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ABSTRACT 

The purpose of the research is to explore the cultural intelligence (CQ) of law firm librarians in 

the United States.  This dissertation is motivated by three research questions: (a) What is the 

overall level of CQ of participating law firm librarians? (b) What variations among participating 

law firm librarians, if any, exist among the four capabilities of CQ?; and (c) What viewpoints do 

the librarians have about the value and importance of CQ within their law firms?  This research 

contributes to the limited amount of empirical literature on CQ.  Officially defined in early 

2000s, the CQ framework is what guides this study.  The research extends the application of the 

CQ framework by applying it to an area not formerly studied, law firm libraries.  

A concurrent nested strategy model was used in order to gain a broader perspective of 

CQ.  The researcher conducted a mixed-methods study using a web-based survey process 

incorporating the CQS, an instrument that measures CQ level, demographic and open-ended 

items.  The target population consisted of librarians within the United States who currently work 

in private law firm libraries.  Of the initial 170 individuals who responded to the request, 70 

provided survey responses.  The sample was based on self-selection from those that were 

members of two professional associations.   

Based on a triangulation of the findings, four conclusions were made: (a) law firm 

librarians have a strong sense of value and importance of CQ to their law firms, (b) law firm 

librarians have varying levels of CQ within each of the four CQ factors, (c) the librarian’s feel 

valued and appreciated within their law firm, and (d) law firm librarians cope with cultural 

challenges and have to adapt to unfamiliar environments.  The findings support the research 

questions and prompt thinking of how to incorporate CQ into training, maximize the benefits of 

CQ with stakeholders that utilize the library services, and how law firms may use CQ to help 



EXAMINATION OF CULTURAL INTELLIGENCE xiv 

 

with industry changes.  This research provides a glimpse into CQ and additional important issues 

to law librarians within law firms in the United States including their value within a law firm.  

Keywords: cultural intelligence; law firm libraries; law firm librarians 
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Chapter 1. Introduction 

A survey conducted in 2008 by McKinsey and Company found that effective 

management of cultural diversity is correlated with financial success.  Cultural intelligence 

(CQ™) may also be a helpful indicator in selecting individuals for global positions as noted by 

Ang and Van Dyne, (2008).  Earley first defined the phrase cultural intelligence in 2002 and 

published the first book the following year with Earley and Ang (2003), defining CQ as “a 

person’s capability for successful adaptation to new cultural settings, that is, for unfamiliar 

settings attributable to cultural context” (p. 9).  They explained the reason for having a term or 

label was due to the “need to understand why some people are more adept at adjusting to new 

cultural surroundings than others” (p. 59). 

CQ, sometimes referred to as cultural competency, cultural awareness, cultural literacy, 

cross-cultural competence and various other labels is a newly defined concept that began to 

surface in the literature in the early 2000s.  According to Abbott (2008), Ang et al. (2007), and 

Frink-Hamlett (2011), an individual with high CQ maintains a strategic advantage, and the 

impact to an organization may lead to a successful operating business.  “Cultural competency 

adds value to our clients and ultimately to the firm because you need to be able to relate to the 

client-you make them look good and operate in a manner that is consistent with their goals and 

objectives,” states Paulette Brown, partner at Edwards Angell Palmer & Dodge (as cited in 

Frink-Hamlett, 2011, p. S6).  Furthermore, Ang et al.’s (2007) findings illustrate strong support 

for CQ and suggest “CQ has important implications for selecting, training, and developing a 

culturally intelligent workforce” (p. 365). 

Law firms operate in an environment characterized by global competition, a rapidly 

changing environment, and sophistication.  Law firms have a significant impact on the practice 
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of law globally as they have clients around the world.  Over the last several years, firms began 

analyzing their staffing skills, performance and costs.  According to the 2013-14 survey titled 

“Trends & Opportunities in Law Outsourcing,” 79% of firms surveyed faced the challenge of 

reducing service costs (Sandpiper Partners, 2014).  Firms had to reduce their workforce, increase 

use of technology, and improve their processes in order to keep costs down.  While firms have 

always examined their staffing levels, it is only recently that they began examining the 

composition of skills within their organization and every line item on their budget, including the 

library, more closely.  From C-level executives to partners to associates to support staff (law 

librarians included), all expenses are examined as the business model of law firms is contracting.  

Increasing client demands and higher costs placed more pressures on law firms to 

examine performance in order to compete in today’s globalized world.  Law firm libraries also 

find it difficult to recoup online legal research costs because more clients refuse to pay due to 

rising costs.  Partners write off bills at the same time as resource costs continue to rise.  In this 

situation, legal research can create a drain on a firm’s profitability.  Law firm librarians now face 

an even larger problem.  Their own departments, and even positions, are threatened.  Unless law 

firm librarians can show their value and impact through use of their CQ, they will become 

extinct.  Understanding their own cultural competency and applying it is of greatest importance 

to law firm librarians at this crucial time within the legal industry. 

The Problem 

Our world is becoming more and more global with a growing number of law firms 

opening offices internationally with staff and clients worldwide.  As the legal sector shifts, law 

firms and law librarians need to adjust their way of doing business to stay competitive.  The 

market for lawyers has gone global, and this has an impact on the service levels that law firm 
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librarians provide.  Caputo and Rasmus (2011), report, according to the American Lawyer’s 

Global 100 list, the “top 15 firms on the list have between 5% and 86% of lawyers working 

outside their home country and have offices in 5 to 39 countries” (p. 46).  Client demands have 

grown and more international deals exist within law firms.  Law firms are being challenged to 

examine costs, determine the value of their staff (law librarians included), and determine what 

model is best to increase profits. 

Law firm librarians face a dilemma.  The demand for law firm librarians is changing, 

specifically with the skills now being required of them in order to remain competitive, maintain 

their current positions, or even be promoted.  In this new type of environment, law librarians 

must be culturally competent in order to work effectively to meet their attorney’s needs.  A law 

librarian, for example, must also feel motivated to stimulate others in a new environment.  

“Motivation must be aligned with our ways of thinking about a new culture and how we act in it” 

(Earley, Ang, & Tan, 2006, p. 78).   

Devin Fidler, research manager in the Technology Horizons program at the Institute for 

the Future, discusses the work skills needed for information professionals in the decade ahead.  

The Institute’s found “10 specific new skills that are likely to help workers achieve success in the 

next decade” (Fidler, 2012, p. 10).  Cross-Cultural competency was one of the work skills 

identified and has future implications for traditional law librarians.  Just as the landscape is 

changing within the legal industry, law librarians will need to shift with the times.  Law 

librarians will need to adjust their traditional frame of mind to include adaptability of changing 

environments and responsiveness to new cultural contexts.  

With the effects of the economy in the United States, law firms have had to closely 

reexamine their business models, firm performance, staffing skills and overall culture.  The 



EXAMINATION OF CULTURAL INTELLIGENCE 4 

 

examination of business models has an impact on the library department/knowledge center 

because it may not be part of the future equation if its value is not known.  According to the Law 

Librarian Survey published by American Lawyer Media (ALM, 2014), 72% of participants 

stated that they recovered fewer costs from client in the past year, and firms recover only 48% of 

online charges.  Recouping research costs is still an increasing challenge for law firm libraries, 

which is yet another part of the problem.  While law firms are the general target within this 

study, the researcher specifically focused on librarians within law firms in the United States 

since they support law firm stakeholders and play a critical role in influencing attorneys because 

of the support they provide them. 

Research on CQ in the law firm setting is scarce – research on CQ specific to law firm 

libraries does not even exist.  There has been some discussion on culture and diversity within the 

field of librarianship as a whole (Greer, Stephens, & Coleman, 2001; Howland, 2001; Kreitz, 

2008; Overall, 2009; Smith, 2008), but nothing specific to CQ of law firm librarians.  Studies 

have not focused on this issue, and there is a significant lack of knowledge about CQ in law firm 

librarians.  

Despite an increased interest in CQ, there are limited studies that examine CQ as a 

component of selecting individuals for leadership positions (Ang & Van Dyne, 2008). However, 

there have been many studies related to intercultural training and cross-cultural training, which 

may relate to using CQ as a training tool (Earley, 1987; Harrison, 1992; Tung, 1981).  Triandis 

(2006) notes training techniques that enhance individual CQ are important.  CQ plays an 

important role in global leadership success as globalization and cross-cultural business continue 

to grow (Alon & Higgins, 2005).  Thomas and Inkson (2009) believe “leading any organization 

or group with a culturally diverse workforce requires cultural intelligence” (p. 120).   
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Purpose of the Study 

To help fill the gap in the existing literature on CQ of law firm librarians, the purpose of 

this mixed-methods research was to explore CQ of law firm librarians to understand the 

phenomena of cultural competency.  A concurrent design was proposed to examine this 

phenomenon in these professionals, to identify whether law firm librarians are culturally 

intelligent and how they view their CQ as having an impact on their firm.  This methodology was 

selected as the researcher focused on collecting and analyzing both quantitative and qualitative 

data in a single study to expand understanding from both (Creswell & Plano Clark, 2011).  CQ is 

herein generally defined as the capability of an individual to function effectively across new 

cultural settings (Ang & Van Dyne, 2008).  Law firm librarians working in private firms within 

the United States were specifically targeted.  CQ was measured using Ang and Van Dyne’s 

(2008) Cultural Intelligence Scale (CQS) Self Report (Appendix A).  The CQS is an instrument 

designed to measure the four dimensions of CQ.  Additional questions regarding participating 

law firm librarian views on how CQ impacts the practice of their firm will be explored.  Both 

qualitative and quantitative data were gathered via a web-based survey. 

Research Questions 

The following research questions were examined within the study: 

1. What is the overall level of cultural intelligence of participating law firm librarians? 

2. What variations among participating law firm librarians, if any, exist among the four 

capabilities of cultural intelligence? 

3. What viewpoints do the law firm librarians have about the value and importance of 

cultural intelligence within their law firms? 
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Assumptions and Delimitations 

Assumptions of this study include that law firm librarians have a general understanding 

of the construct of CQ and were able to respond honestly to the survey.  It was assumed that law 

firm librarians had access to the Internet and possessed the skills to enable them to complete a 

web-based survey.  To explore the practices of these firms, it was assumed that the law firm 

librarians had an integral understanding of the attorneys and practices within the firm.   

This researcher has an extensive background of 20 years of librarianship with 10 years in 

public librarianship, 4 years in law firm libraries, 3 years with one of the largest legal vendors, 

and 3 years as a consultant to law firms and corporations.  Biases exist due to this experience in 

the librarianship and legal fields.  Additionally, the researcher is recognized as a Cultural 

Intelligence Level 1 & 2 certified facilitator through the Cultural Intelligence Center.  The 

researcher also currently serves as the Private Law Libraries Special Interest Section (PLL-SIS) 

membership committee chair and is a member of the PLL-SIS.  To minimize these biases, the 

researcher sought to remain neutral during the study and vigilant with a keen awareness of 

practices throughout data gathering and analysis.  The researcher sought to avoid personal biases 

due to her expertise. 

This study was limited to United States law firms and only involved participating law 

firm librarians with a Master of Library Science degree and/or equivalent experience who are 

members and subscribe to the Private Law Libraries Special Interest Section of the American 

Association of Law Libraries (AALL) Community, the Special Library Association (SLA) Legal 

Division listserv, or the Law-Lib listserv.  According to the AALL website (2013), the PLL-SIS 

consists of more than 1,300 members across the United States.  It is unknown how many law 

firm librarians are members of the SLA Legal Division or the Law-Lib listserv.  The targeted 
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population consisted of private law librarians who, at the time of this research, worked in a law 

firm in the United States.  It was assumed that the information collected from law firm librarians 

is relevant to other law firm librarians throughout the United States.  However, the extent to 

which the research is generalizable to other firms is limited to the characteristics of this sample. 

Conceptual Foundation 

This study sought to build on the underlying foundation of CQ and, to some extent, the 

understanding of its importance for law firm librarians and law firms.  While librarianship is a 

very broad field, specifics about law firm skills and expectations of law firm librarians can help 

support the importance of the construct of CQ as an imperative for being successful in today’s 

global work environment.  Those who assume leadership roles with their libraries can also be 

instrumental in facilitating the development of CQ and training among those who will interact 

with the diversity of people and organizations found in today’s legal industry. 

Definition of Terms 

Law firm. 

 Law firm: Business entity formed by one of more lawyers to engage in the practice of law 

with a law library. 

 Law firm (private) library: Physical or virtual space in which a librarian works. Library 

may consist of books, materials, and electronic resources to help address questions from 

users. 

 Law firm librarian: Legal information professional working in a private law library with 

a Master’s degree in Library Science or equivalent experience working in a private law 

library. 
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Cultural intelligence. 

