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AB ST RACT 

This s t udy i nvest ig a t e d possi ble di' ff .. erences 1n inter-

persona l communi ca ti o n styles between rural and urban 

communi t ies. Specifically, the study tested to see if the 

i nterpersonal communication styles of rural and urban bank 

public relation practitioners significantly differed. 

Empirical research has documented demographic and 

cu ltura l differences between rural and urban societies, 

i ncluding communication norms. This t hesis, however, 

specifically focused upon an y differenc e s between rural and 

urban verbal reactions toward empathy, patience, assertive

ness , hostility, and customer recognition. Bank tellers 

were targeted because of their daily contact with a broad 

cro ss section of the local societ y . The ba nking industry 

also was chosen because of it's consistent product line in 

bo th rural and urban areas, the result of one overall 

marketing program handed down from corporate headquarters . 

Tellers were given a questionnaire conta i ning five 

commonly encountered customer situations. After each 

scenario were five questions, each f o llowed by a Likert-type 

re sponse scale . The questi o ns we re st r uct ur ed t o measure 

deg rees of either empathy, patience, asserti venes s , 

hostility or customer recognition (as measured by 

communication responses), and the communication responses 

Were then measured against six demographic variables: age, 

ge nder , education, population of childhood town, number of 

geographic rel oc a ti o ns, and length of resi denc y at current 
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CHA PTI : R 1 

INTRODUCTION 

Ever y society , regardle f 1 1 · ss o oca 1ty o r demographic 

constructs , will develop its own uni que s en se of self , its 

own defin i tio n of community . This " communit y sentiment " 

will "reflect the normative integration achieved throu gh 

commo n va lues , local l oya lties, shared traditions, and 

ind i v i d ual interactions. Communi ty sentiment indicates 

r esi dents ' subjective feelings t oward each other and t heir 

communi t y a s a whole" (Christenso n, 1979, p. 387). Whether 

by birth or relocation, individuals will become part of and 

reflect the cultural dimensions of their own environments. 

In essence, citizens internalize their community's sentiment 

and then display these accepted norms through daily 

interactions. 

To say that all societies have similar underlying 

norms, however, would ingore the unique cultural evolutions 

that occur within each society. Every community is 

one-of-a-kind. Bealer- et al. ( 1965) referred to a 

community's normative behavior as "patterned inter-action" 

(p. 264). Weinberger (1985) explained that norms deter-mine 

action and can be assumed to exist if they ar-e exemplified 

in community behavior. He concluded that "the r-eal 

· regulative systems is based on their exis tence of normative 

307) Christenson stated that institutionalization" (p. • 

a re subJ·ective feelings that are th e community- based norms 

inter na lized and subco nsc i ous motivator-s of socia l 



, '1 L l' l ,l C l ,, n , 
Br ya nt ( 198 4 ) r efe r red t o s ubjecti ve no rm s rJs 

"We 
!"' e h a v 1 o r a l pa t e r n s gov e r n i n g s O c i a 1 i n t e r a c t i 

O
n . 

cultural l y co nstr ai ned to utili'ze pat · 1 
1 r 1cu ar too s o r 

a r e 

t ec hniques in accomplishi ng cer t a 1· n t k b h ass ecause t ey are 

socially de fined as 'appropriate,' 'correct,' even 

' natural ,' whe t her o r no t they are the best suited t o the 

task at ha nd " ( p . 11 8) . 
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Fishbe in a nd Ajz e n (1975) designe d a model f o r soc i e t al 

ba c kg r ound variables which included attitudes and beha v ioral 

intenti o ns that mediate individual behavior. They labeled 

the t otality of these normative pressures as "subjective 

norms." They concluded that "a person's subjective norm 

base is viewed as a major determinant of his or her 

intention to perform that behavior" (p. 16). Societal 

norms, therefore, are the accepted and internalized values 

of a community that dictate individual behavior patterns. 

Individuals within a given society would be hard 

pressed to give self-reports of their subjective norm base. 

They would lack unbiased objectivity of their ingrained 

cultural norms and probably would be unable to articulate 

th e r e asons for their behavior. Consequently, researchers 

a re limited to the examination of external objective actions 

of a society as the expression of subjective norms. 

Theoretically, analysis of outward societal behaviors should 

give clu e s that would help in the construction of a 

normative bluep r in t fo r th a t soci e t y . As Stewa rt (197 8) 
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co nc ludes, " if we want to comprehend the whole human person, 

we mu st look not at individuals but at persons-in-relat i on" 

(p . 197). 

Empirical research has alread y recognized va rious 

subjective norms such as community sentiment (Christenson, 

1979, P• 387), community attachment (Berry and Kasarda , 

1977), cultural hetero- / homogeneity (Wirth , 1938 , p . 24 ; 

Chr istenson , 1979, p . 390), s oci_al differen t iation and 

stratification (Schnore, 1966, p . 133 ) , socia l integration 

(Bharadwaj and Wil ke ning , 1980, p . 337), social tolerance 

(Marcus et al., 198 0 p . 733), and social responsibility 

( Ar row , 1 96 3 , p • 9 4 1 ) • The s e a n d o t he r s u b j e c t i v e no rm s 

eventually produce objective compliance behavior . 

Examples of objective norms (outward behav i o r based 

upon subjective norms) that have been directly observed by 

researchers include polite address , appropriate gestures , 

conversational propriety (Bryant , 1984 , p . 118) , role 

definition (Jerre ll, 19 84 , p . 259) , and difference s in 

situational appropriateness for the same behavio rs between 

soc i e t i es ( Phil i p sen , 19 7 5 , p • 1 3 ) • 

Befo re a normative analysis of any given society is 

performed, one ma jor distinction must be made . Given 

h · or town i· s unique in its cultural tat each city 

random selection of cities evolution, it would seem that a 

wo uld insure a representational sample , American culture , 

· tons still retains two distinct even with its man y varia i , 
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Jnd importa nt d i v i s i o ns th a t a f f t h · ec t e no rm a ti ve co ns tr uc t s 

of their re s pec tive city ty pes . The se two d i visi o ns a r e 

" rur a l " and " ur ba n ." Ove r a ll , r ur a l commun i ti es exist in 

the co un t ry a nd urb a n commun1' t 1·es · · ex i st 1n densel y pop ula t ed 

a r e a s . People in these two areas each have been assigned, 

t hrough empirical research, various personalit y and 

cultura l t r aits . Spec if ic de f i ni t i o ns and descr i pti o ns o f 

r ur a l a nd ur ban societ ie s a r e d is c us s ed in t he "def in it io n" 

secti o n of this paper. 

Interaction between rural and ur ban societies and 

their normative characteristics histor i cally has been 

limited. Rural areas by definition are physically isolated 

from urban influences. In like manner, urban societies 

rarely extend beyond their metropolitan borders to 

accomodate isolated rural communities. These two cultures 

so overpower the initial evolution of one of their own 

communities that randomizing without consideration of the 

normative influences of "rurality" or "urbaness" would 

distort the statistical results of any stud y. Therefore, 

all further discussion of cultural norms will take into 

ac count the rural or urban demographi c s of t hose 

communities. 

