Durability Budget
Upholstered Furnishings n =23 : n=11
1st Aesthetics Aesthetics
‘ 2nd ‘Maintenance Budget
7 3rd Durability Durability
! 4th Budget Maintenance
-~ 5th Comfort Comfort
/ 6th Safety Safety

g

A Comparison of Evaluative Criteria

FINE PRINI

Table X

Between the Total Sample (Frequency of Mention)
and Weighted Scores for Each Class of Product

¥

Frequency of Mention

Weighted Scores

Iﬁpes of Information

'

!

After respondents were asked which eggluative criteria were

important for the appropriate class of product;'fﬁey were requested

76

to name types of information which required search. Since very few «
respondents could rank thertypes of information they mentioned, Table X
shows only the frequencies for types of information that were sought by
respondents. These were categorized by the researcher into the _same

v caregories as were evaluative criteria. The most frequently mentioned
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Table X

Frequencies for Categorized
Types of Information for All
Classes of Product

n --2%
Safety : 18
Durability _ 21
. Ma;ptenance - 15
Comfort. . 14
Aesthetics 19
;ﬂ‘Budget 19
Miscellaneous 20

type of information which required searcﬁireferred to durability
criteria. This was followed by aesthetic factors and budget (of equal
value), safety, maintenance and comfort criteria. No substaﬁtial
differences were noted between respondents from private and public

organizations for types of information sought.

Sources of Information

; ¢
Table XI shows frequencies for sources of information considered

helpful in selecting textile prodﬁcts for public bdildings. The five
most helpful sources were: (1) catalogues, (é) manﬁfacturer’s
salespeople, (3) (4) distributors and trade shows (of equal value), and
(5) fellow employeeg. When‘this is broken dbwn.inthprivate and public

organizations, very few substantial differences occur; slightly more

77
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Table XI

Frequencies of Sources of Information
Considered Helpful in Selecting Textile
Products for Public Buildings

n = 22a "l:»
Ranking
1st . 2nd 3xd 4th 5th Total

Catalogues \ 8 5 6 0 2 21
Manufacturer's Salespeople 9 3 5 0 0 17
Distributors ’ 1 9 4 0 0 14
Trade shows 0 1 0 6 7 14
Fellow employees 1 2 1 4 2 10
Trade publications 0 0 2 4 4 10
Direct mail 0 0 1 3 2 6
Govermment publications 2 0 1 2 0 5
Technical journals 2 0 1 1 0 4
Textile consultants 0 0 0 0 4 4
Consultants _ 0 1 1 0 0 2
Employees of other companies 0 0 0 1 1 2
Government agency personnel 0 0 0 1 1 2
Advertising - 0 0 0 0 0 0
Yellow pages 0 0] 0 0 0 0

aOne respondent ranked two sources as
fifch., '

emphasis was placed on government agency personnel and fellow employees

by private organization respondents.

Table XII gives frequencies for sources of information actually
used in selecting textile products for the specific project discussed
during the interview. The five most used sources were: (1) catalogues,

2 .

(2) manufacturer's saleépeople; (3) fellow employees, (4) distributors,

i and'(S) consultants. Few outstanding.différences occurred 'when these
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Table XII

Frequencies of Sources of Information
Actually Used In Selecting Textile
Products for the Project Discussed

X,

e

n = 222

Ranking

\

1st 2nd 3rd 4th; 5th Total

18
17

Catalogues .
Manufacturer's Salespeople
Fellow employees

- Distributors

Consultants

Trade shows

Trade publications

.Direct mail :
Government agency personnel
Govermment publications
Technical journals

Yellow pages

Advertising

Employees of.other companies
Textile consultants

[
N

©

SRARNHWO KM
HFHEHNOOHOON

‘ =
OCOO0OHWWWLWLWULIVIYO

: -
COOCOORHOOOK NN &
DOODO0OOCOOHOHULWWOVLW
COOHMNOOHWOWN WS

O OO O+

aNot all respondents used five sources.

data were broken down info responses given by respondents within private

as opposed to public organi;ations. Slightly more embhasis was‘placed

on’government‘agency bersonnel by respondents of private firms when

éﬁtual s&urces of information were reported. Mofe respondents within the
- public organizatioﬁs reported u=ing . ade shows as act!!ébsources of

information.
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Frequencies of'sources of information, according to ggneral
claséificatious adapted from Webste; (1979, p. 115), are shown in
Table XIII. The most frequently mentiqned classification for helsful
sources was the Pergonal—cémmercial category. This classification
included mapufacturer's salespeople, distribuiors and trade shows as
sources of information.‘ This %as followed by Impersonal-Commercial,
Personal-Non-Commercial and Impersonal-Non-Commercial. The most
freqﬁéntly named classification for actual sources used for the project
discussed was also Personal-Commercial. This was followed by
Impersonal—-Commercial and Personal-Non-Commercial (of equai value), and

by Impersonal-Non-Commercial.

Factors Affecting the Buying Decision Process |

Factofs which genérally influenced the selection of textile
products for public buildings were classified as individual, group,
organizational and envirommental factors (see Table XIV for freduencies).
Individuai, organizational and environmental factors were all méntioned

\

more often than group factors. A

Respondents within public organizations reported an average
of twice as many individual factors as did those in private organizations.
Although it 1s difficult to summarize all factors that were mentioned under

these four categories, some important examples follow.