 Cultural intelligence (CQ): A person’s capability to function effectively in a new and 

unfamiliar environment (Ang et al., 2007; Earley & Ang, 2003; Earley et al., 2006; 

Earley & Mosakowski, 2004; Peterson, 2004). 

 Behavioral: One of the four factors of CQ. A person’s ability to adapt to verbal and 

nonverbal behavior appropriate to different cultures (Earley & Ang, 2003). 

 Cognitive: One of the four factors of CQ. An individual’s cultural knowledge of norms 

and practices in different cultural settings (Earley & Ang, 2003). 

 Metacognitive: One of the four factors of CQ. An individual’s cultural consciousness and 

awareness during interactions with those from other cultural backgrounds (Earley & Ang, 

2003).  

 Motivational: One of the four factors of CQ. An individual’s ability to direct energy and 

confidence toward cultural differences (Earley & Ang, 2003). 

 Cultural Intelligence Scale (CQS): Instrument that measures an individual’s cultural 

intelligence level in each of the four cultural intelligence capabilities. 

Significance of the Study 

Understanding CQ within law firm librarians is more than just an international or global 

perspective.  A law firm librarian can be affected locally, within his/her own branch office 

working with a diverse group of individuals on a specific departmental topic.  Law firm 

librarians often may support more than one geographic office, including international locations.  

They have to work with differing cultures daily and be able to adapt to new settings, especially 

facing turbulent times in the legal sector.   
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One such example is that of a law firm librarian engaging with his/her clientele – 

attorneys, IT staff, and an information vendor – to make sure they get the best deal of their 

negotiated contract for their law firm.  She and/or he may interview and interact with a diverse 

group of attorneys from differing practice areas to determine their needs.  S/he will have to work 

with IT staff in order to ensure the online service is set up correctly and works properly.  S/he 

will also need to negotiate the contract and terms with the information vendor.  In each of these 

cases, and working collectively with their firm users, CQ will be utilized.  The law librarian may 

not be motivated to interact with IT and, therefore, not be able to adapt and adjust as needed for 

implementation of the online resource or vice versa.  Additionally, she and/or he may not be able 

to lead his/her staff in this initiative if CQ is not applied. 

Law librarians are information professionals who work in various legal settings and 

provide a range of services based on the scope of library collections and size of staff.  According 

to the American Association of Law Libraries (AALL, 2014), private law firm librarians are 

often required to perform many functions including reference, processing of library materials, 

maintaining vendor contracts, and supervising personnel.  While the traditional role of a law 

librarian in a firm has been just that, there are new skills they need to gain and new functions 

they need to learn as technology evolves and the information profession changes.   

There has been more need for competitive intelligence and business intelligence support 

for client-focused efforts and the library has now become integrated into this function.  Firm 

librarians also play a more important role in helping attorneys with existing resources, advanced 

technologies, and often serve as knowledge managers to help find, locate, and manage both the 

internal and external knowledge of the firm.  Additionally,  private law librarians often perform 
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research outside the scope of legal research including business, financial, market, business 

development, medical and due diligence. 

Law firm librarians find that needle in a haystack document which can make or break a 

case, determine if a point of law is good law which can affect the attorney’s success in a case, 

and even update materials in the collection that can effect an attorney’s ability to practice 

effectively.  With continuous pressures from upper management to reduce costs, law firm 

librarians are challenged not only to prove their own worth, but also to prove the worth and value 

of having a library, whether physical, electronic, or both.  

The library, in and of itself, can be viewed as a small business.  Individuals are not going 

to understand the value of what one can provide and expertise unless a librarian is “tooting 

his/her horn”.  Unfortunately, law librarians have not been as good at marketing themselves, or 

even the library, and history has shown the elimination of law firm librarian positions and even 

dissolution of complete law firms.  In order for law firm librarians to gain new positions and stay 

competitive, they have to shift as well in the skills they gain and the execution of their expertise.  

Joyce Janto, former president of the American Association of Law Libraries (AALL) says, 

I think in firms especially, the lawyers forget that the librarians are just as well educated 

as they are.  They have no idea that we are able to go beyond the stereotypical “reference 

question” and that the librarians are a good source for client development and client 

retention. (University of Michigan, 2011, “The Value of Law Librarians,” para. 4)   

It is important to understand what CQ means and the significance of it to law firm 

librarians.  Law firm librarians are in a unique position because of the audiences they serve –

unique, diverse, and span many different cultures.  They support all stakeholders of the firm, 

from attorneys to secretaries to partners to paralegals, in an effort to provide information from 

many resources in the most cost efficient manner, maintain collections, negotiate vendor 

contracts, manage the library and wear a multitude of other “hats.”  Their support of internal 
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stakeholders benefits the clients the firm serves and has a direct impact on the success and profits 

of the firm.   

It has often been said that an organization is only as good as its people.  That holds true in 

law firms.  A law firm could not operate without a solid support infrastructure that includes 

accounting, marketing, librarians, paralegals, and IT.  Today’s reality indicates that staffing 

levels are down across the board in law firms, library included, with library services being the 

most lightly staffed non-attorney area in firms (ALM Legal Intelligence, 2014).  Law firm 

libraries have always been viewed as overhead within a law firm’s budget and are often the first 

to go.  Functions that the library has traditionally been the go to for are now being done directly 

by paralegals and attorneys (i.e., research) because the online legal research systems are much 

more sophisticated and even Google friendly.  Many firms have even eliminated their physical 

libraries due to space costs or lack of use.  Just as the law firm library has changed, the role of 

the law firm librarian is evolving. 

This research provides both theoretical and practical importance.  First, on the theoretical 

side, this research contributes to the limited amount of empirical literature available on CQ and 

helps validate the concept.  It extends the application of the model by applying it to an area not 

formerly studied.  On the practical side, this information may be helpful in selecting law firm 

librarians, providing training, and in illustrating the value of a law firm librarian when CQ is 

applied.  John Lewis Jr., Senior Managing Litigation Counsel for Coca-Cola stated “cultural 

drivers will impact how deals are structured and decisions are made” (Cole, 2008, p. 26).  For 

any law firm that represents them, Coca-Cola looks at their cultural apparatus.  More and more 

clients are doing just the same.   
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Law firms may view data from this study as an important indicator for selecting law firm 

librarians.  Additionally, the data may lead to the development of training programs which may 

include how to enhance leadership roles within the firm.  Law firm librarians have not often been 

viewed as equivalent to other director and administrative levels within the law firm.  Law firms 

may begin to incorporate CQ training components into evaluation of making law librarians 

senior management.  CQ can also help organizations successfully manage their cultural diversity 

(Earley, Ang & Tan, 2006).  Since firm librarians continually have to adapt in differing 

situations, depending on whom they encounter within the law firm and work with across firm 

locations, it makes sense to ensure they utilize their CQ and to evaluate how it affects firm 

attorneys, secretaries and others they support.  Firm staff can even work on their own CQ levels 

to influence the productivity and success of the firm. 

Often, the law library is the first to be cut because law librarians are not as embedded in 

the culture and attorney practice or they have not shown their value to the firm.  The law library 

and law firm librarians are often viewed as overhead and not seen as an integral and valuable 

part of the firm’s culture and model, even though they provide critical support functions that 

affect profits.  Law firm librarians do influence the stakeholders and can have an impact on the 

success of a firm.  The cost of ignorance or arrogance with law firm associates and partners not 

using the librarian has true implications on time and money (University of Michigan, 2011).   

With law firm librarians’ expertise (having received a master’s degree in Library and 

Information Science), they are the experts in helping locate, find, organize, and analyze 

information.  They can save an attorney time, which, in a law firm, is money by retrieving what 

she and/or he needs.  It takes a trained librarian to help one navigate and obtain authoritative, 

legitimate information.  At minimum, the law firms C-levels and attorneys need to better 
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understand the role of the librarian and leverage the skills she and/or he can provide.  The role of 

the librarian can impact all within the firm, and that is one reason CQ is critical. 

Summary 

As the legal environment changes, so do our law firms’ libraries.  Law firms evolve and 

bring together increasingly diverse cultures within them, while, at the same time, law firm 

libraries evolve with the nature of changes in the tools used and delivery of information services.  

Law firm librarians are challenged with marketing the value of their services and expertise to the 

organization.  Additionally, they are constantly fighting to be viewed as a valuable asset to the 

firm.  They work with many diverse individuals and continually face challenging situations.  

This study examined CQ of law librarians in law firms within the United States. 
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Chapter 2. Review of the Literature 

This study examined the phenomena of CQ in law firm libraries.  Before proceeding with 

a discussion of the changes within the law firm and law library environments, it is necessary to 

explore the concept of CQ.  This section provides details of this concept, which closely builds on 

Sternberg’s theory (Earley & Ang, 2003; Sternberg & Grigorenko, 2006).  Sternberg and 

Detterman (1986) focused on a framework revolving around the multiple loci of intelligence, 

which include four ways to conceptualize individual intelligence: metacognitive, cognitive, 

motivational, and behavioral.   

Sternberg and Grigorenko (2006) researched the loci of intelligences and considered what 

significance culture may have on intelligence.  Their findings showed that intelligence must be 

understood in its cultural context.  “Someone could be successfully intelligent within a culture 

but not across cultures.  Someone could be relatively successful across cultures but not highly 

successfully intelligent within any one of those cultures” (Sternberg & Grigorenko, 2006, p. 28). 

Cultural Intelligence 

Theories and measurements of CQ.  There is much research related to elements of 

cultural competence, but limited research specific to CQ.  Adler (2008), Erez and Earley (1993), 

Hofstede (1991), and Triandis (1994) all discuss elements of culture.  In addition, cross-cultural 

training has been examined by Black and Mendenall (1990) and Bhawuk and Brislin (2000).  CQ 

plays an important role in global leadership success as globalization and cross-cultural business 

continue to grow (Alon & Higgins, 2005; Verghese & D’Netto, 2011).  According to Livermore 

(2010), 90% of senior executives from 68 countries see cross-cultural leadership as the main 

management challenge of the 21
st
 century.  Thomas and Inkson (2009) believe “leading any 

organization or group with a culturally diverse workforce requires CQ” (p. 120).   
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Earley and Ang (2003) first defined CQ due to the “need to understand why some people 

are more adept at adjusting to new cultural surroundings than others” (p. 59).  Thomas and 

Inkson (2009) suggest that CQ involves being skilled in understanding a culture, learning more 

about it from interactions, and gradually reshaping one’s thinking and behavior to be more aware 

when interacting with people from other cultures.  CQ offers insight into an individual’s ability 

to manage multicultural situations and engage in cross-cultural negotiations (Imai, 2007; Imai & 

Gelfand, 2010; Thomas & Inkson, 2003, 2009).   

Defining CQ.  The term cultural intelligence has often been referred to as intercultural 

competence, global mindset, and global competencies in the past.  Probably the most well-known 

researcher on culture is Hofstede (Boonghee, Donthu, & Lenartowicz, 2011; Maleki & de Jong, 

2014; Thien, Thurasamy, & Abd Razak, 2014).  Hofstede (1980) studied the shared values of 

individuals and the beliefs within communities.  While he did not specifically study CQ, his 

findings are important to its construct, specifically CQ cognition.  Lindsey, Robins, and Terrell 

(2003) recommended five guiding principles and five essential elements that cultural competence 

is composed of as related to an individual’s treatment of those of differing and diverse 

backgrounds: 

1. Culture is always present and influences values and behaviors of others. 

2. Organizations and individuals need to be aware that what works well for one may not 

work well for another.  The individual will need to change. 

3. There are group and personal identities that need to be considered.  

4. We need to be aware of the diversity within cultures.  

5. Groups may have distinct cultural needs outside of the main culture (p. 6).      
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Additionally, the essential elements assist with strategy and planning when encountering 

differing cultural situations (Lindsey et al., 1999, 2003).  These focus on culturally competent 

individuals: 

1. Individuals need to evaluate their own culture and how it may influence others. 

2. Culturally capable individuals appreciate diverse individuals.  

3. Alternative dispute resolution skills are learned in order to work with differing issues. 

4. Learning is an important aspect and culturally intelligent individuals want to enhance 

their cultural skills and adapt as needed. 

5. Individuals incorporate cultural understating into their daily lives to have improved 

cultural interactions. 

It was not until 2002 that the term was officially defined by Chris Earley.  CQ builds 

upon the frameworks of the intelligence quotient (IQ) and emotional intelligence (EQ).  Earley 

and Ang (2003) developed the CQ framework due to the “need to understand why some people 

are more adept at adjusting to new cultural surroundings than others” (p. 59).  They define CQ as 

“a person’s capability to adapt effectively to new cultural contexts” (p. 59).  This is the definition 

this study will follow.  Griffer and Perlis (2007) believe “the development of cultural intelligence 

begins with a study of self and the awareness that everyone has a multiperspective identity” (p. 