In order to conduct a normative analysis of various 

societies, several specific objective norms must be selected 

f o r observati o n. These norms, o r beh avi o rs, must be common 

Urba n a r ea s t o f acilitate c r oss - cult ur a l 
t o bot h r u r a l a nd 

ge ner a l i za t i o ns a nd compa riso ns . 
"Comm unic a ti o n" was the 
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cultural norm selected for t his thesis as it is a n acti v ity 

in which every ind ividual participates . 
It is commo n t o all 

class structures , job descriptions , ad com un it y functio ns . 

Age , race , and religi o n do no t limit the ~res ence of co mmu -

nicatio n . It is an "equal opport ni y va ri ab e . " Regard 

tal co n-less o f demographics , com unicati on 11 1 c es the 

l ' esthe l <, 0 ' . · . .; : 1C1 S )C le '! 
cep tu lC an C l r . .... e l <..; :) a 

shares n [tha know •J e : s :-~ c ~ ~ ·~ ~ ~1 n e x;, res se 

thr o u h he ove r l l s r e oC so t: ':' I 5 ~ 

(Frentz nd Farr 1 l , Jr l . : o r s 

"communic 1 o n" wil ~ s r' d. s 

occu r urin no m l I - c0 \.! ·n ' - en 0 n e 

Of "' Ii E Ron f.' 

h . s:. . ,.h 1S i)OS , ) '-• '-

nces ~ w en co un C o n s ,. 
1 .. e s . 

inc s em iric n 

cultur l l e nces n n 

sine cornrnunic n s 0 ,on 0 , . s 

t omrnu n 1 0 0 "s :.· " ::) n 

o r s . ,: t. ) no s n 

',I h bo h n C '- es ru r 

spec1 l t ten 0 ·er 0 s 0 r p y , 

pa t ie nc e , s se r en ss , O S n s 0 er 

re 0 nit ion . 



JUSTIFICATION FOR THE STUDY 

Some boundaries bet we en rural and urban societies are 

rapidl y disappearing . With t he ad vent o f electro nic 

communication , it is no l onger necessary t o de al with 

physical limitations . The exchange o f id ea s thr ough 

transport a ti o n a nd electro nic e d i ums i s be i nin g t o 

homogenize rur a l a nd u rban areas . II ~ r an 

di f ferences diminish and r ral socie es be ome ore 

cosmopo lit a n and coor i na t io o r con r o l lin a es o n 

metropolises co ntribute t o n o ver r c1i n soc 

(Ross , 1987 , p . 25 8) . 

becoming urbanized . 

Thus so e r r 

s cro ss - cu 

companies a r e a b l e to e xp o 

Urba n- bas e d a mini s t r 1v he u 

fac ilit ies in outl yi n sub r n o 

co nveyi ng co ntro l fr om p ce o o 

pr od ucti o n (rural ) . 

n 

s 

n 

r n b e 

e 

ies 

0 

on 

( 

s re 

eve 

n 

0 

s , 

an) 

C n 

s r uc ture " 

ually 

0 I r ban 

1On ly . 

p 0 u io n 

ereb 

0 p C of 

e seen i n One e xa mple o f r u r al n 

the r ece nt conso li at io ns in 

Ja nu a r y , 1986 , f o rt y s t es h 

s ry . By 

ss s ban 1n 

6 

laws (Calem , 1986 , p . 5 ) • · er er s ions have now 

h crea ted a n interst a t e ba n in er 

companies expanding into numer ous sta es 

vario us sizes. Severa l " eg aban s " ha e 

ho i ng 

n nt o rkets o f 

oast - t o- c oast 

aff iliati o ns wh ile own in br a c es · n the i c o ntinen t ny 
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states . Small branches ca n be f d . 

oun 1n bo t h r ural and ur ban 

area s , bringing to all these communi' t i· es the 
po t ent i a l fo r 

cultu r a l modi f ic a ti o n. 

Because of the trends · b k in an expansio n, both the large 

urban offices and the rural branches ha ve been inc o rporated 

under the same market i ng r oof. This ha s created a 

ph i losophy t hat what works in the city will work in the 

countr y , if the program is r estructed Eo r rural f o rmats . 

While this phil osophy usuall y or i gina t es at the bank ' s ur ba n 

headquarters and may be the best economical approach , the r e 

a ppe ars t o be a n i nherent as s umption that marketing need s 

and solutions have homoge niz ed across rural and ur ba n 

s oci e tal boundar i es (Ro s s ' s " intraorganizational 

homoge nization"). Although there is no empirical "proof " 

that this marketing mi nd set exists , most o f the marketing 

seminars attend ed by the author over eight years of bank 

public relations work tend to substantiate this claim . I n 

fact, many of the mar ket i ng pe rsonnel from the rural - based 

banks have had to r ede s ign the urban program to suit the i r 

own societal needs. In essence , rural personnel were 

· t . n o f arketing needs has de mo ns t ra t i ng t hat a homogen1za 10 

no t occurred. 

dl.ff erence s between ru r al and urb a n But have normati ve 

k t ing program des igne rs? Can societies been ignored by mare 

a compan y assume t hat ge neric program formats automa t ica ll y 

ross cultural boundaries ? By 
produce ge ne r ic r e s po nses ac 



e xamining compan y branches that 
are l oc a ted in different 

s ocieties but that use the 
same mar keting f o rmats , cultural 

responses can be examined and 
compared . The presence of 

diffe r en t community responses 
t o the same interpersonal 

situations should indicate di' ffer · ences 1n cultural 

applicatio ns (normative response s) . Th eref o re, it is 

hypo thesiz ed t ha t ther e will be a si ni fican t d i f feren ce 

be tw ee n rural a nd ur ba n i n t e r pe rso na · co mmu n1 a t io n s ty les 

(r e sp o ns e s) of rur al a nd ur ban ba nk ~ub lic re l a t i o ns 

pr act iti oners . 

DE FI. IT I O. OF HE TERMS 

Rur a l : Fo r this th esi s , " r u r al " il l be a ny community 

th a t e xists out si e o f th e omin a in in l ue ne e of n urba n 

a r ea . Thi s wi 11 e xclude sub rbs :rom he r ral con in uum . 