380
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Table XIII j
Frequencies of Catego#izeda
Information Sources
f .
Helpful Sources Actual Sources
Personal-Commercial o= 22b ns= 22b
i.e., manufacturer's salespeople
distributors 45 33
trade shows
Impersonal-Commercial
~ 1.e., advertising - o
catalogues - 27 22
direct mail
telephone yellow pages’
Personal-Non-Commercial
i.e., consultants .
textile consultants
government, agency
personnel
employees of other 20 20
companies
fellow employees
Impersonal-Non—-Commercial
i.e., technical journals
govermment publications 19 11

trade publications’

:adapted from Webster, 1979, p. 115.
actual’ figures may be more than 22 since
one respondent tiled two sources as fifth
and not all respondents used five actual
sources.
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’

Table XIV

Frequencies for Eactoraa Which, Influence
the Selection of Textile Products
for Public Buildings

n = 23

Individual Factors 52

Group or Interpersonal
Factors 21

Organizational Factors 51

Environmental Factors 52

aCategdrized as individual, group or inter- A
personal, organizational and environmental.

" Individual factors included such influences as: concern

for the best product, sditable‘representationfof the client's desired
i
-image, achievement of good design, uniqueness of each project, .

awareness of new products, and thehreduction‘of risk in the selection
of textiles by using trial areas. |

- Group ‘or interpersonal factors cdvered such.things as:
interaction with other members of the buying center, appreval'meetings,
and interaction with salesrepresentatives.
‘ Organizational factors included budget constraints, the client
(needs, preferences),‘the endluae or location; and company policies.

Environmental factors represented government regulations

(which usually referred to flammability regulations), availability of

products in the marketplace, salesrepresentative s influences, and

the economic situation. : . . &
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Time Involved

i

-

Respondents were asked about the lengtﬁ.bf time thz& were
invglved with the project discussed in each ipterview. The time ranged

.

from two months to four years. When brgken down into commercial
'(private)\and"nén-ccmperciali(publicj sectorsy fhe ranges weré}quité
similar: - two and ome half months to 36 months for commercial:
6rga§izations and qﬁo to 48 months for the nén-co;;ércial organizations.
However the mean time wasA9.25ﬁoﬁths for cémmercial organizations and
- 18.1 months for non-commercial ones. There seems to be a tenden;ybk
for ﬁon-commercial organizations to be involved longer in their
projects. | |

-

"Specific Problems

When_respondents were ésked‘if they éould-think of any
problems that arose when seleéting‘téxtiig products for public
bﬁildings, responses ﬁaried from éuppiier and product problems to lack
of experience oi‘knowﬂedge with regard to textiles. Thése data were
difficult to categoriée bécause‘of the variety of regponses but thel
followihg information»is of inté;;st.4bFive resp;ﬁdents‘méntiOned that
;hey had diffiguitiésrin keeping up with all the new pfoducts in the

" marketplace. Three iﬁdivi&uéls mentioned directlykthat'sargsﬁeéglé
often bias information when making preseﬁéa;ions to désigners. Fivq

" respondents said they had difficulties in making textile selections for
specialized facilities (e.g.,-héalth facilities).' Finding comparable |

alternate products when the original product speéified was not

available, was ; problem also menﬁiohed by three respondents.



CHAPTER 5

DISCUSSION - } ‘ o

-

In this chapter,‘the findings outlined in the previous
chapter will be discussed with reference to the: objectives of the study
and related 1iterature.

The Webster and Wind (1972) model of organizational buying
behavior provided the basic frameTork for this study, with emphasis on
the buying decision‘procesa. Respondents within the organizations -
sampled were ashed\to describe the buying center, evaluative criteria,

information search, textile problems and factors which influence the

selection of textiles purchased for public buildings.

Buying Center Roles

»
The first cbjective was to 1épgtify, by title, the individuals
in the buying’center In each of the organizations and to classify these
individuals using role descriptors. By using a prestudy interview'
~ approach 1t was found that identifving the buying center was fairly
easy but to describe these.individuals by merely using role descriptors
was not adequate. To make~thefindividual respondent's position more
meaningful and distinguishable from other respondents (who may also
play the same role(s)), it was necessary to use organizational titles -
as well. |

The buying center in each of the organizations sampled
included at least three members. This validates suggestions by several

authors who state that studying only the purchasing agent or purchasing

department within an organization is not enough (Cyert Simon and
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Trow, 1956; Harding, 1966 Nicosia and Wind, 1977 1977(8), Webster
‘\and Wind 1972; Wind, 1978). .The buying center within the commercial
(private) sector averaged 3.8 members and ranged from three to six
members. For the nen-commercial (public) sector, ‘the buying center
averaged five members and ranged in size from three to nine members.
Buying centers vere generally larger for the non-commercial
sector, and perhaps this was due to the size and~longevity of the
project; More joint decision making seemed to take place as the size of -
the buying.center increased. This confirme the study done by
.Spekman and Stern (1979). ' | R |
After locating the buying center within each organization,

it wes relativel§ easy to assign roles from job descriptors given by
respondents. Aleo, from tne pre—etudy inforén{ion, it was realized that .
not all participants in the buying Center were appropriate to interview
kfor the objectives -set in this study. As in~Lazniak 8 study (1979),

it was found that the purchasing agené or purchasing department played

a relatively unimportant role in the procurement process. This may be
“'due to the tendering Process which 1is implqmented in purchases of this
nature; the purchasing structure within all 20 organizations- sampled
wes based on a tendering system. The tendering process involves a
person in the buying center (usually the interior designér). This
member specifies a product to be purchased and then‘he, a purchasing ‘
agent, construction manager or a person of similar etatus, calls for 3
tenders on the specified product. Suppliers have a specific time period
within which they may bid on the tenders. Selection of bidders is

usually made by the person supervising the tenders but generally the

advice of the specifier or designer 1is requested (to check whether the

N\



bid 1is acceptable for the product_tendered or whether it is an
'“;cc;ptable alternate). This tendering agproacthay or may not give

the purchasing agent the opportunity to play‘the entire role of .
:ﬁdecider; often it -ends up being "paper work."