29).  Herrmann, Call, Hernandez-Lloreda, Hare, and Tormasello, M. (2007) further extends this 

concept to groups in that this concept can be applied to interactions within diverse groups.  

Application of CQ.  CQ has been applied and studied in areas other than law firm 

libraries.  Ang, Van Dyne, Koh, and Ng (2004) and Ang, Van Dyne, and Koh (2006) researched 

the construct of CQ in international executives and foreign professionals looking at the 

performance, adjustment and personality of individuals.  Templer, Tay, and Chandrasekar (2006) 
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similarly studied motivational CQ and determined that it predicted adjustment of foreign 

professionals.   

Researchers for years have studied overseas assignments and expatriates to determine 

what it means for overseas success using personality as a predictor (Caligiuri, 2000; Ones & 

Viswesvaran, 1997; Spreitzer, McCall, & Mahoney, 1997).  Ting-Toomey (1999) examined 

elements that allow individuals to be effective in overseas assignments.  Brislin (1981) and 

Cushner and Brislin (1996) examined adjustment in foreign cultures and found that an effective 

cross-cultural adjustment includes comfortable personal adjustment, interactions with others that 

are culturally different, and completion of task-related goals.  Shaffer and Miller (2008) consider 

CQ as a key success factor for expatriates.   

Ng and Earley (2006) focus on the two constructs of culture and intelligence: discussion 

of the research in organizational psychology.  Research demonstrated the impact of cultural 

values on organizational behaviors (Earley & Gibson, 1998; Hofstede, 1980; Triandis, 1994).  

Berry and Ward (2006) studied further constructs of cross-cultural psychology, of which the CQ 

capability are a part.  Much of this work also falls under the field of international business 

(Gertsen, 1990; Hofstede, 2001).   

Alon and Higgins (2005) investigate global leadership success through emotional, 

analytical, and CQ.  Suutari (2002), as cited in Alon and Higgins (2005), determined the 

following five conclusions related to global leadership: 

 Leaders need global competencies. 

 Global leaders in the corporate world are in a shortage. 

 Organizations are ignorant to what it takes to develop corporate leaders. 
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 Managerial competencies and global leadership need to be better communicated and

understood (p. 502). 

CQ has also been applied to multicultural teams and there is substantial literature on global 

teams and groups (Flaherty, 2008; Rockstuhl & Ng, 2008; Shokef & Erez, 2008).  

Another area of cultural application has been specific to the legal field.  Stevens (2009) 

examines CQ in justice systems, including why it is important and what it is.  Peckman (2011) 

applies the capability to attorneys and questioning whether they are culturally competent or not.  

Caputo and Rasmus (2011) further examine why CQ matters when it comes to international 

transactions and attorneys.  Ward and Miller (2010) take it a step back to understanding the role 

that law schools play in molding our culturally competent attorneys.  In the case of the legal 

community, Frink-Hamlett (2011) goes more in-depth to understand the importance of cultural 

competence in delivery and teaching of legal services in law school.  

Multifaceted dimensions of CQ.  According to Earley and Ang (2003), in order to 

display CQ, a person needs three main concepts working in agreement with one another: 

cognitive, motivational, and behavioral (Figure 1).  Each of these is malleable in that an 

individual can enhance in time (Ang et al., 2007).  While each of these facets is beneficial, they 

must be combined with the other factors of CQ in order to enhance intercultural success (Van 

Dyne, Ang, & Livermore, 2010).  In a later model, Ang and Van Dyne (2008) add metacognitive 

CQ as “an individual’s level of conscious cultural awareness during cross-cultural interactions” 

(p. 5) to make CQ comprised of 4 factors.  According to Brislin, Worthley, and Macnab (2006), 

an individual may increase his/her level of CQ by practice, gaining more experience, and being 

optimistic toward learning.  According to Hilgard and Bower (1966), “learning is culturally 

relative, and both the wider culture and the subculture to which the learner belongs affect his 
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learning.” (pp. 562-564).  This is emphasized in cognitive, motivation and personality theories 

(Hilgard & Bower, 1966).  

Figure 1. Facets of cultural intelligence. From Cultural intelligence: Individual 

interactions across cultures (p. 67), by P. Christopher Earley and Soon Ang 

Copyright (c) 2003 by the Board of Trustees of the Leland Stanford Jr. 

University. All rights reserved. Reprinted with the permission of Stanford 

University Press, www.sup.org 

Similarly to the illustration in Figure 2, Livermore (2011) states the following: 

These four factors are interrelated, whatever the form of intelligence. A person who 

knows (cognition) how to relate interpersonally but has no desire to do so (motivation) 

won’t function in a socially intelligent way.  An individual who can analyze 

(metacognition) a practical situation deeply but can’t actually solve it in real life 

(behavior) doesn’t have much practical intelligence.  …Cultural intelligence is a four-

factor capability that consists of these same four intelligence factors – motivation (CQ 

drive), cognition (CQ knowledge), metacognition (CQ strategy), and behavior (CQ 

action). (pp. 28-29)  

Many authors present ideas, studies and research showing interest in the CQ model (Crawford, 

2009; Crowne, 2006; Dean, 2007; Hyndman, 2007; Imai, 2007; James, 2007; Lugo , 2007; 

Moody, 2007; Prado, 2006; Seminara, 2009; Van Driel, 2004; Williams, 2008). 
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Figure 2. Four-capability cultural intelligence model. Adapted from the Cultural 

Intelligence Center, retrieved from http://www.culturalq.com, 2014. Copyright 2013 by the 

Cultural Intelligence Center. Reprinted with permission. 

Motivational.  Individuals must know how to use knowledge of another’s culture and 

acknowledge cultural differences.  According to Earley and Ang (2003), an individual must also 

feel motivated to engage others in a new setting.  Values orientation approach, empathy and self-

efficacy can be used as methods for motivation of CQ (Earley & Ang, 2003; Earley; Ang & Tan, 

2006; Earley & Peterson, 2004).  As Bandura (1986) states in Earley and Ang (2003), self-

efficacy is “a judgment of one’s capability to accomplish a certain level of performance” (p. 

391).  This is introduced as an important element of CQ since “adaptation requires both 

“intelligent” and “motivated” action” (Earley & Ang, 2003, p. 154).  Templer et al. (2006) 

further explore the relationship between motivational CQ and cross-cultural adjustment.  They 
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found that employees who were more interested and motivated to experience diverse cultures 

adjusted better to work on international assignments. 

Within the CQ model through the Cultural Intelligence Center, this factor is considered 

CQ drive and the first element that needs to be considered when facing a cultural situation.  CQ 

drive asks, “Do you have the drive and motivation to work through the challenges that come with 

cross-cultural situations?”  This is your interest, drive and motivation to adapt intercultural, 

which includes deriving enjoyment from experience, gaining benefits from experience, and 

having the confidence to be effective in culturally diverse situations (Livermore, 2010).  It 

sounds like common sense, but it is often the most overlooked factor (e.g., people who are 

required to go through diversity training, but are not told why it is relevant). 

There are three specific areas CQ drive focuses on: intrinsic, extrinsic, and self-efficacy.  

Intrinsic is the extent to which one is interested in cultural experiences.  Extrinsic is the tangible 

benefits derived from multicultural interactions.  Self-efficacy is the level of confidence 

exhibited.  Each of these sub-dimensions can be enhanced through facing biases, connecting with 

existing interests, visualizing success, rewarding oneself, maintaining control and travel 

(Livermore, 2011). 

Cognitive.  This capability relates to “general cognitive skills that are used to create new 

specific conceptualizations of how to function and operate within a new culture” (Earley & Ang, 

2003, p. 9).  Cognitive can also refer to information-processing aspects of intelligence 

concerning cultural adaptation of an individual (Earley, 2003) and the knowledge of norms, 

beliefs and conventions.  This concept is clearly addressed through culture assimilators and 

knowledge training.  This capability plays an important role in how individuals think and behave.  
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3. Librarians are custodians of the firm’s knowledge – culture, norms, stories, and 

practices.  They use this knowledge to support attorney needs through the 

management and curation of information. (“Hiring a Law Librarian Pays,” para. 2) 

Imai and Gelfand (2010) find that being able to negotiate effectively across differing cultures is 

critical to relationships, including alliances, mergers, licensing agreements, and sales.  Law 

librarians are involved with each of these, and the literature since 2010 discusses very little about 

the characteristics negotiators need in order to maximize optimal agreements.  One such aspect is 

CQ.  As librarians are involved with negotiating contracts, budgets and staff needs, this skill can 

be extremely useful. 

Rosin (2006) further identifies key contributions that law firm librarians make to the law 

firm, including that a firm librarian contributes through the following: 

 can assist with statistics and data for legal administration; 

 is a part of the managerial team and contributes ideas; 

 makes decisions which influence the firms actions; 

 is a specialist within the firm; 

 is heavily involved with marketing and business development initiatives; 

 influences the bottom line due to their knowledge and researching cost-effectively; 

 protects the firm’s investment in resources, both print and online; 

 understands what resources are available and where to obtain requested information; 

 is an information expert that assists attorneys, paralegals and staff with finding what 

they need through the information overload; 

 is a curator of information; able to sift through the mounds of information available 

and organize, analyze and deliver to meet the attorney’s needs; 
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 understand the importance of disaster planning, preservation, and security of firm 

information; and  

 provides the support necessary for the firm to maximize the knowledge base. (p. 1, 

19-23) 

If a librarian can quantify the value of the library for management, this will be the key to 

controlling the future of the law firm library (Todd, 2006).  Ang and Inkpen (2008) stated “the 

possession of CQ by a firm’s managers is a valuable resource, especially when the CQ resides in 

its upper echelons or top management team” (p. 343).  The value of the librarian and library is 

important to understand in order to see why law firm librarians need to know their cultural 

competence. 

Cultural Intelligence in Librarianship 

There has not been any empirical research related to the CQ of law firm librarians; 

however, several reports discussed developing more culturally aware lawyers. Two examples are 

the “MacCrate Report” from the American Bar Association in 1992 and “Educating Lawyers” 

from the Carnegie Foundation in 2007.  In 1974, Anita Scheller said, “Once fields become 

established as men’s or women’s professions they are very hard to change” (Weibel et al., 1979, 

p. 288).  With librarianship still being predominantly female, it is even more important for law 

firm librarians to understand their CQ. 

Research on culture and diversity in general is large in the field of scholarship, but 

limited literature exists specific to law librarianship.  However, there have been several 

discussions on culture and diversity within the field of librarianship as a whole (Greer et al., 

2001; Howland, 2001; Kreitz, 2008; Overall, 2009; Smith, 2008).  Greer, Stephens, and Coleman 

(2001) examine how gender roles affect the workplace and recommend organizations “establish 
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the organizational culture…institute effective and on-going training” (p. 137).  This is of 

particular importance as librarianship has been predominantly dominated by women since the 

late 1800s (AALL, 2013).  Howland (2001) expands on this and looks at specific workplace 

challenges. 

Overall (2009) has probably one of the closest articles related to CQ and information 

professionals.  She focuses on how to use cultural competence as a framework for the library 

profession.  Cultural competence means “abilities of empathy, respect, understanding, patience 

and nonjudgmental attitudes” (p. 189).  It is with this cultural competence that one may 

“effectively reach those who would benefit the most from library services” (p. 200).  Smith 

(2008) is in agreement with that, and takes the argument a step further to consider making the 

library itself diverse.  Griffer and Perlis (2007) said to “develop cultural competence, one might 

expect that individuals need inherent skills or predispositions to be sensitive to the needs and 

worldview of others” (p. 28).   

Additionally, Ramirez’s (2010) research presents a model for how CQ levels may affect 

conflict resolution ability.  In a state of continual change and challenges in the legal industry, 

particularly with law firms, conflict exists.  Ramirez determines “that a higher level of CQ 

positively affects and predicts whether an individual will select an appropriate conflict resolution 

strategy fitting for the cultural backgrounds of those involved in the conflict” (p. 43).  Figure 5 

shows characteristics associated with high and low CQ (Ang et al., 2007; Brislin et al., 2006). 
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Figure 5. Characteristics of high and low levels of cultural intelligence.  Reprinted from “Impact 

of cultural intelligence level on conflict resolution ability: A conceptual model and research 

proposal,” by A. R. Ramirez, 2010, Emerging Leadership Journeys, 3(1), p. 47. Copyright 2010 

by School of Global Leadership & Entrepreneurship, Regent University. Reprinted with 

permission. 