Rur a l a r eas will be t hose wh i ch are phys ca ly sep r a t ed 

f r om dai l y co nt act with th e ur an en r on en t . So e rural 

no rmative vari ab l es th t p re omina t e a r e homogenei t y , hi g h 

communit y sent i men t (satisf cti o n ) , tr a i io na lism, nd a n 

o r ie nt a t i o n t oward inter per so n l e o nsh · ps . Occupa -

ti o nal l y and ecolo 1c lly , t he e 1n1 10n nc e a 

pre domi na ntl y agricultur l ba s e in s ry , spa rs e popu ti o n 

distribution , cl os e famil y t i es , lo w e c t io n l evels , la r ge 

fa mily size , and a pop ula t io n base upon the very yo u ng a nd 

the ver y ol d . · l be a ny co unit y that i s Rur al , t hen , w 

phy sic a ll y se pa r ated fr om an r b n r ea , bas e s i s ec o nomy 

8 
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on ag ricultural industries, and adheres to a traditi onal 

lifestyle . 

Urban: Any densely populated community will be consid

ered "urban," although the definition will not be delineated 

by numbers alone . Urban will include any community with a 

combination of multi-service and manufacturing structures , 

adv anced business and educat i onal oppo rtunities , a heter o

geneous po pulation mixt ure , speci alized labor oppo rtunities , 

and the presence of various types o f nei ghborhoods 

including inner city a nd su burb s . 

Communication: This variable will be defined as the 

verbal exchanges that occu r during a no rmative - c ontro lled 

interpersona l e nc ou nt e r. Since a nswers t o the survey wi ll 

be self-reported, o nl y verba l res po ns es will be e x mined . 



CHAPTER 2 

REV I EW OF THE LITERAT URE 

Empirica l literature did not address 
rur alit y as a 

separa t e societal entity until the rni'd . t· -six 1es. Urbanism 

had been the main focus of early demographic studies due to 

the rapid growth of industrialism during the first three 

decades of this century. Rurality was assumed to be 

an y thing "non-urban." If ad f ' · · e 1n1t1on was suggested, it was 

usually along the lines of agricultural pu rsuit. Perhaps, 

there seemed little need to define "rurality" since it was 

the common background for the majority of the population. 

Consequently, migration to and growth of urban areas was the 

popular focus of literature. 

The foundational study for urban sociolog y was by Wirth 

in 1938. His insights focused on the structural phenomenons 

of urbanism, such as ecological and oc cupational descrip

tives, but attitudinal and behavioral explanations were 

excluded. His article also determined only statistical 

significance (as opposed to substanti ve significance) and 

computed urbanism and ruralit y by traditional statistical 

criteria. 

Specifically, Wirth measured the effects of structural 

conditions on the feelings and relatio nshi ps of urban resi-

dents. b d normative behaviors He labeled people's value- ase 

d th t rural and urban 
as "community sentiment" and foun a 

. 1· d distinctively different types of 
residents had 1nterna 1ze 

sentime nt or community well-being. 
Size, density, and 
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he t e r oge neity were his thr 

ee structural conditi ons of 

urbaness . Th e se in turn prod u d • . 
ce iso lat i on, anonymit y , 

impotence or powerlessness, impersonali' t y , and malaise. He 

concluded that the larger the number of inhabitants in a 

community, the greater the chance of segmentation and 

impersonal relationships. W' th th 1 ese conclusi ons in hand, 

he predict ed the fate of residents in vari ous s ize 

communities. 

Empirical literature did not address ruralit y as a 

separate and unique social entity until the mid-si xties . 

Technological advances were bringing new occupati o nal 

choices to rural societies, creating a need for an updated 

definition of ruralit y . Be aler et al. (1965) br ought this 

meaning beyond one of low populati o n densit y with 

agricultural production as the ma jo r ec onomic bas e int o a 

three-fold definition that included ecolog ical , occupatio na l 

and sociocultural classes. "In most cases , to know where a 

person resided was to know what he did f o r a living , the 

pattern of his values and his normal inter acti on situations 

. This is no l o ng er true" (p . 256 ) . 

sealer's ecological definiti o n addr essed va ri a ti ons in 

size and densit y but went beyond mere numbers . It was co n-

cerned with the impact and interacti o ns of social structu re 

. d1·v 1·s1·on of labor, heterogeneity and upon anonymity, 

personal acquaintance. 
· de no te d ag ricult ur a l 

His occupational definiti o n 



l 2 
;-,r ~duct 1nn . This ha d bee n the 

overall traditional 
def initi o n of rur a lity a nd was 

sti ll applicable , but Bealer 
recog ni zed farm ing as just 

part of the overall occupational 
base . 

The third component of Sealer's definition, the 

sociocultura l co nstruct, referred to · a society's structure 

and func t io ning and the shared ide a ls of behavior i nc luding 

norm s a nd va lues. 

Willits and Bealer's (1967) article supported the pre

vio us three-part societal definition but sought to assess 

the degree of "rurality" or "urbaness" of individuals within 

a community. They found that physical residence within any 

particular society did not necessarily imply that any given 

individual was wholistically rural or urban. Instead, the 

authors concluded that previous composite definitions of 

one's society "obscured the interesting and perhaps 

important relationships between the various components and 

individual behavior" (p. 177). 

Schnore (1966) also analyzed sociocultural relation-

ships. He theorized that even though the objective, surface 

disti nctions between rural and urban might decline due to 

One 's subJ' ective, value-based discross-cultural blending, 

tinctions would remain. His article touched on th e 

migration theory, wherein the place of origin would always 

. . . fl e on behavior in later life. exert a cont1nu1ng 1n uenc 
as considered on l y one 

Ac co rding t o Schnore, residence w 
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aLL r1 buL e o f the pe r so n. 

He be lieved that a "cluster of 

t raits is t he most i mpor tant set f · d . . 
o 1n 1v 1dua l c haracteri s -

tic s " (p . 136) . And "i ndiv i dua l beh av 1· or can be predi c t ed 

with reference to ei th e r (a ) the t ype of communit y i n whi c h 

the pe r s o n now resides, or (b) the type f o community in 

wh ic h he was born and reared" (p. 136). Consequently, 

demog ra phic studies of the seventies began to f ocus mainl y 

on t he soci ocultural definition of societies. 

Lowe and Peek (1974) began with the premise that the 

rural-urban variable alone was no longer a viable measure in 

explaining attitudinal and behavioral variations in mass 

society. The authors believed that ecological and 

occupational definitions "loose sight of the point that 

urbanism and rurality are also lifestyles ••.• Omission 

of the lifestyle [sociocultural] dimension has robbed 

urbanism and rurality of their full range of effects" 

(p. 393). They felt that sociological variables had been 

virtually ignored. Therefore a location-lifestyle index was 

developed in order to measure the predictive ability of 

rural-urban residency on attitude. 

Results showed that rural-urban differences still 

existed, that rurality and urbanism are important 

Varl. ables, and that there is no ubiquitous sociocultural 

"Furthermore, rurality and urbanism are "mass society." 

Predictors of attitudes and opinions" 
relatively important 

1 metropolitan residence 
(p . 410) . But using the rura -
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variab l e a l o ne was a weak pr ed i c t o r of 

a ttitud e . Onl y wh e n 
loca ti o n was combi ned with lifest 1 d ' 

Y e id th e compa rati ve 

predic ti ve abilit y of the rural-urban . bl . . 
varia e significa ntl y 

i mprov e . 