| ‘The majority of respondents werelinfluencers and gatekeepers;

However, fewer individuals played the gatekeeper role and slightly 'l
fewer played the influencer roles Within the public sector than in the
private. Perhaps this is due to the design of the instrument (i.e.,
the respondents were judged as»appropriate by the researcher).,

A Interior designers (15 of 29 respondentssugenerally have a
great deal of influence over the type of textile product purchased for
public buildings As outlined by Webster and Wind (1972), respondents
T who played the role of influencer had either direct or indirect Anfluence
on the buying decision, defined or established evaluative criteria,

r

provided information to evaluate alternatives, and emphasized factors
considered important to the decision. Although respondents did not
usually play the role of buyer (the buyer usually being the purchasing
agent or department) or decider (usually the project manager or client)
in this study, designers did play an influential part in convincing other
buying center members of their decisions. As well, in formulating-very
,specific'product requirements, designers may'have forced the buyer or
decider.to accept a particular bid. "Thus, although the purchasing
agent may be the only person with formal‘authority to sign a buying
~Acontrac't;,he may not be the true deciderﬂ (Webster & Wind, 1972, p. 79).
Purchasing agents,played a relatively unimportant role}in this study.

Interior design respondents, especially senior ones, were

most often gatekeepers (as well as influencers) who control the flow of
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\informstion into the buying center. 'Because the&lsctiVely infruence

the definifion of the feasible set of buying alternatives, they
significantly determine the outcome of the purchsse decision"-Kweyster

& Wind, 1972, p. 80). ‘Salesrepresentstiyes vere oftenwnentioned by
respondents ss slsoacontrolling‘the flow of informstiod. Although they -
were not members of the buying center (they did not have mejor, direct

involvement), ssles representstives did in fact influence designers because

- much of their informstion is often the only informetion svsilable

.

(especislly in the forn of catalogues or ssmples)

Decision Stsggg'

The second objective was to clsrify the decision stages. for
each buying situstion and to identify, by role(s) which individuals were
involved at each stage. As suggested by Webster and Wind(:;;>2), esch
stage of the decision process was well defined and identifiable. The
buying situation did not complicate this matter since all the respondente
discussed projects which were categorized as new. task. ’

nTne ‘decision stages in which the majority of'respondents'had;
an involvement were: (1) establishing specifications and scheduling |
the purchase, (2) identifying buying alternatives, and (3) evsluating
alternative buying ?ctions- these respondents generally played influencer
or gatekeeper roles. Very few respoudents were involved with the

identificstion of need stage since this was usually the client's or.

user's role. Although clients wéreybften members of the buying é&hter,‘

they were not interviewed Likewise, for the same reason’ very few

respondents were deciders (again, the client often played this role).

87

v



o o h
: -

ﬁFew of the~respondents interviewed were true deciders,

~although as previously diacusaed. many reapondents (designers) played

[\ Vo
B

‘a very influential part in convincing the actual deciders (not
'appropriate to this study) regarding the purchase of a specific prbduct
L ]

N Evalu;tiye driteria

v

‘The third objective was to determine the evaluative criteria
considered important for product selection by the buying center; and
more specifically to determine the. importance of flammability and
serviceability aspects relative to other evaluative criteria.

; As indicated in the review of literature (Hill and Hillier,
1977; Riser and Rao, 1972; Lehmann and 0'Shaughnessy, 1974; Webster and
Wind, 1972; White, 1978); criteria differ tor_yarious types of
organizations, products and buying situations. In this study, evaluative
criteria, mentioned hy-respondents for each claas of productl(carpeting;
'fextile window treatmentanand upholstered furnishinga), were categorized
by the researcher into serviceability aspects (safety, durability,

maintenance/care, comfort and aesthetics), budget and miscellaneous.

The buying situation was that of new task for all 20 organizations sampled.

......

_ The'most‘frequently'mentioned category for carpeting was
durability, followed by maintenance, aesthetics, budget, safety, and
comfort. Approximately'half of the reapondents who discussed carpeting

'were able to rank the evaluative criteria they named; The remaining

respondents felt that all criteria mentioned were of equal importance.

o
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Using weighted scores based on rankings, it was found that the most
important category was also durability, followed by aesthetics, budget,
maintenance, safety and comfort. Thus the durability, safexy and

comfort categories were of equal importance when " aring frequency of

mgp;ionland welghted scores. Perhaps the drj:k tegory was such
Flaa -4

an .ilmportant criterion for carpeting becpud.”%ﬁ ,“ Mtial investment.

When the data (frequency of mention) were broken down for
privaté and publi; organizations, budget was more important to
respondents in private'orgénizations, vhile maintenance was more
important to respondents in public organizations.

Maintenance criteria usually covered such aspects as low
maintenance requiremeﬁts, ease of stain removal and level of cieanlinesa.
Interior designers often needed to justify (especially to buying
centers in public organizations such as hosg}tals and educatianal

’facilities) the selection of carpeting orer‘biher types of flooring
‘materials regarding the Eriteria mentioned above.