If a librarian is able to understand cultural competency, she and/or he will be able to 

achieve long-term institutional change.  Librarians are almost forced to evolve with the changing 

times and need to work toward understanding different cultures to embrace diversity (Gabriel, 

2010).  Budrina (2011) suggests that “culture and cultural difference have a greater influence on 

business effectiveness than we think, and it is, therefore, important for companies to develop the 

cultural intelligence (CQ) of their employees” (“Cultural Diversity in Business,” para. 1).  

Budrina (2011) further states that, in order to bridge the gap on differences, there are several 

items that organizations should consider, including leadership development, analysis and 

evaluation, cultural management, and managing diversity. 
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Cultural Intelligence Training 

Researchers have also identified the need to develop global leaders throughout the 

literature (Alon & Higgins, 2005; Brislin et al., 2006; Earley, 1987; Earley & Mosakowski, 

2004).  The legal profession, as in many industries, devotes time and resources to diversity 

training initiatives while cultural competence goes beyond the kind of diversity that is usually 

addressed because it involves much more than just diversity.  Deal and Prince (2003) focus on 

how to culturally adapt and educate individuals on different cultures.  Their work is focused on 

leadership development and assisting individuals in leadership roles to understand cultural 

adaptability.  CQ shows importance for developing leaders and can have a major impact on 

organizations.  Santana (2010) suggests five ways to boost cultural agility to be an effective 

leader: switching your frame of reference, being curious, looking for commonalities, reflecting 

and learning, and being a champion of the ideas of others.  Earley, Ang and Tan (2006) further 

recommend three ways to develop your ability to work more effectively in culturally diverse 

workplaces:  

1. Develop your cultural strategic thinking. 

2. Build bridges of goodwill and understanding by enhancing your motivational CQ. 

3. Broaden your behavior by enhancing your behavioral CQ (pp. 121-122). 

There have been many studies related to intercultural training and cross-cultural training 

in terms of using CQ as a training tool which would be helpful for law firm libraries.  Tung 

(1981) studied intercultural training for managers to help them succeed in a foreign culture and 

recommended area studies, culture assimilator, language preparation, sensitivity training, and 

field experiences.  Earley (1987) conducted a study “to determine what types of training are most 

effective in preparing people for overseas work assignments” (p. 687).  He found that that 
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documentary and interpersonal approaches are critical to prepare managers for new cultures.  

Harrison (1992) examined behavioral modeling and cultural assimilator in cross-cultural 

management training.  Prior to his study, the effects of combined training efforts including 

learning and behavior were not discussed in the literature.  Harrison’s findings suggest “that in 

order to maximize learning, a combination of training methods is needed” (p. 959).  

Metacognitive-cognitive facet training (self-concept theory), motivation facet training 

and behavior facet training can all be combined to design intercultural training.  Specific training 

should be based on a needs-based analysis of the individual.  Training suggested in the research 

includes formal programs, global initiatives, mentoring, language proficiency, case studies, 

simulations, role play, experiential learning, cultural assimilators, international rotation programs 

and international practical experience (Alon & Higgins, 2005).  Earley and Mosakowski (2004) 

identify six steps to enhance CQ: assessment, training selection, training application, resources to 

support approach, entering into a cultural setting and reevaluation.  

 Alon and Higgins (2005) indicate the benefits that CQ can have for global leadership 

programs.  Brislin et al. (2006) identified a four-step procedure to encourage CQ development: 

1. Consider behaviors individuals may engage in with other cultures. 

2. Introduce reasons for these behaviors. 

3. Consider any emotional aspects. 

4. Use knowledge to learn about other behaviors. 

Triandis notes training techniques that enhance individual CQ are important (2006).  Ang et al. 

(2007) suggest “cultural intelligence has important implications for selecting, training and 

developing a culturally intelligent workforce” (p. 365).  Crowne (2008) states the depth of 

cultural exposure influences CQ.  Thus, CQ is not only valuable for conducting research and 
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understanding individual law librarian levels, but also for selecting and training librarians for 

leadership positions in diverse environments (Earley & Ang, 2003).   

Summary 

Our environment is becoming more and more global.  As the marketplace changes, so do 

our workplaces.  Cultures evolve, and managing within multiple cultures becomes a challenge.  

Global leaders need to be “flexible enough to adapt with knowledge and sensitivity to each new 

cultural situation that he or she faces” (Thomas & Inkson, 2003, p. 15).  Behaviors that are 

accepted in one culture may not necessarily be accepted in others.  The concept of CQ is a 

simple one, but takes time to cultivate and is an area this study explored with law librarians. 
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Chapter 3. Methodology and Procedures 

The purpose of this concurrent mixed-methods study was to understand the phenomena 

of cultural competency through an exploration of the CQ of law firm librarians.  Law firm 

librarians from throughout the United States were selected in order to understand their 

perspectives and to help them better serve their law firm stakeholders.  Three research questions 

guided this study: 

1. What is the overall level of cultural intelligence of participating law firm librarians? 

2. What variations among participating law firm librarians, if any, exist among the four 

capabilities of cultural intelligence? 

3. What viewpoints do the law firm librarians have about the value and importance of 

cultural intelligence within their law firms? 

Research Approach and Design 

Creswell and Plano Clark (2011) state a concurrent design entails combining both 

quantitative and qualitative data within a traditional research design.  For this study, both 

quantitative and qualitative data were collected.  The qualitative questions provided rich 

narrative responses beyond what the quantitative data provided and gave insight into the 

respondent’s viewpoints on CQ. 

The researcher relied on a web-based survey process incorporating the CQS, a self-report 

instrument used for academic purposes that measures an individual’s CQ level.  The CQS is a 

four-factor (capabilities) scale developed to test the four dimensions of CQ: (a) metacognitive, 

(b) cognitive, (c) motivational, and (d) behavioral (Ang & Van Dyne. 2008).  The web-based 

survey also asked about select demographic information and included some open-ended items to 

enable exploration of the librarians’ views regarding their law firms’ practices.  
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Instead of using only the predominant quantitative method alone, the researcher selected 

the concurrent nested strategy model in order to gain a broader perspective on CQ within the 

sample.  The qualitative data was useful to describe aspects of the study that could not be 

quantified.  The strengths to this type of model are that the researcher can collect the two types 

of data at the same time, that it allows for a study with advantages of both qualitative and 

quantitative analysis, and that it helps the researcher gain different outlooks from the diverse 

types of data (Creswell, 2003). 

Sources of Data 

Population and sample.  The target population for this study was made up of librarians 

within the United States who currently work in private law firm libraries.  The target population 

included both males and females who hold a master’s degree in library and information science 

and/or have equivalent law firm experience.  Some individuals were in leadership or executive 

positions at the time of this study and others had the equivalent job title of “law librarian”.  

Individuals in these roles are not necessarily executives and may have differing job titles, but 

they support the firm in their role as law librarians.  This was an abstract population that could 

contain tens of thousands of individuals.  In order to better define the population, one prominent 

professional organization served as the sampling frame: the Private Law Libraries Special 

Interest Section (PLL-SIS) of the American Association of Law Libraries (AALL). This 

organization, established in 1977, was created “to promote interests and address issues of 

concern to those employed in private law firms and corporations” (AALL, 2015, para. 1).  The 

PLL-SIS “has grown to more than 1,300 members and is the second largest SIS within AALL,” 

comprising about a third of AALL’s membership (American Association of Law Libraries, 

2015).   
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All members were subscribed to the My Communities section of the AALL website that 

allows access to the Private Law Libraries Community, which was formerly known as the 

listserv.  Participants must be dues-paying members as well as members of AALL in order to 

login and access this forum.  All 1,292 current PLL members included in the PLL-SIS 

community were invited to participate in the web-based survey.  To obtain additional responses, 

members of the SLA Legal Division and Law-Lib were invited to participate.  The number of 

law librarians who were members of either group was unknown.  The sample was based on self-

selection and, thus, may not be representative of the larger target population. 

Data Collection Procedures 

Both quantitative and qualitative data were collected concurrently via a web-based 

process.  The quantitative data consisted of demographic items and the already established CQS 

with predetermined instrument-based questions.  The already established CQS used for academic 

purposes tests the four dimensions of CQ: (a) metacognitive, (b) cognitive, (c) motivational, and 

(d) behavioral (Ang & Van Dyne, 2008).  The qualitative data included open-ended items 

necessary to explore the phenomena under study. 

Permission to use the subscriber list was granted as part of the researcher’s membership 

benefit, as she is a member of AALL, the PLL-SIS, and the SLA Legal Division through her 

work.  PLL-SIS Community subscribers and members of the SLA Legal Division and Law-lib 

listservs received a link to the consent form and survey.  A second notification was sent 10 days 

after the first invitation, and a third notification was sent 7 days after the second invitation.  The 

survey was not sent out during peak season for annual conferences or during the holiday season 

when law librarians are often on vacation.  In total, the web-based survey was available for 

approximately one month from initial announcement and closed thereafter. 
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Web-based survey.  The use of an electronic survey administration tool allowed IP 

addresses to be removed prior to the researcher’s access to the results.  An informed consent 

form (Appendix D) was provided to explain the purpose of the study, the estimated time to 

answer the survey, that questions may raise uncomfortable feelings, and to restate that results 

would only be published in aggregate.  Participants received the researcher’s contact information 

in the event there were questions.  It is possible that the researcher’s name influenced the 

participants’ opting to take the survey. 

Prior to administration, the survey instrument was revised based on feedback obtained 

from the committee on the open-ended and demographic items.  Pilot participants made 

additional suggestions on the survey design and questions.  The survey was administered 

utilizing Qualtrics, a leading edge online survey software tool (Qualtrics, 2015).  Interested 

potential participants received an email with a link to the survey.  This link led, first, to an 

informed consent page and, when the participant agreed to participate, a link to the survey. If the 

librarian chose not to participate, he/she was taken to a page thanking him/her for his/her 

consideration.   

Advantages of a web-based survey included the ease of managing the question form and 

the speed of data entry and collection.  Disadvantages are that participants were unable to go 

back and make corrections and the risk of the Internet malfunctions (Fowler, 1993).  There were 

three components to the survey utilized in this study: a section with open-ended items, a section 

containing the CQS instrument items, and a section with demographic items. 

As an incentive to participate, the researcher agreed to provide a summary of the findings 

approximately 6 months after the survey’s closing.  If an individual wished to receive a summary 

of the findings, he/she submitted his/her email address on a separate page.  When the results 
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were reported, participants’ responses were described as a whole and not individually.  As an 

additional incentive, the researcher offered one in-depth CQ assessment and follow-up 

consultation with CQ certified facilitator Michele A. Villagran after completion of the survey.  

One participant was randomly selected among those who opted in via email on a page separate 

from the survey. 

Open-Ended items.  The first section of the survey included several open-ended items to 

encourage narrative responses regarding participant’s viewpoints on CQ, which could not be 

obtained through close-ended survey items.  The purpose of these items was to gather rich data 

and additional information from the respondents.  Open-ended items are listed in Table 1. 

Table 1 

Open-Ended Items 

Question # Open-Ended Items 

1. What has been your experience with the term or phrase “cultural 

intelligence”? 

2. What do you believe is the value of cultural intelligence to law firms? 

3. What is your sense of being valued by your firm? 

4. Do you have the drive and motivation to work through challenges that come 

with cross-cultural situations you encounter? 

5. Do you have the cultural understanding needed to be effective culturally 

within your law firm? 

6. Share an example of what extent you aware of what’s going on in a 

multicultural situation and your ability to manage the situation effectively 

within your law firm. 

7. Share an experience in which you modified your actions and adapted to 

different cultural norms within your law firm. 

8. How important is cultural intelligence in your current role? 

9. Share an experience of when your cultural intelligence has been used and/or 

could be used in your current role. 

10. Do you believe your cultural intelligence impacts your firm? If so, how? 

 

CQS instrument. The second part of the survey included the CQS assessment, granted to 

academic researchers for research purposes.  This is a 20-item four-factor scale developed by the 
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Cultural Intelligence Center (2005).  This Four Factor scale developed by Earley and Ang (2003) 

measures the elements of metacognition (4 questions), cognition (6 questions), motivation (5 

questions), and behavior (5 questions).  The CQS questions are measured on a 7-point Likert 

scale ranging from 1 (strongly disagree) to 7 (strongly agree).  The CQS was cross-validated in 

Singapore and the United States (Ang, Van Dyne, & Tan, 2011), and use of the scale is granted 

to academic researchers (Cultural Intelligence Center, 2005).  In this study, the CQS was 

converted from a paper-based format to a web-based format.  The items and ratings remained the 

same as in the already validated instrument self-report (Appendix A).  Permission to use the 

existing CQS four-factor instrument, converting the format for web-based use was granted 

(Appendix C). 