The authors concluded that use of their combined loca

tion-lifestyle index "would not only permit the identifica

tion of urbanism a nd rurality i· n terms of the structura l 

compo nent of size, but also in terms of a sociocultural 

lifestyle component (p. 411) ," • and that this approach 

would help disseminate "structural dimensions of community 

size that do not always parallel urban-rural lifestyles but 

sometimes intersect them" (p. 411). 

Miller and Crader (1979) continued the debate over the 

relative importance of rural and urban constructs. Citing 

the four previous articles as attempts at explaining cogni

tive and behavioral differences of rural and urban communi

ties, the authors approached the definitional problem from 

the angle of community satisfaction. They hypothesized that 

the level of community satisfaction of residents would 

determine the rural-urban split. 

Th · poi· nts were interpersonal satisfac-e two comparison 

tion (norms and values) and economic satisfaction (super-

ficial items). Rural residents leaned toward interpersonal 

Urban resi.dents leaned toward economic 
satisfaction while 

satisfaction. The results indicated that normative 

. . . 1 communities and ob j ective 
influe nce predominated in rura 
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influence was mo r e p r o nounced · b 

in ur an communities. 

Taking these results, the authors 
then asked if the 

reside ntial mode would maintain 1· ts 
impact when controlling 

for personal characteristics of the population . 

They fou nd that no particular interpersonal norm or value 

changed with relocation, but that economic satisfaction 

or superficials significantl y varied with location change . 

Mi ller and Crader c o ncluded that egocentric concerns would 

be better satisfied in a rural enviro nment and that a n 

urban environment would serve t o maximize economic 

satisfaction. 

That same year Christenson (1979) also investigated 

community sentiment, defining it as "t he resi dents' 

subjective feelings t oward each other and their communit y as 

a whol e (p. 387)." Wher eas Miller and Crader labeled 

societal norms and values as "i nterpersonal interactions ," 

Christenson defined norms as "t he psychological sentiment of 

a community, ••• the internal system of a community " 

(p.387). 

Christenson begins with Miller and Crader ' s conclusion 

t ha t rur al communities foster stronger community sentiment , 

but he did not attempt t o investigate o bjective community 

interactions such as Miller and Crader ' s "economic 

satisfaction". He focused entirely on the subjective or 

normative measures of individual well-being, such a s 

satisfaction a nd interpersonal associati o ns and 
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relatio nship s. His rationale for omitting ob j ecti ve 
va ri ab les was that the y are " 1 re ated t o but inde pendent of 

people's subjective appraisals of t heir 
communit y " ( p. 3 (3 9 ) • 

Clearly Christenson felt that b ' 
su Jective measures were the 

definition of a community. 

Chri stenson's findings indicated that bo th rural and 

urban areas enjoy commu nit y sent iment but that the 

conditions for sentiment va r y between localities . All 

things being equal, however, "less heavi l y popula t ed areas 

manifest more favorable communit y s entime nt s than more 

heavily populated areas (p . 397 ) . 

By the end of the seve nt i es , soc iocultural research had 

established that ruralit y a nd urbanism were sub j ective com

ponents of a societ y a nd not s impl y an ex te nsi on of one ' s 

physical locati o n. Be havioral di ffer ence s be tween rural a nd 

urban areas included t he normati ve influences excerted by 

each society. In 1980, Sm i t h and Peterson t ook the conc ept 

of normative influences one ste p further by inve s tigat i ng 

the status of sub j ective norm s within a cross - migrational 

milieu. They cited a 19 66 study by Stouffe r wh ich fou nd 

th a t "urban residents wer e mo r e likel y t han rural peop le to 

have experienced the 's hoc k ' of exposure t o two diverse 

cultural experiences, • •• bec au s e t he popula t io n fl ow i s 

mainly from the country to the cit y . Consequentl y , man y 

· d · two world s of valu es" (Stouffer, 
city dwellers have live in 

p . 127-2 8 ). 
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But Stouffer ' s study w . 

as concerned with horizontal 

mob ility or population f l ow r ather than 
vertical mobility 

or value flow. 
Smith and Peterson criticized Stouffer on 

this acco unt, st at ing t ha t "Sto uffer was unable t o test the 

r e ason i n g underl y i n g h i s ' cul t u re sh O ck , hypo the s i s " 

(p . 25 8 ). The y a l luded to t he need for normati ve analysis , 

as " it may well provide an impo rtant framework f o r 

eva l uating t he effects of a migrati o n turnaround on 

rura l-urba n differences in t ole ranc e , o ther at titu de s and 

behavior as well " (p . 258) . Specifically , the author s did 

not want to i nvestigate the impact of igrati on upon the 

individual migrant , but rather " the impact of t ol erance of 

i n-m igra nt s , r egardless of their source , on the aggregate 

level of toleranc e in the receiving milieu " (p . 262) . 

Smith and Peterson ' s stud y su geste that the place of 

reside nce at age sixteen determined whether a person was a 

"stayer " o r a "mi grant ". Sta yers ere those whose current 

r eside nce , r u ral or urban and residence at age sixteen were 

the same or similar . igrants were those who se t wo resi -

dences differed . 

d tand t he simil r1ties and differences In order to un ers 

in tolerance of indi viduals residing in if ferent 

the authors suggested three variables de mog r ap h ic mi l ieus , 

of c ul tu ral d i ver s ity : (a) sociocultural diversity of 

child hood residence locale , (b) soci ocultural diversity of 
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ad ult resi denc e l ocale , an d (c ) degree o f cult u re sh ock 

ex perienc ed a s a r e s ul t of movement from one t ype o f locale 

t o a no ther. 

Results were no t ve r y co ncl usi ve as no speci f ic 

cultural no rms were di s cu s sed . The auth o rs id find 

th a t c ultur e shock co upled with adult res i en e were the 

onl y significant va ri able co 1 a o s 1n h:~r. 

r u r a l - t o - u r b a n m i r n s , 1 J h a • · e h 1 , . . r •: t! • s -:, _ 

t o lerance , o n avera ge , han s yers . 

I n the Marcus et ( 1 80) r e I . er s re · 1e 

o f bo th St o uff er ' s ( 1 66 ) C e s. 0 d n 

C 
0 s no Peterso n ' s (1980 ) ebu ~ 

make people more t o l er n s 

may still be ex OS 0 u '1 ren 

their back r o un ' 
he e ) 0 n-

sity to cultur sh oe sho n 

heter o en ous env o nm n s . 