Aesthetic factors were of greater concern to respondents in
“private firms and perhaps this vas due to the "image' that the client
wished to portray. Aesthetics/were very much dependent on the type of
project, althoqgh all‘designers felt aesthetics were important in
contributing to an overall.effer;ive and pleasing interior.

Budget was most important 19 private organizations. This

maf be because the client often had’given the designer a schific
budget to work with and carpeting was the largest expenditure of the
three textile products. Aithough public organizétions also had budget

restrictions, they were generally‘very adequate and not likely to

pose problems.
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Safety, apoéifisally flame resiatanée or flamﬁability. was
always clouq\to the least important evaluative criterion for carpeting.
This may be a reflection of a confuaion'of government regulations
regarding theﬂﬁype of carpeting'(accorAing'to flame rating) that‘can
be used in certain locations in public buildings. Eight respondents
did not ment‘%n flammability as a criterion. Four of the eight were

under the misconception that all carpeting passed government regulations

and therefore could be used anywhere in public buildings. Interestingly,

%

the years of experience of these respondents was not consistent {i;y Q&
: : e ¥

Feial
10 and 35 years) nor was educational background (the first two mentf&ged

abavé had interior design diplomgs, the next an interior degign.degree
and the last, practical experience).

Comfort in carpeting, especially the "feel' was a coﬁcern for
element?ry schoo}s and senior citizen lodges. Static comntrol was only of

concern for schools gnd a few offices. Acoustics'was mentioned for

three office projects and the hospital.

Windoﬁ Treatments

The most frequently mentioned category for textile window
treatments was aesthetiés, followed by cpnifort and safety (of equal
value),'budget, maintenance/care, and durability?® Approximately one
third.of the respondents who discﬁssed textile window treatments were
able to rank the evaluative criteria they named. Using weigﬁﬁed scores,
it was found that the mostAimportant categéry was also aesthetic factors;
followéd by maintenance/care, safety, durability,-comforé, and budget.
Only aesthetic factors were of equal impbrtance‘when comparﬂng'

b

frequency of mention and weighted scores. When the total responses for
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evaluative criteria set for window treatments were broken down for
pfivate‘ahd public organizations, comfort (e.g., light control) was more
important for respondents in private organizations, whiie maintenance

{
was more important for respondents in public ones. \

Perhaps aeythé?ics of window trent;;nt; was so important to
deaigneia because thia‘is the textile éroduct which could be ﬁséd in the
most innovative or creative way. ‘Many types of window treatments are
currently available and this type’of product can be regarded as a decorative
feature, as well as playing a‘functiongl role. |

Safety, spgcifically flaﬁe resistance or flammab%lity, was
qf importance for textilé‘window treatments perhaps because of government
regulations.

Durability was not generaily of greaf concern for textile
window treatments except for organization 1 (a high rise office tovef),
organization 14 (a hospital), organization 15 (a university faculty),
and organization 18 (a senior citizen lodge). This hay be a “

" reflection of a 'desire for a loné lif; expectancy, more frequent

maintenance procedures and an expectation of more physical use.

Sk
PR

Upholstered-Furnishiqgg

The most frequently mentionedbcategory for upholstered
furnishings was also aesthetics: followed by maintenance/care, durability,
budget, comfort and‘safety. Approximately half of the respondents who
discussed upholstered furnishings were able to rank the evaluative
criteria they named. Using weighted scores, it was found that the most
important category was again aesthetics, followed by budget, durability,

maintenance, comfort, and safety. Aesthetics, durability, comfort, and



safety were of equal importance yhon comparing frequency of mention and
weighted scores.

Perhaps aesthetics are so important to designers because
furnishings are a large element in the design process of the interior
enviromment. When data (freqoency of mention) were broken down into
private and public organizations, respondents within the”privete‘
organizations placed more emphasis on budget for upholatered furniahingu,
while respondents in public oréanizatioﬁs seemed to be more concerned
with comfort and durability.

. Practicality of end use in goth maintenance/care and durability
aspects were mentioned by several respondents in regard to upholstered
furnishings. This was especially'true fot health facilities, senior
citizen lodges and restaurants, as well as for office space.

Budget, as suggested by several respondents, was very flexible
" in regard to upholstered furnishings. 'Iﬁ budget cuts were to be made
(for textile products), upholstered furnishings was the easiest of the
three product classes to make a cut. One ‘way ofnreducing-coats is to
order the standard fabrics of the manufacturer.

Safety, specifically flame resistance or flammability, was

the least important cahbgory fot upholstered furnishings except for

respondents in the public organization category. This is perhaps beceuse‘

there are presently no mandatory government tegulations as to the
flammability of upholstered furnishings for public buildings, except
minimum standards set out by The Hazardous Products Act regarding the
sale of faorics in Canada. Although safety criteria were least
important, several respondents did mention flammability of upholstered

furnishings as something that should be considered This was especially
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true for upholstery selections in projects sﬁch as hospitals, senior
citizen lodges, restaurants and educational fsciMties. This may also
account for the fact that the public organization sector were more

concerned with safety than others.

Types of Information

The fourth objective was to determine what types of
information the buying center sought most often for eJZH class of product
and buying situation, and thg importance of each type.

The ﬁuying‘situation wvas that of new task fof all 20
organizations sampled. All respondents generalized types of information,
consequently all three products were covered simultaneously. Very few
respondents were able to rank'the types of information they thought
required segrch on their part. Therefore t;pes’of information which
iequired search were categorizgd into the same categories as evaluative
criteria since the two seem to go hand in hand.