From a theoretical perspective, the findings indicate the 20-item scale is reliable and a 

valid measure of CQ, and the scale can also provide insightful information about an individual’s 

CQ.  According to the Cultural Intelligence Center (2012) and Ang and Van Dyne (2008), the 

CQS instrument shows strong empirical evidence of reliability, validity, and stability.  The 

Cultural Intelligence Center (2014) states that it “owns the copyright to the only academically 

validated assessment of cultural intelligence” (“CQ Assessments,” 2015, para. 1).  In addition, 

results of six studies by Van Dyne, Ang, and Koh (2008) provide evidence that structure of the 

CQS is stable across samples and across countries.   

The Cultural Intelligence Center examined several elements of validity and reliability and 

found that self-reported scores are positively correlated across observer-rated scores, and multi-

method analysis supports the convergent validity of the scale.  In addition, statistical analysis 

shows the discriminant validity of the different factors and sub-dimensions of CQ. Results 

demonstrated that all factor loadings were significant and supported the distinctiveness of the 
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four CQ factors relative to emotional intelligence, decision making, cultural judgment, mental 

well-being, and cognitive abilities (Ang et al., 2007; Ang & Van Dyne, 2008).  Ang et al. (2007) 

demonstrated that CQ predicts cultural judgment, task performance, and decision making.  

Directly related to this study, CQ also has predictive validity above and beyond general mental 

ability, emotional intelligence, demographic characteristics, personality, rhetorical sensitivity and 

social desirability (Van Dyne, Ang, & Koh, 2008). 

Demographic items.  The final section of the survey consisted of questions regarding 

respondents’ demographics. These items are listed in Table 2. 

Table 2 

Demographic Items 

Question # Demographic Items 

1. What is your gender?  

A. Male 

B. Female 

2. What is the highest level of education you have completed? 

A. Less than High School 

B. High School / GED 

C. Some College 

D. 2-year College Degree 

E.   4-year College Degree 

F.   Master’s Degree 

G. Doctoral Degree 

H. Professional Degree (JD, MD) 

3. How many years of experience do you have working in a law firm library? 

A. 20+ 

B. 15-19 

C. 10-14 

D. 5-9 

E.    Less than 5 

(continued) 
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Question # Demographic Items 

4. Please indicate your current job title: 

A. Director of Information Services 

B. Manager of Information Services 

C. Law Librarian 

D. Research Librarian 

E.    Reference Librarian 

F.    Other (please specify) 

5. What is your geographic location in the United States? (based on Census 

Bureau designated  divisions) 

A. Northeast (New England / Mid-Atlantic) 

B. Midwest (East North Central / West North Central) 

C. South (South Atlantic / East South Central / West South Central) 

D. West ( Mountain / Pacific) 

6. Were you born in the United States of America? 

7. How many languages do you speak? 

8. Have you lived or worked overseas? If so, where? 

Human Subjects Considerations 

In complying with requirements regarding human subjects, all potential study participants 

were informed their participation was voluntary, that responses were anonymous, and that they 

would be held confidentially by the researcher and research committee.   

Approval to conduct the study was granted by the Institutional Review Board (Appendix 

E).  This study qualifies as exempt within the category of research involving the use of 

educational tests (cognitive, diagnostic, aptitude, achievement), survey procedures, interview 

procedures or observation of public behavior (45 CFR 46.101 (b) (2)).  The information obtained 

would not be recorded in such a way that human subjects could be identified and responses, if 

disclosed outside the research, would not place the participants at risk of criminal or civil activity 

or endanger their reputation (Pepperdine University Institutional Review Boards, 2009). 

The legal field, particularly law firms, is extremely sensitive to breach of contract, data 

corruption, or confidentiality of internal practices and information.  A perceived risk to law firm 

librarians’ could be whether their responses were identifiable in the event of a breach in security.  
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To minimize this concern, the software administration tool provided complete anonymity of 

responses.  In addition, no identifying information was collected, and participants were unable to 

download their own results.  The anonymous survey results were held in utmost confidence and 

shared only with the researcher, the research committee, and one more researcher who verified 

accuracy of the data.  The survey data will be destroyed following completion of the study. 

Data Analysis Processes 

Raw data was available via the Qualtrics website.  The researcher had password protected 

access and downloaded the data to spreadsheets and documents for analysis and interpretation.  

The researcher followed the processes for data analysis as suggested by Creswell and Plano 

Clark (2011). 

1. Prepare Data Analysis: Both qualitative data and quantitative data were prepared and 

downloaded into their respective systems separately.  The quantitative data were 

downloaded into Excel worksheets and new variables were computed for analysis.  The 

qualitative data were downloaded into a text document and imported into a qualitative 

analysis program, HyperResearch. 

2. Explore and Analyze the Data: Both data sets were inspected.  Analysis of quantitative 

data consisted of descriptive analyses and of running reliability coefficients to determine 

overall results.  The researcher read through the qualitative data numerous times to gain a 

better understanding of the responses and included memos/notes of importance to 

forming categories (Richards & Morse, 2007).  The researcher tracked these memos and 

created a codebook based on the emerging topics and themes.  The coding allowed 

themes to be collected for each item, including themes that were not relevant to this study 

or could be utilized for further research.  This thematic coding analysis provided more 
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insight into the participants’ comments on items related to the topic that may not have 

been collected from the CQS web-based data alone. 

3. Represent the Data Analysis: The data results were represented in statements and 

discussion of themes.  Tables and figures were used. 

4. Validate Data and Results:  The researcher checked standards, utilized validation 

strategies, checked for validity and reliability of current data, checked for accuracy, and 

assessed internal/external reliability.  The researcher checked for accuracy during this 

process.  Both forms of data were examined to develop trends and for understanding. 

5. Interpret Results using Triangulation: Qualitative and quantitative analyses were merged 

in order to interpret the data, address the research questions and compare the findings.  

New questions based on the findings were also stated.  

Internal Validity 

The researcher’s role, particularly in qualitative research, requires the sharing of biases at 

the beginning of the study, and the researcher implemented strategies to clarify these biases and 

to triangulate the different data types in order to check for accuracy of the findings.  The 

researcher discussed her role when introducing the design and made every effort to be objective.  

In addition, the analysis process involved bringing in a second researcher to evaluate the coded 

data to ensure reliable interpretation.  The second researcher has a research background, a 

terminal degree, and understood the purpose of the study and the need for her assistance. 

The researcher implemented suggestions by Creswell and Plano Clark (2011) regarding 

minimizing threats to validity. The following are possible validity threats and strategies to help 

minimize them based on suggestions that fit with the researcher’s merged data analysis (pp. 240-

241).  There is the potential for bias in that one data collection may affect the other.  To 
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minimize the risk, the researcher used one web-based survey to capture all the data in order to 

minimize the threat.  Secondly, because triangulation involves examining the data and utilizing it 

to create a coherent justification for themes in the findings, there is potential risk of using 

inadequate approaches to converge the data (Creswell, 2003).  The researcher used a side-by-side 

comparison for merged data analysis with quantitative categorical data and qualitative themes to 

help minimize the threat.  Third, the researcher addressed each question to ensure interpretation 

and discussion of each.   

There may be threats to the population external validity if the researcher draws inaccurate 

inferences which are then applied to other individuals or future situations (Creswell, 2003).  

Therefore, the researcher did not generalize beyond the group specified in the study.  The results 

were limited to other similar law firm librarians in the United States.  Additionally, there were no 

threats to statistical conclusion validity because the researcher made accurate inferences about 

the data. 

Summary 

This mixed-methods study examined the phenomena of CQ of private law firm librarians 

within the United States.  Participants were selected in order to understand their perspectives and 

to enable them to be of stronger service to their law firms. The established CQS, demographic 

items, and qualitative items were developed into a web-based survey and disseminated to the 

Private Law Libraries Community, SLA Legal Division listserv, and Law-lib listserv.     
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Chapter 4. Findings 

The purpose of this study was to examine the CQ of law firm librarians in the United 

States in order to understand their perspective and help them better serve their law firm 

stakeholders.  The nature of the study included the collection of data from both qualitative and 

quantitative items on a web-based survey.  The research questions were:  

1. What is the overall level of cultural intelligence of participating law firm 

librarians? 

2. What variations among participating law firm librarians, if any, exist among the 

four capabilities of cultural intelligence? 

3. What viewpoints do the law firm librarians have about the value and importance 

of cultural intelligence within their law firms? 

This chapter presents the demographics of the participants, qualitative analyses of the 

open-ended responses from the survey, quantitative analyses of the survey data, and triangulation 

of the data to determine study conclusions.  The web-based survey consisted of three sections: a 

section with open-ended items, a section containing the CQS instrument items, and a final 

section with demographic questions.   

Study Sample and Subjects 

The sample was based on a self-selection process.  Subjects were required to be based in 

the United States and currently working within a law library at a law firm.  Two prominent 

professional associations served as the sampling frame.  The Private Law Libraries Special 

Interest Section (PLL-SIS) of the American Association of Law Libraries (AALL), which 

consists of approximately 1,300 dues paying members, and the Special Library Association 

(SLA) Legal Division, consisting of an unknown number of members, were invited to participate 
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via their dedicated listservs.  Additionally, the web-based survey link was sent to Law-Lib, 

which is a listserv specific for law librarian use.  It is not known how many subscribers there are 

to this specific list.  The quantitative and qualitative data was collected between February and 

March 2015.  Of the initial 170 individuals who responded to the request, 70 provided survey 

responses.  Not all participants responded to all items, and the discussion of findings indicates 

the specific number of responses for each survey item.  Only 29 to 30 of the respondents 

answered the demographic items. 

Sample Demographics 

The study participants have a wide range of experience, education, job titles, and 

geographic locations.  As Figure 6 indicates, females represented 86% of the participants (n=25) 

while males made up 14% (n=4).  

 

Figure 6. Frequency distribution of gender (N=29) 

Almost three-quarters of respondents have a master’s degree (70%; n=21), 23% (n=7) 

have a terminal degree (post Masters), and 2 respondents (7%) have a 4-year college degree 

(Figure 7).  Thirty-six percent of respondents (n=11) have 20+ years of experience working in a 
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                        Figure 9. Frequency distribution of geographic location (N=30) 

Of these 30, most (n=25; 83%) work in their law firm’s headquarters, and only six (20%) 

work in a branch location.  One subject reported working virtually.  Ninety percent (n=27) were 

born in the United States of America, and the majority speak and/or write at least one language 

(17/57%).  Seven percent (n=2) indicated they speak and/or write over four languages.  Eleven 

respondents (36%) speak and/or write 2 or 3 languages (Figure 10).  Approximately 43% (n=13) 

of the subjects reported having lived or worked overseas (Figure 11). 

 

           Figure 10. Frequency distribution of languages spoken  

      and/or written (N=30) 
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  Figure 11. Frequency distribution of lived or worked  

  overseas (N=30) 

 

Qualitative Findings 

Ten items allowed subjects to provide narrative responses.  Between 24 and 70 

participants provided responses.  All responses were analyzed, resulting in eleven themes, and 

nine of these were specific to the study’s purpose: “Individual Drive”, “Individual Knowledge”, 

“Individual Strategy”, “Individual Action”, “Understanding Different Cultures”, “Experience 

with CQ Term”, “Challenges”, “Importance-Value”, and “Environment-Climate”.  The first four 

themes were identified following the order of the CQ model from the Cultural Intelligence 

Center, with the remaining themes in no particular order.  One theme, “Being Valued”, was 

present in the data, but not specifically related to the research questions.  However, it is 

discussed as it has some relevance for future research.  A final theme included content labeled as 

“Other” because either respondents referenced n/a in the response or the response did not fit 

within other themes or subthemes.   

Overall, there are 841 coded text passages provided from the 70 subjects linked to 

specific themes and subthemes.  Of the 841, several text passages were coded to more than one 

subtheme or theme (“Change”, “Communication”, “Diversity”, “Research Requests”, and 
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“Understanding Different Cultures”) resulting in a frequency of 1171 total.  Table 6 shows the 

major themes present along with the frequency of coded text passages.  The subthemes came out 

of the coded text passes and were subthemes that developed within the main themes.  Seven of 

the eleven themes included several subthemes as well and are displayed in Tables 7 to 13.  Table 

13 includes the frequency of the five recurrent subthemes.  “Understanding Different Cultures”, 

“Challenges”, and “Environment-Climate” did not include any subthemes and, therefore, no 

table herein to represent them.   