Marcus et al. b s t C 0 ' s 0 

C , s , nc ... ance continuum wher e in 0 

t. I') s o f op bee use e r nd 15 necess ry 

t n ' 
ere t e the necessit y 0 

·:e es 
3 3 ) , ) (Marcus et l. , 

11 e i nvolved with " t oleran e s sse Sl 

r no eo e he er pr ob l e m wa s perceive as 

r o s .e 
ifferent eas op po s e or reject 

th :::. 0 h 
~es ':S _o 

analytical problem arises • 
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l·dents of t owns with l e th 

res ss an 2 , 500 population were less 

tolerant , there were no significant d ifferenc es among all 

the rema in ing population dis tr ibuti o ns . Con se quen tl y , it 

made no difference if people resi ded 1n a small t own o r 

large metropo l itan city . They were equally t ole rant o r 

intoleran t. Marcus ' final conclu s ion was tha t he real 

d i f fer e nc e between ru ral and ur'.Jan resi ens ~as not ~ei ~ 

level of t o lerance o r into er ce , :J t ::-a . er he , t e of 

the groups t oward which they wer e 1n o e r t . 

Miller a nd Lul off (1981) t e e 

Peterson ' s call f o r a no r ma 1 

socie ties by construct1n a c 

arie s of whi ch are e ine b 

n 'JS . S 0 

h 

assig ne d to each communi y" 

cultur es were ef1ne by he res n 

att itude s regardless o f eo r 

differe nces . Res u 1 t s su p po r e e 

rural - urban dichotomy does e . is ' 

perce nt of the s a mple cou 

cul tural type" , which su 

no 

o r s 

conclusion o f v ryin e recs o 

The results , however , 1 not s o 

of residence and its inherent 

valid proxy for a rural o r ur n 

· e a that r r Based upon the 1 

more co nservat ive t ha 

e 

0 

) . 
o ' e 

n o 

e n 

e s r 

re . 

res en 

r n 

n 

. r n ba n 

" ne bo n -

es 

b n 

e 

o n 

y- ht 

" u 

le ' 5 

n r n 55 . 

e: en s he se 

re s 

s ten t o be 

0 nter ;, r~s , 
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Miller and Luloff matched resi·denc • 

e against a 

conservat i ve / li be r al me asurement . 
The y f ound t hat size o f 

place o f residenc y alone does not impr ove predictibility 

of rurality o r urba ness be yo nd kno wing t he marginal 

distribution of the sample. Rather , it is t he "attitude 

struc ture s " o r " per s o nal demographic characte r is 1c s " 

wh ic h support a c omposit e e 1ni t i o n of r 

ur ba ness . 

1t y o r 

The study a lso agreed w1 h S 1 h n P e so ' s ( 1 80 ) 

conclusi o n that res idency at 

rural o r ur ba n , but , over 

es x ee d 1 1 es on s 

l C O n e e e 

the three stro ng est eter i nan s n h com os te 10 n 

of one ' s cultural b se . Th se s e . 
0 e C nt 

t o a compos it e initi o n t h n JCC n C n 

residence " ( p . 6 21 ) . he o n 

fashioned b r o " ( 0) I 5 I need s t o be mo r e 

beyo nd residency alone . 

A very c ompr ehensi e re e 0 r 0 b n o n 

is give n by Wil son (19 86 ) , h a 0 

r o 0 he 
industrializati o n 1n the ,0 s 

,•;es e by 
centu r y , the orth entr n 

0 I he :·o s 
1930 and the Sou t h by 1 0 . 

t he 10 n 0 
l1ze e 0 was beginning t o decentr 

o n n e r o !1 

individual urban s ystems, 0 erpop 

eso r es . Other 
i le na r 

sea re i ty of inex pe nsi ve av 



21 
r e tJ i (~ n s r-e ,1 c he d the i r s a tu rat io n 

po int co nsec uti ve l y. Urb a n 
Jreas gradua lly gave way t o a r edi . . s t r i bu t i on of popu l a ti ons 
fro m urba n co res t o rura l ar 

ea s . Wilson labeled this 

mov eme nt " r ev erse mi g ration ," which 
he lped to expla in t he 

r everse infi ltratio n o f cross-c lt 1 u ura values into the rural 

sec t ors . 

Two i mpo rt a nt articles address the sociocultural 

cha nges that resulted from cross-cultural migration. 

Stahura (1987) discussid sociocultural status changes 

be tween 1950 and 1980. During the fifties, rural and urban 

growth peaked at 81 percent due to increased family sizes 

paired with mass production of affordable homes in the 

suburbs and the growing popularity of automobile usage and 

improved roads. The sixties continued the exodus to the 

suburbs, which now had become the mecca for middle and upper 

class neighborhoods. As inner city communities lost their 

populations, services diminished and taxes increased, 

fueling the migrational exodus. But urban to suburban/ rural 

migration slowed considerably by the seventies, partly due 

to beneficial zoning policies, tax rate changes, and urban 

renewal programs. Thus community status change became 

linked to the ability of local government to control 

development, while population growth and aging played 

roles ( p. 270). 

minor 

h ' tory of networks between 
Ross (1987) discussed th e is 

(1960 ) had focused on the rural 
195 5 a nd 19 75 . Duncan et al. 
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t o u rba n i nt eg r a ti o n pa tt e rn and · 

how i t aff ec t ed a t me r opo -
lis ' c har acter , a nd Me yer ( 19 84 ) f ocu sed 

on i ntra r eg i o nal 
ties in urban areas as a 

result o f rural in-mi g r a ti on. Bu t 

Ross t oo k these concepts and devel oped a 
model of t he urba n 

export system to the "hinterland." Hi s cross-cultur a l 

blending existed through urban export of contro l. Me tr opo-

lises expo rted contro l (a ) in t ra or ganizati onal l y , t hr ough 

administr a tive he a dqu a rters, co nve y i ng contro l fr om place of 

production which was often i n r ural area s , and (b) t h r ough 

extraorganizational influenc e . Usual ly th e administra t ive 

headquarters would be i n urb a n l ocale s , cl ose t o valued and 

necessary service cont rac ts . " [Admi nistra t ive headq uar t er s] 

may frequently requir e s pe c i al ized services mo re readily 

available in larger me t ropo l i t an areas . These services 

include banking, a ccoun t i ng , vari ous adve rtising servi ces , 

and r epair services" (p . 259 ) . Thus l a rge contro lling urba n 

firms became multilocat io nal , moving to localities that 

offered advantagous serv i ce pac kages , which led t o an 

incre ased separation o f admini s tr ation and producti o n 

l ocations. 

Ross (1982) had s pecul a t ed that overall incr ea sed power 

ma y dimini sh as decentralization 
of larger corpora ti o ns 

. t o f c o r po r at e func t ion s . Ros s 
occurs, due to d1sbersernen 

that theo r y by hypot hes i zing t hat tendency 
(1987) continued 

f m one a r ea t o a no t her . Th is 
of control would spill over r o 

t hes i s , s pecifically upo n t he 
would hav e an impact upo n t h is 



1 ,,Jc;' c n cl L' n c e o f r r a l bra h nc es a nd th · eir pr opens it y t o 
Jevelor a c ultural pre se nt a t · 

ion apart from the company ' s 
central ad mi ni s trative ideo l ogy . 