.The most frequently mentioned type of informgtion which
required search referred to durability criteria (i.e., giber content,
wearability, fabric weight, demsity). This is understandable sincé some
textile knowi;dge would be beneficial in this particular area of
specificatiyns. Durability was followed by aestheti¢ factors (e.g.,
coiors, lightfastness, appearance retention) and budget (of:. equal
value), safety (e.g., flame resistance, ;oxicity), maintenance/care

y
(e.g., staining, shrinkage, eaéeiof servicing) and comfort (e.g., static
control.

Information search was generally conducted through catalogues

(discussed under sources of information). Each respondent had, or had
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easy accass to, sample libraries which correspond to their

requirements. These are usually kept up-to-date by lulcg r.brqnontntiv-u.

Sourcas of Information

The fifth objective was to determine sources of information
the buying center considered most helpful and also which sources were
actually used in selecting textile products in cach.buying situation.

When members of the buying center were asked to rank sources of_
information "helpful” in the selection of textile products for public
buildings the following rankings resulted: (1) catalogue{,,(%)
manufacturer 's salespeople, (3) (4) distributors and trade shows
(of equal value) and (5) fellow c;ployoes.

When members of the buying center were asked to name and rank
sources of information actually used in the selection of textile products
ffq%‘the projects under study the rankings were quite similar:

(1) catalogues, (2) manufacturer's salespeople, (3) fellow employees,
(4) distributors and (5) consultants.

Importance of various sources of informationm used or sought
varies with the process, the buying situation (in this study, new task)
and the product itself (Webster & Wind, 1972). Buckner (1967, Fearn (1976),
Gronhaug (1977), Kelly and Hensel (1973), and Patti (1977) also state
that information sources sought vary with the product. Since the buying
situation was always that of new task and the products were not
differentiated for sources of information in this study, the above
findings cannot be supported.

With the increasing availability of textile products for

commercial use, it is understandable that interior designers and others
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vorking in this field have libraries of catslogus samples. Since
available products may change quite frequently, relisnce on the sales-
’p‘c and distributors becomes inevitable. Selecting textile products
for interiors {is only a part of the designer's responsibility, and as
several respondents mentioned, keeping up-to-date with all the -
information on available products becomes an lwc-o;o task; especially
when ;esigner- often possess very little technical textile kno;andgi.
They must rely onvthc word of the salesperson, who is often judged to
be very biased toward his product. Learning from trade shows (which
allows a convenient means of comparing products) and use of cbnnultanta
seems to ease some of the uncertainty with regard to textile -elecpionn.
Consultants are effectively described by Hill and Hillier (1977) as
"those individuals who provide background or specialist information'

(p. 65).

Textile consultants were not commonly utilized according to
the findings oi‘chis study. Discussion with several respondents
indicated that designers are generally unaware of this type of service.
Interestingly, personnel of other design companies were also not
utilized very often.- Perhaps this is due to the competitivengss of
the profession.

- When the sources of information were categorized according to
Webster and Wind's (1979, p. 115) classifications it was found that the
most helpful and most used category was that of Personal-Commercial,
followed by Impersonal-Commercial, Personal-Non-Commercial, anda
rImpersonal-Non—Commercial. Selection of personal over non-personal

sources lends support to Kelly and Hensel's (1973) study of offset press

purchaseg. Such traditional source® confirm Fearon's (1976) study.
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Factors Affecting the Buying Decision Process

[ . !

 The sixth objkctive was to determine what facto;s influenced
searchfbehavior, épecifically the evaluative criteria considered
impBitant, and to eategorize these as organizational, en&ironmental,
interpersenal (grouP),'or>indi§idual influences. The buying situation
also affects the decisien process (Webster & Wind, 1972). In thie
.study, the buying situatien was that of new taek. Many respondents
discussed the facts that the "newness" or "ﬁo; challenging the project
was perceived",‘along with "their experience", influenced the decision
process in terms of the amount of effort and search thet was conducted.-

According to a study by B;and (1972), a greater number of
senior level members iﬁ an organization were involved in the decision
procese.' The findinés of thisﬁéfedi;lend support to this statement
since many respondents Were'pfihc%pels of their own firms or senior
members\wighiﬁ the organization.
k”ﬁuying centers ranged in size‘from three to nine members
which lends support to the study done by Do?le, Wbodside and
Mitchell (1979) who found, for new task buying situations, that buying
centers averaged three to six members,

The factors whieg seemed to inflﬁence most strongly the
selection of textile products.for public buildings in this study were
individuai, organizational and eﬁvironmental'factors. Of-partieular 3

interest was the fact that nearly every respondent mentioned government

regulations as affecting the selection of textile products which could

\ N,

.

be made for public buildings. Marketing efforts by salesrepresentatives

were also another important environmental influence aféecting decisions

v
i

made by members of the buying center. T~ -
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Specific Problems ' K

Al

Objective 7 was to determine specific problemé that arose when
selecting textile products for public buildings. The variety of respounses
made these data difficult éo categorize. However, several categories of
responses were 6f interest to this study. These included: keeping“up
with new textile products in the marketplace, interpreting sales-
representatives’' information which is often bilased, making textile
seléctibns_for specialized projects such as hospitals, and finding
comparable or equal pfoducts when products originally selected are not
available.

Seveﬁgl ¥espopdents discussed the fact that selecting textiig
products for co;me:cial use is becoming a more and more difficult task.
for interior designers and architects. Textile information is only a
. minimal part of their education and with the number of advanced pfbducts
on the ﬁarket it is understandable that people involved in the decision
‘process ha§e problems with textile‘selection;’

Several respondents, when questioned about sources of information
used in this procurement process, mentioned that they would utilize the
services provided by a textile consultant if they knew of one.