Table 6 

Theme Frequency 

Theme Frequency of Coded Passages 

Individual Drive 88 

Individual Knowledge 149 

Individual Strategy 48 

Individual Action 115 

Understanding different cultures 63 

Experience with CQ term 184 

Challenges 17 

Importance & Value 265 

Environment – Climate 69 

Being Valued 131 

Other 42 

  

Total 1171 
 

Overall Level of Cultural Intelligence 

Research Question 1 asks, “What is the overall level of cultural intelligence of 

participating law firm librarians?”  Seven overall themes from the qualitative results provide a 

response for this question.  Four are specific to the four sub dimensions (factors) of CQ, as 

defined by the Cultural Intelligence Center, and identified as themes: “Drive”, “Knowledge”, 
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“Strategy”, and “Action”.  Three other relevant themes emerged from the responses: 

“Understanding Different Cultures”, “Experience with CQ term”, and “Challenges”. 

Individual Drive.  Fifty-two subjects responded to the question of “Do you utilize drive 

and motivation to work through challenges that come with cross-cultural situations you 

encounter?”  Drive was identified as the extent to which one is energized and persistent in one’s 

approach to multicultural situations. It includes self-confidence in own abilities as well as sense 

of the benefits to be gained from intercultural interactions.  Table 7 shows the subthemes and 

frequencies for the theme, Individual Drive.  Thirty text passages were coded to subjects 

reporting they do use CQ drive. 

Some subjects described their work environment as not being cross-cultural; however, 

CQ drive may or may not have been used.  There was some expressed intrinsic interest 

(including gaining personal enjoyment, having a sense of purpose, wanting to leave a good 

impression) with comments such as, “I am a very driven and motivated person and when I 

encounter something different, I want to do a better job in order to make sure I have left a good 

impression of myself and my library.” Another subject stated similar sentiments, “motivation to 

provide great service to my internal patrons would apply here,” and another, “motivation to do 

my professional best.”   

Twelve passages of text were coded with “extrinsic interest” (which is gaining benefits 

from culturally diverse experiences).  One subject stated, the “drive and motivation to retain 

employment” with other subjects indicating, “annual increases,” and “my achievements are 

recognized with praise and promotion” as indicators of extrinsic interest.  Two passages focused 

on information needs expected to be met by the library.  One respondent commented, “Law 

librarians are expected to have the drive and motivation necessary to tackle anything that comes 



EXAMINATION OF CULTURAL INTELLIGENCE 74 

 

up….As a general rule, the firm’s information needs are expected to be met by the library – 

whatever that requires.”   

A second subtheme was “self-efficacy”, which is the self-confidence to be effective in 

cultural situations and was recognized numerous times throughout the responses.  One study 

participant commented, “I also rely on my people skills I developed through many years of 

working in the restaurant business,” and another expressed, “I use a combination of social 

intelligence and ability to read social cues, being widely read with a fairly broad knowledge 

base, being smart, in addition to drive and motivation.”  “Diversity”, which was also included 

within other themes, was present six times within passages.  One subject indicated, 

I try to be aware of cross cultural situation especially when dealing with our clients and 

younger associates. …I am noticing more diversity among our “American” staff, 

attorneys, and clients as well. This is not limited to the obvious issues of race – we have 

more mixed race staff and people who are more open about their lifestyles.   

 

Another subject commented on diversity on his/her teams, stating,  

There is some diversity on our team terms of sexual orientation, religion and philosophy 

– but nothing that has ever caused any problems that I’m aware of. But I’ll give the 

caveat that perhaps I’m just not aware of them, not that these situations haven’t come up. 

  

Another respondent indicated his/her familiarity with the term “diversity”, but not cultural 

intelligence.   

Table 7 

Theme: Individual Drive 

Subtheme Frequency 

Diversity* 6 

Extrinsic Interest 12 

Information needs expected to be met by 

library 2 

Intrinsic Interest 8 

No I do not use CQ Drive 9 

Self-efficacy 7 
           (continued) 
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Subtheme Frequency 

Work environment not cross-cultural 14 

Yes I use CQ Drive 30 
Note. (N=88) 

Individual Knowledge. Forty-four subjects responded to the question of “Do you have 

sufficient cultural understanding needed to be effective culturally within your law firm? Or 

would you like to have training in this area?”  This theme focuses on the degree to which one 

understands how culture influences how people think and behave and one’s level of familiarity 

with how cultures are similar and different.  Table 8 shows the frequency of the subthemes 

within the theme, “Individual Knowledge”.  Passages were also coded as having sufficient 

understanding, with several elaborations.  One subject expressed that, “knowing the business 

workings of a law firm could be more beneficial, so I can understand better priorities,” even 

though she and/or he believes she and/or he has sufficient understanding.   

Table 8 

Theme: Individual Knowledge 

Subtheme Frequency 

Context General 30 

Context Specific 4 

Training 28 

Understanding different cultures* 63 

Yes sufficient understanding 24 
Note. (N=149)  

 

Another subject suggested that,  

I believe exposure to others in other social environments within the firm would aid in the 

cultural understanding.  By this I mean more than when a patron comes to the library to 

request something specific or request guidance for a research project. Formal training is 

not needed but context may be.   
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As to training, 28 passages were coded to this subtheme, and comments ranged from, 

“Training may help.  However, if you are not involved in the front line decision making, you will 

be reacting, not acting to changes,” to concerns,  

I’d love training in this area but having worked at two firms now, I believe the culture is 

different from firm to firm and this would be a great challenge to teach in an educational 

setting.  I’m not sure it can be taught. 

 

Coded text passages throughout included elements of the macro understanding of cultural 

similarities and differences such as economic and legal systems, values, norms, rules of 

languages, and non-verbal behaviors (coded as subtheme, “Context General”).  One subject 

explained, “I was more culturally effective than the vast majority of my coworkers by virtue of 

having studied foreign languages and cultures.”  Another subject indicated that, “I have traveled 

enough and lived abroad briefly so feel that I am aware of, and hopefully sensitive to, different 

cultural perceptions, expectations that I’m flexible in approaching and dealing with all.”  “Many 

of our users are of different faiths and I always try to be sensitive to their religious holidays,” 

illustrates another subject response.   

Several additional examples came out of the response to the theme “Strategy” below, but 

are worth mentioning here as they also fall under “Context General” which, is part of CQ 

Knowledge.  One subject explained that,  

Knowing what foreign counsel is, and is not, saying; cultural norms may preclude 

counsel from offering negative opinion or sharing certain information unless asked point-

blank.  I did this with Indonesian counsel after it was clear my boss was not “getting” the 

unspoken message. 

 

Another example illustrates use of “Knowledge”,  

We had a Muslim employee.  The employee wanted to pray at the proper times, and face 

Mecca.  In the Library, we devoted a small training space to the employee (who was not a 

Library team member) so that he could pray in peace.  We also figured out which way 

Mecca was, and placed a small insignia in the proper direction. 
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Another example shows a lack of “Knowledge”,  

I had a black friend at a former firm, and I prided myself on my understanding of the 

history of African Americans and the Civil Rights movement.  I went overboard in trying 

to represent this to her and this hurt our relationship for a time.  I later apologized to her, 

and let her know I would work more on focusing on our similarities, rather than any 

perceived differences. 

 

The subtheme of “Context Specific”, which relates to understanding how culture 

influences effectiveness in specific domains, such as in leadership or a law firm environment, 

was evident in some responses.  One subject highlighted the institutional environment and that 

s/he,  

Sometimes feel out of the loop when it comes to gossip, but that is fine with me. When I 

first got here, it was difficult without institutional history background to jump into 

helping with a very large client matter or in knowing who was involved in various parts 

of the matter, or how different partners liked to have things presented to them. 

 

“Understanding Different Cultures” (coded to 63 text passages) is a theme on its own described 

further below; however, within “Knowledge”, this theme appeared three times.  Subjects 

expressed, “I have traveled enough and lived abroad briefly so feel that I am aware of, and 

hopefully sensitive to, different cultural perceptions, expectations that I’m flexible in 

approaching and dealing with all,” and, “I have a basic understanding of the firm’s culture.”   

Individual Strategy.  Thirty-seven subjects responded to “Share an example of what 

extent you are aware of what’s going on in a multicultural situation. Describe your ability to 

manage the situation effectively within your law firm and/or your feeling frustrated or lost in 

such a situation.”  Strategy is described as the extent to which one is aware of what is going on 

in a multicultural situation and the ability to use that awareness to manage those situations 

effectively.  Table 9 shows the subthemes and frequency within the theme, “Individual Strategy.” 

A few passages directly stated not feeling frustrated or lost in these types of situations, with 10 

passages coded as expressing some level of frustration.  At least three of these related to 
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management.  For example, one subject stated, “It is often frustrating to have to lobby to firm 

management to have extra expenses for new services approved when it is all part of the effort to 

make the new groups functional and profitable!”   

Table 9 

Theme: Individual Strategy 

Subtheme Frequency 

Awareness 11 

Checking 1 

Example of CQ Strategy 12 

Frustrating/Frustrated 10 

Guidance 5 

Not frustrated 2 

Planning 7 
Note. (N=48) 

 

Other respondent commented with similar frustration with management, stating there is 

“significant frustration with decision making by management without asking for or using the 

expertise of librarian.”  A third subject also expressed frustration with administration, saying,  

I’m working now to plan the library space in new construction.  The lack of 

understanding the admins have of the current library’s state resulted in assumptions on 

their part and now a time crunch to get the data needed for the designers to be able to 

plan effectively.  It made me feel like when I talk about the library I am either not heard 

or my meaning is not effectively conveyed. 

 

Further,  

[E]ven more frustrating is dealing with vendors… that seek to preserve revenue streams 

from smaller firms, or larger ones that have fallen apart, by including language in 

subscription licensing agreements that essentially require the “new” firm to assume 

responsibility for paying the former firm’s contract value. 

 

Another example relating to the online research databases shows “there is frustration 

when online legal research databases change constantly, but it would be worse if the vendors 

didn’t modernize, and we are spoiled by such wonderful resources.”  One subject commented on 

the frustration with how staff is viewed, saying, “I feel demoralized when I see how staff from 
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different cultural, educational, gender backgrounds is dismissed as not having ideas of value 

because they do not always present their ideas in standard business jargon.”   

Some passages were coded to “Guidance”. One subject expressed how,  

I meet regularly with other managers to gain an understanding of issues and problems 

being experienced by my colleagues.  I meet regularly with my attorneys to discuss their 

needs.  I work closely with my first-year associates during their transition year and 

prepare training classes to develop specific skills needed to be successful. 

   

Another expressed when confronted with a situation where there may be a cultural 

difference, “I always ask a colleague for guidance.”  Additionally, one subject mentioned that, “I 

would also seek advice from our HR Director and colleagues at other firms (without revealing 

any confidential information).”  In another example one subject discussed his/her experience 

when going to a single provider for their online research contracts and reducing the print 

collection. S/he stated,  

I had to be sensitive to the attorneys who were reluctant to do away with a large number 

of our print subscriptions as well as not renewing one of our major online research 

services contracts. I had to work very closely with many individuals to get buy-in and to 

assure them that making the changes would be the best course of action.   

 

This example also illustrates subtheme, “Planning”, as discussed below. 

“Checking” was another subtheme within “Strategy”, focusing on checking assumptions 

and adjusting mental maps when actual experiences differ from expectations.  One passage 

specifically hit on this and the subtheme of “Planning” when it comes to law firms and working 

with Partners, stating “law firms are different than other companies.  Larger law firms are 

different than boutique firms.  Different practices may have different personalities.  Honestly, it’s 

wise to assess the culture before pissing off a partner – to put it bluntly.”  “Planning” is described 

as strategizing before a culturally diverse encounter.   
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Seven passages were coded to this subtheme, with specific examples.  One subject 

described involvement with practice groups:   

We have a variety of practice groups in our firm, each of which meets regularly once a 

month. I am not always successful in getting into the meetings, so in the background I 

worked to have myself included on their e-mail groups. This allows me to be aware of 

discussions that would occur outside of the official meetings and allows me to approach 

individuals with suggestions of ways the library (Information Center) can assist. 

 

Also, when it comes to contract negotiations, one respondent stated, “My firm has a 

definite process for both cancelling as well as negotiating and approving vendor contracts and 

over the years I feel good about the ways in which I have navigated this sometimes tricky 

landscape.”  Another subject reported on how CQ affected his/her frame of reference; she and/or 

he stated, “My cultural intelligence has led me to decide not to continue with plans to dedicate a 

large space to print resources in new construction and rather concentrate on the library as a 

service.” 