Ross ' article co nc lud ed 
t ha t the prominence of b 

a n ur a n system was posi tive l y 

related t o population size. Conceivably, it can be 

su ggested that ru r a l areas would not have as high a 

pr ominence with t he urba n admin i strat' h d ion ea quarters as a 

2J 

suburb an o r inne r city office branch. How t he rur a l br anch 

co nduc ted business within its own cultural confines would 

di s play more of the environment's unique cultural or 

normative base. 

Reviewing the evolution of formal rural-urban sociolog

ical theory, researchers have progressed from an ecological

occupational-sociocultural definition to a multidimensional, 

cross-cultural definition which includes both cultural and 

normative elements. Any definition of society must 

therefore be sensitive to the underlying cultural norms and 

values yet must include some type of demographic limitations 

in order to separate it from the physical characteristics of 

other societies. 

Subjectively, it is more difficult to define the 

d b Most of the reviewed 
di fferences between rural an ur an. 

Sllb]'ective cultural norms affected the 
art icles agreed that 

, but the definitional line 
overall personality of a society, 

f
, , 1 society constructs was 

be t wee n norma tive and super icia 

unclear . Bea l e r e t a l. (1965) de f ined rural cult ur e as 



tradit i o nal , 

homogeneo us , 

slow to cha ng . e , pr ov i nc i a l 

a nd h ig hl y · t in er perso na l. 
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, fa t a l is t ic , 

Schnor e listed smal l 
communit y si ze, spa rse popul a t· 

i on, homogenei t y , and l ow 

mob ilit y as descripti ves of rural ity , a nd ass ign ed hi gh 

mobility, heterogeneity and high soci· a l s ta tus to ur ban 

societies. Christenson mentioned sma ll size a nd st r o ng 

communit y s e ntime nt as rur al compo nents , and ec o nomic 

acti v it y , he terog en e i ty , a nd availability of ser vices a s 

ur ba n components. Lowe a nd Peek co ntrasted rural and urban 

attitudes toward di vorc e l aw s and changes in political 

arrangements. 

Even as earl y a s 1966 , Ford recognized that it would be 

rel a ti vely impossibl e t o define a community as specifically 

rural or urban. Onl y when communi ties are at near - polar 

positi o ns co ul d thi s absolut e definiti o n be use . II It is 

when we ge t in the middle , where most of our contemporary 

communit i es a re, th a t we are faced wi th the unsolved problem 

of precisel y loc a t i ng a given commun ity on the continuum " 

(p. 150 ) . Thus a community shou ld be assigned a " first ," 

that or pre domin a nt ap proximation , but Ford conce e 

di ff icul t ies wo u ld ari s e if sociologists a ttempt t o de velop 

refined sociocultural or normati ve measures . 

Lowe a nd Peek (197 4) s uggested t aking statistical 

. h community ' s uni que 
results and comparing t hem wit a 

soci o logical variabl es. 
Thus the "middle scal e " Ford 

alluded t o could be operationally define d , 
once this is 
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do ne , a bas i c a ttitudinal and b h . 

e a v1o ral o r no r ma ti ve mode l 
could be constructed for comm • . 

unities at various middle 

Points along the rural-urban c t· on 1nuum . Lowe a nd Peek also 
suggested that use of this · 

social / demographic model ma y help 

in the prediction of which attitude and behavior 

combinations are linked with certai·n t s ructural l ocations, 

thus providing an empirical me a s ure uni quely suitable for 

every urban and rural commun ity . 

Miller and Crader (1979 ) desi g ned a researc h model tha t 

(a) chose two separate points on t he con t inuum for s ampling , 

and (b) controlled indi vidual at t ri bu t es such as age , 

education, income, and l e ng t h of r esidence in the community . 

Results were expected t o des ig na t e people ' s satisfactio n, 

which the authors label e d " psychological closeness ," with 

their communities . But the individual attributes chosen by 

these authors are not normative in nature and therefore 

would make a psychological a nalysis difficult to prove . 

Before a comprehensi ve, normative analysis of rural and 

d earc h will need to (a) urban societies can be su gg e st e , res 

delineate between ob j ect iv e and sub jective societal con 

structs, a nd (b) find a universal test wh ich will statisti -

t in each societ y. This thesis 
cally measure these co nst r ue s 

no r ma t ive test , but rather 
is not attempting to devel op a 

norm' "c ommun ica t ion "' to a sc e r
will focus on one societal 

not 1
. t has d i f ferent normative implica t io ns 

tain whether or 

between a rural and an urb a n socie t y . 



CHAPTER 3 

METHODOLOGY 

Sample : Subjec t s co nsi s t ed of bo th r ura l 
a nd urb a n 

bank empl oye es who ca me i n da il y 
conta c t with cust ome r s . 

Bank tel l e rs were spe c ifically ta r ge t ed 
as t hey had the mos t 

f r eque nt contact with the majorit y of customers. All other 

empl oyees were not as ked to participate as their job 

descri p t i o ns limi t ed the numbe r a nd t ype of custome r s t hey 

deal t with on a da il y basis. 

Since ma ny o f the ban ks in middle Tennessee a re branch 

off i ces, empl oyee numbers at any given branch were expected 

to be rather low. Therefore only three or four completed 

surveys were expected from each participating branch. 

Occasionally, an urban bank had a large office or a 

greater proportionate number of branches nearby, which 

provided for easier distribution and faster collection of 

the questionnaires. 

No particular bank was targeted. Branches could all 

answer to the same home office or belong to a variety of 

b k h ld . · Only banks, howe ver, were selected. an o 1ng companies. 

Sav ings and loans, credit unions, thrifts or any other t ype 

of fin a nc i a l office were not considered. 

Find i ng urban bank branches was not difficult. Rural 

d ' to the definition of sites, however, were chosen accor ing 

· ty physically separated from "rural ," wh i ch i s any commun1 

urban influence . Wh i l e no rural town re alisticall y is 

a nd comm e r ce , the ru r a l t owns 
i solated fr om urban trends 
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tha t wer e s e l ected i de ally were 

perceived as "on t heir own." 
All of the rural and urban bank 

branches selected were in 

the northern middle Tennessee area . 

Procedure: After the ·rural and 
urban areas were 

selected but before distribution could occur , each branch 

manager was contacted for verbal permission . No 

questionnaires were dis tri buted wi thout this pr io r 

pe rmission. Questionnaires were t he n di s t ri bu t ed t o each 

rural and urban branch according t o t he numbe r of tell e rs a t 

each branch. 

The questionnaires wer e distributed t o each of t he 

branches with instructions t hat pa rt i c ipation was ent i rely 

voluntary . The questi o nnaires we r e to be collect ed fiv e 

working days later. If the personnel had failed to comple t e 

the forms on time, assuming t hat t hey still wante to 

participate , then o ne or two e xtr a day s were g r anted . Any 

completed forms were then collected . 