Some problems were reduced through discussions at professional
association meetings (21 of 29 respondents belonged to some professional
organization) and also through personal experiencé.

One éroblgn which was not directly méntioned was that of
difficulty in interpretation of gqvefnment regulations. Perhape if this
question had been specifically addressed, responses may have resulted.
It should be noted that government regulations were étated by many

respondents under factors which influence the selection of textile



Ap;ﬁduets for public buildings. It should be noted that several
-éespondents were confused or uhder misconéeptions regérding flammability
regulations for textiles used in public buiiqings.

Several respondents mentioned that problems decrease with
expeg}ence and that use of triai installations (time permitting) also

tends to minimize unwise selections.. : ‘ i:
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CHAPTER 6

CONCLUSIONS

The results of thisvstudy suggest that several individuals
are involved in the buying decision process and that members of the
buying center play variou% roles at different stages. These findings
lend support to the Webster and Wind (19725 model of organizational
buying behaviof. Other researchers' suggestions with respect to studying
the buyiﬁg p;oce;s (Cyert, Simon &-Trpw, 1956; Harding, 1966; Nicosia
‘§ Wind,‘1977, 1977(a); Webster & Wind, 1972; Wind, 1978) were also

‘ ;4orted. |

The‘buying center varied in size #ccording-to the organization;
larger, more 1eng£hy érojects generally tgnded,to involve more people.
Members of the buying center géually played influencer and gatekeeper
roleé during the following decision‘stages: establishing specifiéations
and scheduiiné the purchaéé, identifying buying alternates and evaluating
’alternative bﬁying actibns. Interior design respondents, although they
did not often play the r01? of decider, were frequently very influential

in convincing the decider.

N

Evaluative criteria, set by members of the buying center, ///

were specific tp the product. For carpeting, durébility, maintenancg
and aesthetics were of primary importance. For window treatments,//
concerns were for aesthetics, comfort and safety. For upholstereé
furnishings, aesthetics, maintenance and durability were coﬁsidered
paramount. |
The buying situation was always that of new task f;; this

study. This suggested that buying center members must conduct a widespread

search with regard to the criteria set for each product. Durability

99



1170

imformation was éearched for most often, féllowed by aesthetic
1nform§tidn} price (budgeé), safety, maintenance and. comfort. 1Safety
was not an important evaluaiive criterion except fpr window treatments,.
aﬂd the information search rgflects thig._ )

Cat#logues,»manufacturer's‘salegpeople;’distributors,‘trade
shows and felloﬁ empiqyees‘gre the sources of information which were )
thought to be the most helpful (and used) in the overall search'procéssl
These may genérallf'beigrouped as Personal—Commercial gou}cea.

¥ The factoré whicﬁ most influence the selection of textile’

products for pubiic buildihgs wére 1ndividual,vorganizational ﬁnd
environmental-factors. “

The tige that buying center memberé weré involved with a project

varied fpr each 6rganization; public organizations averaged twice the .

length of involvement as private ones.

e

Problems thét arose when.selectiﬁg‘;extile products forh
public>buiidings varied considerasl&. Prdﬁlemﬁ that were of interest to
this study were: staying abreast of the increasing nuﬁﬁér;gpd variet&
of textile products on the market, selecting textiles for speéializgd
facilities, recogﬁizing comparable altgrnatives to unavailable prodﬁcgé,
aﬂd analyzing the ofteg_ﬁiased information from sales repfeSentativeq.

The ab&ve mentiongd problems were'ofteﬁ said to bé due to a léck of «
technical knowledge with regar&‘to commercial textile products. Members

of the buying cen;er diséussed govermment regulations as a factor which
influences theirwsele;tions, yet did not mention these as a problem.

Safety, regulated by governmggfvlegislﬁtion, Qas not high in importance

for information search; yet many respondents were under misconceptions

regarding téxtile_flammability and interpretation of textile safety regulations.



CHAPTER f,
SUMMARY AND RECOMMENDATIONS

The purpose éf this explotasoryhstudy was to examine buying
dec;sions~made in ofganiz#tions which pui;hgse te#tilélproducts |
(carpeting, textile window treatments'and upholstered furnishings) for
use in public buildings.

The Webster and Wind (1972) model of organizational buying
behavior provided‘ihe‘basic framework for this research. .The decisioﬁ
process domprised the main focus of study with emphasis on evaluative
criteria and {nformation search. ‘

A purposive saﬁple.of.zo,organ;zations was sélegtéd; of
the 20, sgven'were public or noﬁ—comméfcial and 13 were'privéte or -
commércial organizations. The sizé-of‘orgﬁnization varied from oné to
.severgl huqdréd employees. Carpeting was discussed in 18 of the .