The subtheme of “Awareness”, described as knowing about one’s existing cultural 

knowledge, was coded to eleven text passages, and seven of these fell within the theme 

“Strategy”.  One subject expressed, “Multicultuality is part of life in United States. I am an 

immigrant. There are thousands like me here. It is second nature to us to deal with the problem.”  

Another two respondents stated, “Many of our users are of different faiths and I always try to be 

sensitive to their religious holidays” and “I understand that there are certain cultural differences – 

such as acquiescing to authority.”  An additional subject pointed out, “I have to find ways to be 

aware of what management might be planning on a variety of fronts.”  Regarding new 

employees, one subject commented,  

If a new employee with a different education background, different social background 

joins our team I would want them to feel as welcome as possible and comfortable in their 

new environment. Strong librarian skills begin with strong communication and critical 
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thinking skills. If one is nervous or uncomfortable in a work environment it will be hard 

to build either of these skill sets. 

 

The last subtheme within “Strategy” was “Example of CQ Strategy”, with several coded 

text passages.  It was important to code each passage because it shows real life examples of law 

firm librarians who reported utilizing or not utilizing this factor within CQ.  An example of lack 

of CQ Strategy was illustrated in this subject’s comments,  

Our firm has grown significantly during the past decade….As new practice groups have 

joined the firm, they have often required subscription services that are new to us.  Firm 

management never asks the group that is joining, “What resources will you need and how 

much will they cost?”  Those details are worked out after the new group signs on, and as 

a result, the expenses for those resources are usually unbudgeted, and often a shock to the 

“powers that be.”   

 

Another example highlighted both cultural and generational issues within in a law firm where 

CQ Strategy was demonstrated: “One of our new associates is a woman from an Asian country 

and despite our efforts to show her how to find information for herself she continues to ask us to 

find relevant resources for her and then deliver them to her office.”   

Individual Action.  Many subjects responded to “Share an experience in which you 

modified your actions and adapted to different cultural norms within your law firm.”  As seen in 

Table 10, five key subthemes came out of this theme: “Change”, “Communication”, “Modify 

Expectations”, “More Efficient Billing”, and “Understanding Different Cultures”.  “Change” and 

“Communication” were also apparent in other themes, and “Understanding Different Cultures” 

stands as one theme.  Two passages focused on expectations and provided examples.  One 

subject stated,  

My law firm is in a red state and is definitely more conservative. I have had to modify my 

expectations about what is okay in a work environment (for example, I’m not used to 

having to participate in Christmas activities), but since no actual religious aspects of the 

holiday were observed, I got into the spirit of things without making a fuss. 

   

In yet another example, a subject discussed travel and continuing education, stating,  
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In the past, travel and continuing education were broadly encouraged. As the firm culture 

has changed, this “green light” default has yielded to more restrictive review processes. 

Perforce, I have limited and modified my requests to account for what I perceive to be 

different expectations.   

 

Table 10 

Theme: Individual Action  

Subtheme Frequency 

Change* 25 

Communication* 23 

Modify expectations 2 

More efficient billing 2 

Understanding different cultures* 63 
Note. (N=115) 

 

Within “More Efficient Billing”, two passages were specifically coded to this as 

examples.  One subject stated,  

My last firm was very strict about billing for online research and if an attorney failed to 

put in a number it was my job to track them down and ask if they had a number.  Here 

they are very laid back and I have learned to just let it slide if I repeatedly don’t have a 

number for someone.   

 

Another subject comments on the changes in practices in law firms regarding billing, stating, 

“Much has been written about client expectations with regard to attorney billing practices, and 

the change driven by those discussions is also a new experience for many law firms.”   

Communication included comments related to adapting one’s communication, whether 

verbal or nonverbal, modifying the manner and content of communication to fit multicultural 

contexts, adjusting attitudes to those that you work with due to geographical cultures, and 

adapting your own learning styles to different learning styles.  Several subjects discussed how 

their understanding of another’s culture allowed them to effectively communicate – whether it is 

without offense, being politically correct, or with sensitivity.  One subject observed, “Differences 

in culture had led to a more difficult time in explaining a process, task, or technique, and have 
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made expectations on both sides of a research question more difficult to clarify” and that CQ 

leads to effective communication.   

Another subject commented, “As in any profession that is people-focused, it is imperative 

that the attorneys be able to communicate with their clients.”   

Another subject elaborates,  

Learning to communicate effectively with members of a law firm is essential for law 

librarians. We assist everyone from managing partners to legal administrative assistants. 

Understanding cultural differences allow us to tailor the assistance we give to individuals, 

instead of one standard that is applied to all. 

 

Another subject discussed how important communication is with different levels of the firm, 

stating, “I keep different levels of communication open with other departments and frequently 

send them information that might be of interest, or relay awareness of challenges that they face.”  

Another respondent says that, “open communication is key to managing multicultural issues 

when they arise.” 

Several passages discussed how subjects adapted their communication within their law 

firms.  One subject related this to norms, stating, “I learned to adapt communication to local 

norms – some cultures disfavor directly proceeding to the business at hand, instead starting with 

general inquiries into family, etc., whereas such an approach would be absolutely rude in other 

cultures.”  In a specific example, a respondent discussed the culture of the state of Minnesota, 

saying, “The cultural nature of ‘Minnesota nice’ is something to adapt to.  I need to realize 

people dislike confrontation and I may need to be more proactive to make sure I am providing 

them with sufficient/correct information.”  Yet another subject discussed another geographic 

area, the West Coast.  S/he stated, “I am located on the West Coast, which has a perceived ‘laid 

back’ attitude. I have had to prove that I can make quick decisions and am willing to work late 

like our east coast colleagues.”   
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Another subject does two things when the exchange of information may be more 

challenging due to culture: “Use a more formal but friendly approach.  Document conversations 

with email.”  One respondent discussed non-verbal communication, saying, “I dress up for my 

position especially in partner meetings.”  Another subject adapted his/her language: “When 

doing English-Spanish interpreting for pro bono political refugee cases involving Ecuadorian and 

Mexican natives, adapted my Spanish to theirs as much as possible to facilitate communication.”  

Another subject utilized his/her resources to accommodate and adapt to individuals who spoke 

another language and explained, “I once had to deal with visiting legal scholars who spoke 

mostly French. I asked our Westlaw rep (visiting at the time) to find resources in French.”   

The subtheme “Change” was coded within multiple themes.  Additionally, several of 

these passages were also coded within “Environment-Climate”, as they deal with the 

environment of the organization or department, and subtheme “Importance-Value” because they 

are related to the value of CQ to law firms (both discussed below).  Change is described as the 

business of law undergoing change, law firm changes, and change management occurring at 

different levels including change management.  An example of a business transition mindset was 

expressed within one passage,  

I’ve been transitioning from a solely customer service-oriented frame of mind coming 

from an academic setting to more of a business mind, as that is the focus of my direct 

supervisor, the COO.  I’m making library department decisions based on the desires of 

the COO rather than the preferences of the users because that is what has been stressed as 

necessary to be successful as a business. 

    

Another respondent encompassed several aspects where adapting to unexpected change is 

important:   

IT departments might be working on planned technology overhauls that a librarian needs 

to be aware of so as not to be taken by surprised when certain products suddenly don’t 

work.  Partners may move on to other firms, leaving a void; new practice groups may 

arise that will need resources not already planned in an annual budget. Vendors change 
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product lines. These are just a few of the possibilities that can occur – and one has to be 

ready to meet whatever challenge is raised by this constant state of flux.   

 

Another subject discussed his/her “library change” with hopes of other changes in mind – “We’ll 

likely transition into a ‘Resource Center’ rather than a ‘Library’ once we move.  I’m hoping that 

will help change the focus from the library as a place and a collection of books to a valued 

service within the firm.”  One respondent did not seem too optimistic regarding change, as she 

and/or he stated, “understanding different cultures and identities are immensely 

important...though, law firms are slower to shift than most.”   

Another subject stated that, “Being able to adapt to changing or unfamiliar environments 

will help a person succeed even despite changes in the workplace.”  One passage particularly 

illustrates the changes within the law firm library environment:  

Change is inevitable and it is of paramount importance that one has the capability to 

function effectively in a new and unfamiliar (or changing) environment. This last year 

has proven how important it is in our firm. We have had a staffing reduction (i.e. I am 

now a solo librarian), budget reduction of 20% (which will continue), library collection 

reduction – weeding of print reporters, and a shifting of collections to empty shelving 

space to make room for additional offices. The plan is to continue the budget reduction 

where possible this year. These changes have required me to function in a new and 

changing environment. 

   

Another passage discussed the change over time for the profession:  

I believe there is value is being able to adapt to new and changing environments 

professionally, especially in a field that has undergone dramatic changes in the past 20 to 

25 years due to the evolution of the electronic age and the internet.   

 

Another subject summed up, “The profession is changing, the needs and demands of clients are 

changing, and we need to keep up and get ahead of these developments.” 

According to the responses, technology has also been a factor changing the practice.  

“Technology has significantly changed law firm practice.  If a person does not have CQ as 

defined above, they will not survive in a medium to large law firm,” commented one subject.  
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Another passage summed up the current state: “The only constant is change and leadership and 

strategy in professional services is dependent on our knowledge services professionals being 

extremely facile with changing technological, cultural, and information environments.”  Further, 

another passage highlighted this change element: “the profession is changing, the needs and 

demands of clients are changing, and we need to keep up and get ahead of these developments.”   

Understanding Different Cultures.  “Understanding Different Cultures” was noted as a 

main theme, but also identified as a subtheme within “Action”, with ten passages of the 63 

identified within “Action”.  One illustration that shows the library as inclusive was related to 

holidays:   

This particular experience has nothing to do with being the firm librarian, but it is in 

regards to a task I undertake as extra….I created images for Hanukkah and Christmas 

since we have staff/attorneys who celebrate both holidays. When I first came to my law 

firm, celebrating Hanukkah or Kwanza did not enter into my norm, but because of this 

project and discovering we had some who celebrated Hanukkah as well as Christmas. So 

I try to make sure to be inclusive in all things in the library.   

 

In another example, “Two of our newest employees in the library are vegetarian and vegan. 

We’re adjusting to what foods we bring in for snacks and make sure that they know that we don’t 

consider this an inconvenience.”  In another example, on subject stated, “I think I tend to have 

different political views than many in my firm, but it doesn’t come up in conversation, nor is it 

integral to the work I do.  I also don’t advertise my opinions.”   

One passage considers different cultures, stating, “I think you need to be a sophisticated 

person who broadly understands differences in culture.  I don’t think you need to be an expert.  

Good manners and patience can get you through most things.”  Further, “As a member of the 

dominant culture, it’s important to recognize others’ cultures and embrace them as equally 

valid.”  Another subject expressed, “Cultural intelligence is useful in dealing with foreign 

offices, visiting attorneys, interns, and people of a minority background.”  Another respondent 
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believed “understanding how others might think or react differently based on their culture can 

help us to better achieve our mutual goals.”  As a subject pointed out, “Each firm has a different 

culture which includes set of values, work ethics, how people treat each other and attitude.  A 

person needs to be able to adapt to whatever culture they are in – and perhaps improve it.”  

Understanding different cultures is also important and of value as “firms are dealing with a much 

more diverse group of employees and clients, who have a wide variety of expectations, 

experience, and points of view.”   

Experience with CQ term. Numerous subjects responded to “What has been your 

experience with the term or phrase cultural intelligence?”  This item received the most 

responses and was the first item on the survey.  There are 10 subthemes identified within this 

theme, and three of them (“Change”, “Diversity”, and “Understanding Different Cultures”) 

coded within multiple themes (Table 11).  Many passages were coded with “Never heard of it – 

No experience” at all the term.  One subject commented, “Not familiar with this term, but 

familiar with the term ‘diversity’ for a while now.”  Another commented, “Never heard the term 

before.  Sounds like Orwell’s 1984 newspeak.  To me a more appropriate phrase would be 

‘adapting to change.’”  An additional respondent pointed out, “I am not familiar with this term, 

and have not seen it come up in the literature of law librarianship or legal office administration.”   

Table 11 

Theme: Experience with Cultural Intel1igence 

Subtheme Frequency 

Aware of term 6 

Change* 25 

Diversity* 6 

Heard in different context 8 

Institutional knowledge 6 
                                 (continued) 
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Subtheme Frequency 

Little experience 17 

Never heard of it – no experience 45 

Onboarding 6 

Teacher perspective 2 

Understanding different cultures* 63 
Note. (N=184) 

 

Some passage texts were coded with “Little experience”, as the text indicated little 

experience with the term.  One subject indicated first hearing of it at AALL several years ago, 

and another indicated she and/or he has read several articles on the term.  Another subject 

indicated, “I can point to experiences I’ve had that could be tagged with this phrase, but it has 

not been used in conversation I’ve been part of (whether professional or personal), nor do I recall 

seeing it in my reading.”  Another subject stated,  

Although I have not heard the phrase, I understand the principles behind it.  Sort of a 

combination of an individual’s abilities to learn and an organizations manner of 

onboarding new people so that they understand the way things are done at the 

organization and can quickly become a functioning member of the staff. 