Design: Each questi onnaire co nt a i ned a t otal of t hi rt y-

one possible answers and consisted of two part s : the fi rst 

section consisted of personal in fo rmation such as age , gen -

der, education a nd residence . The s econd section reque s ted 

t oward Va ri ous customer sit atio ns . 
personal reactions 

l·ncl uded o n a cove r letter that 
Written instructions were 

preceded each questionnaire. 

fl· ve scenarios were g i ven , each 
In the second section 

cu s t omer situati on commo nl y 
deal ing with a predominan t 



encou ntered by bank tell 
. ers . The situatio ns included 

the i r ate , impatient , offe nded hel 1 ' P ess, and gr ega ri ous 
customer . Beca use th ese customer t ypes were developed 
only t o e ng age the teller's inte 

reS t ' they were not used 
f o r analysis. Instead, analysis focused upon the answers 

given to the five questions followi· ng each customer 

sc e nari o . The five questions were asked with a choice 

of f our personal responses following h • eac questi on. 

Subjects were instructed to circle their own personal 

response from the four listed choices. These choices 

included the Likert-type range of "never," "sometimes," 

"usually", and "always. 11 

Each question was structured to measure degrees of 

empathy, patience, assertiveness, hostility, or customer 

re cognition. For example, questions dealing with empathy 
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portrayed the teller as very sensitive toward the customer's 

needs such as being willing to acknowledge an error, drop

ping all immediate work in order to process the customer's 

deposit, filling out the customer's deposit form, and taking 

time for conversations with the customer. Patience included 

explanations of bank policies, consoling an irate customer, 

attempts at teaching bank procedures to customers whenever 

i"dle conversation while processing 
possible, and maintaining 

the customer's work. Assertiveness depicted tellers with a 

1 These employees were courteous 
sightly aggressive style. 

bu t d i sp l ayed little empathy or patience. 
Examples include 
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bl untl y t e ll i ng the customer t o 
wa i t i n the l obby unt i l 

cal l ed , te l l i ng a cu s tome r to get b k . 
ac in t he o r iginal li ne , 

check ing a cust omer 's i de nt i ficati . 
on wi t hout a ny explana -

tion, sending a customer t o ano t he r teller 
if time was 

running short, and acting i mp at ie nt t oward a t r oubl es ome 

cus t ome r. 

The f o ur th vari ab l e , hosti11· t y , h wast e op posite o f 

pol i te ness a nd borde r e d on ru deness . Cu st omers were t o l d 

the coun ti ng erro r was t he ir own , they were ignored or no t 

given th e ''shadow o f a doubt " unti l refe rred t o a ba nk 

officer , we re no t he l ped whe n t here wa s a questi o n about 

depo s it proced u res , a nd were giv e n extra a t ten t i on onl y be 

caus e the y wer e l oya l customers in oo s a ning . Cust omer 

recog nit i o n was a dded a s t he last variab le out o f per so nal 

cur i o s ty t o see i f cus t omer loyalty t o any specific ba n 

br a nch made a ny di f fer e nce o n treatment by t he ban staff . 

The o rder in which these pe rsonality variabl es w s 

lis t ed varied t o pro h ibit a ny t ype o f l earned P tt e rn 

response . For the f i nal a na l ys is , all lie v r 1 bles would 

Upo n compl e t io n , e c h r e s po n ent be reg r o upe d a nd t o t aled . 

was t o f o ld a nd sea l th e quest i o nn aire in the prov i ed 

enve l ope a nd return th e e nve l ope t o his o r hers pervi s o r . 



CHAPTER 4 

RESULTS 

The bank teller sample of · 
indi v iduals ( N=73 ) completing 

the questionnaire consisted of 34 rural res po ndents a nd 39 
urban respondents. Subjects were a s ked t h . e1r r e s ponse s t o 

situations dealing with empathy, patience, ass e rti veness, 

hostility, and customer recognit1·on. Th es e r e s pons e s were 

mea sured against si x demogr aphi c va r iable s : age , gender , 

ed uca ti o n, pop ul a ti o n o f c h ildhood home t own ( " size " ) , num 

ber of geographic r e l oc a t i ons ( "move " ) , and length of resi 

dence at current l o c a l e ( "l e ng t h" ) . Gender was automati 

call y nullified sinc e all res ponde nt s except one wee 

f emale. The data were a na l y zed by computer utilizing 

t-test and the Pears o n co rr e la t io n coeff icient . 

Tabl e 1 reports the re s ults of the t - test . The null 

hypo th e sis, wh i c h s t a t ed th t there is no si n1f1cant 

d i f ference betwe e n r u r a l a nd urban public relations 

practitioners' tre a tmen t of c ustomers , as not re j ected in 

any of the situati o nal catego r ie s exce t for assertivenesS , 

which was significant a t t he . 05 level ( . 05 2) , The poole 

variance estima t e s were used because of ow sable urban 

sample si ze ( N < 3 0) , 
o o t her r espo nse / ~ersona ity combina -

ti ons approached si g ni ficance o r even su este a tren · 



TABLE I 

Differences Between Rural 

variable 

Empathy 

Patience 

Asserti ve ness 

Hostility 

Recognition 

Va riances 
(f-value) 

Equal (2 . 64) 

Equal ( 2. 4 2 ) 

Not Equal ( 2. 3 8) 

Equal ( l. 28 ) 

Equal ( 2. 0 2 ) 
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and Urban Samples 

Poo led 
T- va lue 

-1. 26 

-1. 79 

- 1 . 98 

- 1. 95 

- 0 . 21 

Significant a t 

No t significant 

10% 

5% * 

10 % 

r~ot s i gnifi c a nt 

*Since the va ri ances ar e un equal , t he si nificant te s t fo r 

this va riable is questi o na bl e . 

TABLE 2 

Reported Means o f Rur land Urban Samples 

Variable 

Empathy 

Patience 

Asser ti ve ness 

Hos tility 

Recognition 

Rur a l 
Mean 

l 5. 2 7 

l 7. 0 6 

6. 70 

7. 2 8 

15 . 00 

Urban 
Mean 

14. 5 6 

l 7. 09 

6 . 6 

. 15 

14. 38 



Age F.:rluc . Length 

.4.(J c l. 00 0 

1::du c . -. 260 l. ()00 

'·'--' n,;it.h - . 204 - . 035 l. 000 

Si ze -. 247 . 3 1 l - . 086 

:-\ov ,~ - . 14 3 . 168 - . 249 

Rurdl . 11 9 . 197 - . l l 3 

Ernpc1t.hy . l I.:\ - . 0 19 - . 0 15 

i='c1t. i. e nce . JlO** - . 179 . 051 

.-\sser-t. . . 24 1•* - . l 38 . 0 12 

! los t. i.le . () 76 - . 03 -1 - . 11 2 

Rec()<] . -. 0 46 . 10 l . l 56 

** S 1g ni.F1 r:a nt. a t. f)<. 05 

TABLE 3 

Zero-Order Correl at i o ns Among All Var i able s 

f o r Comb ined Rural a nd Urban Samples 

S i ze Move Rura l E:mpathy Patience 

1. 000 

. 39 1 1 . 000 -

. 225 . 15 2 1.000 

- . 003 - . 076 - . 182 1. 000 

. 013 - .11 8 . 007 . 227 . l. 000 

-.1 88 . 098 . Ol8 - . 046 -. 035 

- . 184 - . 04 5 - . 04 2 -. 012 l. 102 

. 159 - . 06 1 - . 11 2 . 360 . 481 

Assert. 