20 orgaﬂizationa; window treatments.inbl4, aﬁd upholsteréd furniéhings
in 16.' The buying situation in all 20‘$fganizat10ns was that of new
task. Within the sample, 29 respondents were interviewed.

| The»ﬁuying center 3§eraged 3.8 mémbefs for private
organizations (ranged from three to six membérs) and f}vé members for
public org#hizations (ranged from five to nine members) . The majority
of‘members in the buy%pg'centersvplayed-influencér'and'gafekeeper
roles énd élthough they were ndt éctual deciders, these members were
influential in convincing the deciders. Buyers (purchasing agents or
departmentsj played a'relatively unimportant role in thié procurement
process. | | |

The majority of‘respondents were involved in the following
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‘stages of the buying decision process: (1) establishing speclrications
and scheduling the purchase,“(Z) iﬂentifyi buying alternatives and

(3) evaluating alternative buying actions. \|The public and private-firms
exhibited similarities in their involvement)\

Evaluative criteriavset by members\of the buying center were
specifig_to tse product discussed. These were\categorized byvthe
researcher into serviceability aspects, budget{and miscellaneous. The
criteria were analyzed in two ways by the researcher. For frequency
of mention analysis, the following order of criteria resulted for
carpeting: (1) durability, (2) maintenance, (3) aesthetics, (4) budget,
(5) safety and (6) comfort. For window treatments the criteria; in

-y

order of importance, were: (1) aesthetics, (2) comfort and safety
(of equal value),/(3) budget, (4) maintenance and (5) durability.
Criteria for upholstered furnishiags vere: (1) aesthetics, (2)
vmaintensnce, (3) durability, (4) budget, (5) comfort and (6) safety.
. When evaluative crlteria were broken down for public and
private organizations, a few differeﬁces occurreo. For carpeting, budget
was more important to private organizational members while maintenance |
was more important.to‘public members. For window treatments, comfort
~ was more important to'private'organizational me;bers and maintenance
more‘so to public members. Budget was less important'to pablic
responeents than private. . For upholstered‘fﬁrnishings,ibudget'was more
important to private organizations;bﬁhile more emphasis was placed on
coﬁfort and duraoility by‘respondents within publlc organizations.
Evaluatiﬁe criteria were ranked by several respondents.
For carpeting, the following criteria rankings resulted. (1) durability,'

(2) aesthetics, (3) budget, (4) maintenance, (5) safety -and (6) comfort.
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For window treatmentk, criteria rankings were: (1) aesthetics,
(2) maintenance, (3) safety, (4) durability, (5) comfort and
(6) budget. Rankings for upholstered furnishings were: (1) aesthetics,‘
(2) budget, (3) durability, (4) maintenance, (5) comfort and
(6) safety.
Types of information sought by respondents were:
.(1) durability criteria, (2) aesthetics, (3) budget, (4) safety,
(5) maintenance and (6) comfort. No substantial differences occurred
between private and.public organizations on this issue.

Sources of information considered most helpful by members of
the buying center Vere: (1) catalogues, (2) manufacturer's salespeople,
(3 distributors and trade shows (of equal value), and (4) fellow
employees. The actual sources used were ranked as follows (1) catalogues,
(2) maaufacturer 8 salespeople, (3) fellow employees, (4) distributors
and (5) consultants. The most important sources would be classified as
'personal—commercial according to Webster (1979) No substantial
differences occurred between private and public organizations in this
instance. ' ( |

| Factors which influenced the selection of textile products
for use in public buildings uere mainly individual, organizational and
-envirommental factors. Public organizational members named an average
_of twice as many individual factors as did private sector members. Of
particular interest to this study were environmental factors, government
regulations did play an important part,/as did marketing efforts of
sales representatives, in influencing the selection ofvtextile products
for public buildings.

The average time of. involvement for projects discussed during '
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the interviews differed between pyblic and private organizations.
Although the range of time involve was similar, the average or mean
time was twice as long for public as 1t was for private organizations.
When asked about specific problems that arose when selecting
textile products for public buildings, several respondents expressed
‘the following types of problems: keeping up-to-date with all the
nev textile products being marketed, a lack of experience or technical
knqwledge regarding textiles, filtering biased information from sales -~
representatives, choosing textiles éor specialized areas such as

hospitals, and finding comparable alternatives when a selected product

became unavailable.

Recommendations for Further Research

Since this study was exploratory in nature, objectives were
used' hypotheses may now be established A more structured instrument
could be used with a larger sample to test hypotheses. Based on the
findings of this study the following hypotheses shouid be considered:

1. VNo si;nificant ass;;iation exists between the

'4composition of the buying centér and the type of
organization.
-The buying centers within the sample used for this
study varied between public and private organizations.

2. No significant association exists between the type of

organization and r
a. the types of information sought
b; the sources of information used, or

c. the importance of evaluative criteria set.
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Although no substantial differences were found between
public and private organizations in this study with regard to
~information search, perhaps this was due to the éesign of.the interview
questions. However, diffenencesﬁbetween types of organizations did
oécur for evaluative criteria.
3. No significant associlation exists between the type
of influencing factor (i.e., organizational, |
environmental, interpersonal, or indivi@ual) and
. a. the types of‘information éought
b. the sources of information used
c¢. 1importance of evaluag%ve éritéria set, or
d. type of_organization.' ;:> ‘ u\\
The findings of this study suggest that inf}uencing factors
may depend on the type of_organization (public versus private).
The following hypo;heses,'although they were not supported
by the’findings of this study, may still be worthy of consideration
for further research: ’
1. No significant association exists between the buying
situation and SR |
a. the types of information'Séught
b. the sources of information use&, or
c. 1importance of the evaluative criteria set.
_ 2. No significant association exists between a respondent's
educational background and A
a. the types of information sought
b. the sources of information used, or

c. the importance of evaluative criteria set.’
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3. No significant association éxists between a
respondent 's years of experience and
| a. the types of information sought
b. the‘sources of information used, or
¢. the importance of evaluaéive cfiteria set.
The final product choice was not {nclude& in this study.

All stages of the orgahizational decision process could Be examined

in future studies.

‘Recommendations for Private Industry

Ag Indicated by the findings of this study, sales-

representatives are a key marketing resource (through their presentations

- «

and cétalogues) to individuals involved'%ith the procurement of textile
products for orggﬁizations. Since>the“bﬁying center changes from

; organization to organization, salespeople muét recognize the camposition
of the buying bepter_in each buying situation; they must also be able

to identify specific individualq who are influential to the select;on
%rocess and apﬁroach these peoplé.

Certain membe?s of the buying center require specific
information reéarding the criteria s&t for each product aﬁd the saleé-
representatives must be able to supply this information. Manufacturérs
could: make an;effort to bettgr educate their sales personnel’to provide
both appropriéte and adequate information to the individuals respohsible
for selecting textileé for commercial use. Catalogues éhould be as L
infprﬁative as possible, especially for the individuals.ﬁrifing

o~

specifications and seafching for products that meet these criteria<”
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Textile specialists may play an important role in educating
both salesrepresentatives and individuals involved with the textile
buying process. They can also provide a consultative aervice to those
individuals who are uncertain regarding textile selections, especially
for specialized projects such as hospitals and senior citizen housing.
With the larée number of textile products produced for tqday's market it
is inevitable that designers and othgrs involved in the seiection of
textiles for commercial use may and do experience difficulties. People
;re beginning to realize\that one cannot be a specialist in all aspects
of a career; they must specialize in smaller areas. Textile consultants
may provide some of thg specialized information required by members of

the buying center.

Recommendations for Government

v

L3

From the findings of this study, it is evident that many

individuals involved in the selection of textiles for public buildings

L .

do not understard the flammability regulations set out by the government.
R

.These individuals may not always realize their own lack of understanding.
With various safety regulations in existence in Alberta,
designers sometimes select flame’resistant fabrics for commercial use

<

simply to avoid any risk or uncertainty in meeting requirements. Others
are misinformed about a broduct's ébility to meet flammability regulations.
There may also be a need for a program to educate the appropriate

decision makers who select and purchase textile products for use in

public buildings. o
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A. ORGANIZATIONAL‘DATA_

NAME OF ORGANIZATION

LOCATION

NATURE OF BUSINESS

TYPE OF BUSINESS |
(COMMERCIAL OR NON-COMMERCIAL)

PURCHASING STRUCTURE

SIZE (NO. OF EMPLOYEES)

PROJECT



B. PERSONAL DATA

b

NAME

SEX

POSITION IN THE ORGANIZATION

SPAN-OF CONTROL

YEARS EXPERIENCE
(in this type of occupation)

YEARS WITH CURRENT ORGANIZATION

HIGHEST LEVEL OF EDUCATION

PROFESSIONAL ORGANIZATION MEMBERSHIP

115
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C. SEMI-STRUCTURED INTERVIEW

7wy

_THE BUYING CENTER

1. How would you describe your in#olvement in the buying process?

(Interviewer check appropfiate role(s):

- influencer » user » gatekeeper , decider , buyer )

2. vAre‘ofﬁer individuals involved in this process?

Probe: A ;
a.. Who (name/title) initiated this project?

b. Were other people asked for advice? who?
c. Who éontrols the fiow of pertinent information to members
involved in the buyiggpprocess (é.gf, information;ab;ut new_prbducts)?
d.' Who sets up specifications toise met by product or supplier?
e. Who'searchesvfor information about the prodﬁc; (e.g., aifernatives
that are available)?v

f. Who makes the final decision?



Page 117 has been removed due to lack of
availability of copyright permission. It describes
a chart on decision stages and roles in the buying
center. This material may be found in:

Webster, Frederick E. Jr. and Wind, Yoram
Organizational Buying Behavior, Prentice Hall,
1974, p. 80. . ' '

/
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D. SEMI-STRUCTURED INTERVIEW

EVALUATIVE CRITERIA

BUYING SITUATION

PRODUCT(S)

!
1. What concerns, criteria or specifications were set for the product

or supplier.

CARPETING _ WINDOW TREATMENTS UPHOLSTERED FURNISHINGS

2, Rank the 5 most important.

3. If fiammability or servicéability aspect were not meﬂtioned,

ask for reasons.
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~E. SIMI-STRUCTURED INTERVIEW

Py

INFORMATION SEARCH
. ‘ :

>

1. After setting criteria or.specifications for the product or supplier,

what types of information did you find it necessary to search for?

Fl

2. Rank the 5 most important.

3. What types of information were you familiar enough with that no

- search was necessary?



120

F. STRUCTURED INTERVIEW

From the following 1list of sources' of information, rank

(from 1 td 5) the sources you consider to be the most helpful in, any

buying situation or product class.

it

Distributors
Manufacturer's salespeople

Advertising (radio,
newspaper, brochure).

Catalogues

»r Direct mail
Trade publications
Telephone yellow pages
Consultants

Textile consultants

L S

Government agency personnel

Employees of other
companies

Fellow employees
Technical journals
Government publications

Trade skKows
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G. SEMI-STRUCTURED INTERVIEW

1. Name the sources you actually used.

L3

-

2. Rank these according to the 5 most helpful.

i
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i

H. SFIMI-STRUCTURED INTERVIEW

INFLUENCING FACTORS

You mentioned that ... (factors mentioned during the course of
the interview) affects the selection of téxtilea that you make. What
other factors influence the specifications or selections that are made

for textiles which are used in public buildings?
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I. SEMI-STRUCTURED INTERVIEW

1. What is the approximate length of time involved in this

buying process?

U

2. Can you think of any specific problems that arise when selecting '

textiles for public buildings?