1 . 000 

. 282 

-.075 

Hostile 

1.000 

-.044 

Recr::g . 

1. 000 

w 
N 
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The P~arso n co rrela ti on proved a more se nsiti ve test in 

ricking up diEEe r e nc es in subjec ts ' patterns . Two re

sponses , patience a nd a ssertiveness , wer e signifi ca ntl y 

paired wi th age a t the . OS l eve l. The patience/ age 

combinatio n (r= . 310) suggests that the older one becomes, 

t he more patienc e o ne will display. Interestingly enough, 

it was a lso signif i ca nt (r=.240) that o l der people were mor e 

assertive (see Ta bl e 3). No significant combinations 

exis t ed fo r any of the other personality variables and 

gender again was deleted. 



CHAPTER 5 

CONCLUSIONS 

Pre v i o us a rticles agreed 
that no indi v idual is 

t otall y rural or urban due to 
cross-cultural ble nding 

(Schnore, 1966; Lowe and Peek 197 4 .. ' , Miller and Cra der, 
1979). However, one's subjective values 

determined during 

childhood and based upon local normati· ve st anda rds will be 

maint a ined thro ugh out li fe r ega rd les s of la t er rel ocati on 

hist o r y (Smith an d Pet e r s o n, 1980) . Th ' h 1st esis attempte 

t o determine whether a ny s ig n i fic a nt d i ffe rences still exis t 

between rural and urban va l ue s truct ur e s , based upon 

res po nses from bank tell e rs on an in ter pe rsonal 

communication questi o nnaire . 

The results o f th e t - test a nd the Pearson correlati on 

sh owed no over a ll s i g n ifica nt diffe r ences bet ween the rural 

and ur ba n s amples. The a s sert iveness/ age relati onship i 

suggest that the o l der o ne becomes , the more assertive one 

will be toward o thers. The stati s tical tests r n for this 

thesis did not delineate wh ich group , r ur al or urban , was 

more assertive, but the re s ult s su gge s t that age is a 

contributing f a cto r t owa r d as se r t iv e behavio r . This ay 

po ssibl y occur becaus e a n increa s e in age pro uces at rity 

and an increase in sel f -c onf i dence . Th i s in t urn could 

increase assertiveness. 

relatl· onshi p wa s a l so s igni f ic a nt, 
The patience/ age 

amount s of 
sug gesting that older tellers di s p l ay g r eate r 

pa tience t oward thei r c ustomer s. 
Th is re s ul t seems t o 
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contradic t the assert i ve nes s / ag . 

e conc lusi on, h owe ver it may 
be possi ble that i nc rea s ed age 

c an pr od uce ' t h . ei er a t e nd ency 
towa r d as s e rti veness o r patience d . 

' epending upo n the 

te ller's ori g inal personality type. 

It is interesting to note that o 
.47 of the r ural l samp e 

and Q.32 of the urban sample fell wi' thi· n h 
t e eighteen t o 

t wenty-fi ve year o ld b r ac ke t. B t Y na ure of the professi on, 

most ban k telle r s will be within a you nger age bracket . 

Co nsequently, one would a ssume t ha t they would be less 

assertive in their interpersonal bus ine ss t r ansactions than 

would older tellers o r peo ple employed in businesses that 

a re not skewed toward a young er emp l oyee base . Further 

studies could focus e n tire ly on the age / as sertiveness 

question as measured f rom sev eral different business 

s tructures, on e s th a t a r e not defined by one predominant age 

group. 

The second dif f erence tha t wa s significant dealt with 

patience and age. Again, as age increased , so did patience , 

Although this ma y seem t o co nflict with the assertive

ness-age conclusion stated above , i t is feasible th at 

. s e l f -c o nf i' de nce may pr oduce a g reater i nc re a sed age a nd 

propensity toward patience, may Old er persons feel No t only 

l may Pos sess more 
t . e they a so co nfident enough to be asser i v ' 

t oward cl i e nt s, 
empathy and therefore display more patience 

. . t he survey format 
h t bia s e s 1n There are se veral in e ren 

th at shou l d be d isc uss ed a t t his poin t, 
First , the sample 
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was natura lly e a s i e r t o co llect 
the rural gr oup. I t 

urban surveys as the 

subj ec t s we r e within relatively close 
geographic confines. 

A more efficient method for dist · b . 
r1 ut1on and collection of 

rural surveys might have been developed. 
Time and 

co llection expense hampered greater rural 
returns. Even 

wit h the possibility of a small sampl e r e tur n, t he aut ho r 

chose t o hand deli ver and personall y coll ect all su r veys. 

This not only was more economical than a ma 1· 11· ng · campaig n 

and would seemingly guarantee a greater rate of r e tu rn s, 

it also offered the chance to garner direct re s po nses 

for the tellers. 

The second bias dealt with the ur ban popul at io n. 

Since urban was defined a s a ny t own over 50, 000 population , 

most of the urban subjects came f r om an a re a of 100 , 000 

pop u 1 at ion. There may have been g re a ter si gn i f i can t 

differences between the rural and ur ban gr oups if a large r 

city had been canvassed. 

The third problem involved the presence of a military 

base located within the targeted demographic area , Many of 

the bank tellers were military depende nt s and t herefore had 

a history of frequent relocations. These people 

categorize as eithe r 
logistically would be difficult to 

r l 11 1
. f their upbringing was 

ura or urban, especia Y 

military . 
influences ma y ha ve 

An area void of military 

Yie l ded d i f fer e nt respons e patterns, 



The last b ias is per haps an equal · . 
1z1ng factor 
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regardless of rural or urban constructs. 
Due to t he nature 

of company training policies , all b 
ank employees will be 

t rai ned according to standardized 
company policies . 

consequent placement in rural or urban settings may not have 

as much of an effect upon interpersonal cu stomer relati ons 

as does company training . Because of the interstate 

magnitude of bank owners hip , overall company policy will 

have a far greater effect upon cust omer rela ti on s than will 

local customs and values . The author still suggests , 

however , that bank employees will try to tail or their 

compa ny-defined procedures t o fit comfortably with local 

demands a nd customs. Future study into specific 

interpersonal relati o nshi ps in more strictly defined rural 

and urban areas may provide greater differenc~s in the data . 
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