 

Eight passages were coded to “Heard in Different Context”, as described as hearing this 

term in another context.  For example, one subject stated, “I have heard it used and understand it 

as related to social adaptability.”  While another subject indicated, “Mostly as a management 

buzz word of the day.”  Further, one passage discusses, “Sometimes seems like ‘corporate speak’ 

but that may be because I associate it with ‘emotional intelligence’ – well-overplayed phrase.”  A 

final passage denoted difficulty in understanding the term and the context it relates to: “I am still 

having difficulty with the term ‘cultural understanding’. When I think ‘culture’ I think of persons 

from different countries and ethnic or social classes. Your questions indicate more of an 

organizational understanding approach.” 
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A small number of passages was coded as “Aware of Term”.  One subject discussed it 

within the law firm environment as  

Law firms tend to cultural lethargy and have not yet widely adopted the measure of 

cultural intelligence for law firm professionals. That said, knowledge and strategic 

management professionals in law firms are aware of this term and manage to outcome of 

“cultural intelligence,” whether they call it by that name or not.   

 

Additionally, another subject identified where CQ is seen, saying, “…I believe cultural 

intelligence comes into play with every new project – and it is a critical component to being able 

to understand the client’s needs as well as their perspective.”   

Two subjects stated they encountered the term within their academic career, and both, 

specifically, in their library school curriculum.  One subject explained that, “this term was used 

to help us identify the ineffable qualities of working in an organization…. The caveat I would 

insert is that having ‘cultural intelligence’ depends greatly on the solidity of hierarchy within the 

organization.”  Further, within the library school curriculum, this was “discussed as the 

importance of being able to function effectively in unfamiliar environments and the importance 

of being able to assess and serve the needs of users, regardless of whether those users are from 

similar backgrounds.” 

A few passages indicated experience with the term in “Teaching”. One subject mentioned 

that, “I understood this term to mean the understanding of norms and idioms relative to the 

dominant culture. Not knowing what certain terms meant could prove to be a handicap to 

children trying to assimilate and to understand curriculum materials.”  Another subject indicated 

that, “cultural intelligence is most important in my capacity as a legal research instructor, where 

it is useful to understand and respect the different experiential backgrounds of those receiving 

instruction.”  Several passages were coded to “Institutional Knowledge”, described as a 

collective set of facts, experiences and know-how held by a group of people.  One respondent 
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stated, “I don’t think I have any experience with that specific term, though I am familiar with 

‘institutional knowledge’ – think they could be similar” and another described it as, “Institutional 

familiarity that transcends the norm.”  Another passage described it and its impact further: “By 

being attuned to a firm’s institutional culture, employees and associates will be better able to 

work effectively within that culture. It may be thought of as an efficiency heuristic for 

interpersonal relations.” 

“Onboarding” was also identified as a subtheme six times throughout the open ended 

items when it came to experience with CQ.  A subject stated, “First-year associates are 

confronted with this issue upon arrival at the firm, as are summer associates who come onboard 

for a three-month period every summer.”  Another defined it as, “sort of a combination of an 

individual’s abilities to learn and an organizations manner of onboarding new people so that they 

understand the way things are done at the organization and can quickly become a functioning 

member of the staff.”  Other passages related to how it can add value in the onboarding process.  

“It can help a law firm recognize and understand the need to address new employees’ issues with 

adapting to the culture of a new and unfamiliar organization.”  Further, another respondent 

stated, “It will allow new employees to quickly learn how to become effective.”  

Twenty-four subjects responded to “Share an experience of when your cultural 

intelligence has been used and/or could be used in your role.  This open-ended item consisted of 

passages coded to various themes, including “Environment-Climate” and “Importance-Value” 

(discussed more below).  One subject commented, “We have numerous Summer Clerks come to 

the law firm.  I would like to be more sensitive about their backgrounds to help them adapt to a 

stressful environment.”  Another highlighted, “cultural intelligence is useful in dealing with 
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foreign offices, visiting attorneys, interns, and people of a minority background.”  Another 

subject illustrated both “Change” and “Environment-Climate”, stating,  

We have had 3 marketing directors in a 5 year period. Because of my efforts to keep up 

with business development and competitive intelligence trends and training I am seen as 

a resource to help fill in gaps when new managers arrive and are learning the law firm 

experience. 

 

Challenges.  Several passages were coded to this theme, and there were no subthemes.  

“Challenges” are described as the following items: cultural group which provides challenges for 

the firm, challenges when individuals discuss topics in the area, and other difficulties with 

employment and working in the library.  One subject indicated that “Drive” is the most difficult 

part of his/her job.  Other challenges have been more generational challenges from new interns 

and associates to orient.  As a respondent indicated, “The largest problem we have now is 

meshing the generational approaches to the work which needs to be done.”   

Related to both “Challenges” and “Change”, one subject provided the following example:   

We have near-retirement counsel who dislikes change and innovation. Those senior 

attorneys still influence firm management and can throw some weight to enact their 

strategies, but they are removed enough from new procedures, new technologies, and the 

expectations of our more junior attorneys and clients that their strategies may not fit well 

with a changing environment. This is a dance of compromise, to communicate to these 

attorneys how and why some things will change and also to integrate their good judgment 

and insight as appropriate so that we don’t lose the benefit of their guidance and support 

to firm initiatives. 

 

Another generational situation that is a challenge was pointed out within this response:  

There are a few people on the assistant level who are not as computer literate as is 

probably needed.  Training is offered over and over again to these individuals, but 

unfortunately they just don’t get it, which can be a burden on those who work around 

them who may need to review or redo work to make sure it is up to par.   

One subject indicated that “generational intelligence far more important” than CQ within their 

law firm. 

Racial issues also came up as a challenge.  A subject described his/her challenge” 

Sometimes racial issues are a challenge for me because I am from an area that is very 
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white and this is the south.  So, occasionally, people will refer to things that I don’t 

immediately understand.  For instance, once at lunch my coworkers were talking about 

the sixth street church bombing and I didn’t know what they were talking about.  I find it 

is usually best to smile and nod and then google afterward.  

  

Another related to gender differences and rare racial differences.  As one subject stated, “Our 

multicultural situations are limited to gender differences and rarely – very rarely – racial 

differences. A greater measure of diversity is which of the two state law schools were attended 

by my attorneys.”   

In yet another example, one subject explained his/her experience with LGBTQ, stating, If 

I were working on a research project that involved people that identify themselves as part 

of the LGBTQ community, I believe that my knowledge about gender identity and 

experience with people in that community would be helpful. For example, I know that 

transgender is an adjective, not a noun, and I know that you should not refer to a person 

as “transgendered.” I think I could use my knowledge to help ease relationships.   

 

Another subject stated, “I worked hard to understand the culture of the firm and the people I 

worked with. I have given up at my current job and am just looking for other employment.”   

Importance and Value of Cultural Intelligence to Law Firms 

Research Question 3 asks, “What viewpoints do the law firm librarians have about the 

value and importance of cultural intelligence within their law firms?”  Each of the following 

items included responses which identified under the theme “Importance & Value” and 

“Environment-Climate”.  These items included responses to 

 Do you believe there is value of cultural intelligence to law firms? If so, what is that 

value?  

 How important is cultural intelligence in your current role? 

 Share an experience when your cultural intelligence has been used and/or could be used 

in your current role; and  

 Do you believe your cultural intelligence impacts your firm? If so, how?   

Several subthemes appeared in the text passages: “Management”, “minimal importance”, 

“no importance/not sure”, “Technology”, “Clients”, “Human Interaction”, and “Yes, there is 
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value of CQ to law firms”.  Only four subthemes were coded and appeared within other themes: 

“Communication”, “Diversity”, “Research requests”, and “Understanding different cultures”. 

Importance & Value.  Table 12 shows the subthemes and frequencies for each within 

the theme of Importance & Value.  Seventy-two text passages were coded to “Yes, there is value 

of CQ to law firms”.  Within these passages, there were several coded to other themes and 

subthemes including “Clients”, “Human Interaction”, “Communication”, and “Environment-

Climate”.  One respondent commented, “Law firms should respond to their clients in a manner 

consistent with the client’s cultural background.  Furthermore, CQ helps members of a law firm 

understand each other in a significant way, enabling greater communication, understanding, and 

collective interrelations.”  Another discussed experiences with clients, both at the office and 

client locations, saying, all of these, “need to be effective and efficient and having an 

understanding of working in new situations makes firms nimble and able to work on anything 

anywhere without a great deal of new effort.”  “Absolutely!” commented another subject, stating, 

“Understanding how others might think or react differently based on their culture can help us to 

better achieve our mutual goals.” 

Table 12 

Theme: Importance & Value 

Subtheme Frequency 

Clients 25 

Communication* 22 

Diversity* 6 

Human Interaction 21 

Management 2 

Minimal importance 7 

No importance / Not sure 17 

Research requests* 18 
                                     (continued) 
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Subtheme Frequency 

Technology 12 

Understanding different cultures* 63 

Yes value of CQ to law firms 72 
Note. (N=265) 

 

Several other subjects agreed when it comes to employees, saying, “I expect there is 

value in that it can help a law firm recognize and understand the need to address new employees’ 

issues with adapting to the culture of a new and unfamiliar organization.”  Another subject states, 

“It will allow new employees to quickly learn how to become effective.  It can allow attorneys to 

understand how to communicate and work with clients.  It can even help people in different 

departments work together.” 

Another subtheme, “Clients”, was used to describe passages which discussed the value to 

clients and/or library staff, benefits to clients, or the importance to client needs and perspectives.  

Several of these passages were coded to “Environment-Climate”, as discussed below, and related 

to the library.  Comments specific to “Clients” included, “There is always value in a business 

setting in being able to work well with all potential clients.”  Another respondent agreed, saying, 

“It is extremely important as a librarian to understand the cultural heritage of the users.”  Further, 

another passage stated, “the more diverse experiences and awareness we bring, the more benefit 

to our patrons.”  CQ is viewed as a “critical component to being able to understand the client’s 

needs as well as their perspective” states another subject.  One passage illustrates an example 

that relates to library value specifically, stating, “Knowledge of client matters and being able to 

react quickly to or even anticipate industrial trends and legislation (for example) and alert 

attorneys to these shifts can greatly enhance the library’s value.”  Another respondent stated, 

“there is value of cultural intelligence to law firms as every request from a client is a bit different 
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and will require someone to be capable of meeting their needs, even when they are unfamiliar 

with the exact situation.” 

Coded passages to “Clients” also included aspects related to the law firm clients.  One 

subject stated, “I think there is definitely value, especially when needed to … expand the firm’s 

client base.”  Further, another respondent stated, “The profession is changing, the needs and 

demands of clients are changing, and we need to keep up and get ahead of these developments.”  

One respondent offered, for example, “As in any profession that is people-focused, it is 

imperative that the attorneys be able to communicate with their clients. It is also important for 

litigators who have to select juries and interview witnesses.” 

Twenty-one passages were coded to subtheme “Human Interaction”, with twelve coded 

to “Technology”.  One subject expressed, “Cultural intelligence is important for technology and 

very important for human interaction.”  Additionally, another subject explained the value within 

his/her library staff, saying, “We thrive on bouncing ideas off each other – asking what you 

would do with this project. The value of approaching problems from different angles is 

invaluable to a research team.”  From another subject, “people who think about issues from other 

people’s perspectives are going to be better team members.”  “Human Interaction” described in 

this sense relates to teams and interactions with each other, similar to interpersonal relations.  As 

technology becomes more advanced, this is one area in which respondents saw CQ’s potential to 

add value.  “I think it could be used to educate our time keepers in advances in technology,” 

suggests one subject.   

Technology significantly changed the law firm practice.  If a person does not have CQ as 

defined above, she and/or he will not survive in a medium to large law firm. Clients expect the 

attorneys and firms that represent them to be current in technology.  Technology in law firms 
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changes almost as quickly as it does in other spheres, requiring users to constantly learn new 

methods of carrying out their work.  One passage focused on how technology has an impact on 

the work environment: “technology in law firms changes almost as quickly as it does in other 

spheres, requiring users to constantly learn new methods of carrying out their work.”  Another 

subject admitted that she and/or he will procrastinate as long as possible when it comes to 

learning new technology.  In addition, frustration, as discussed above, does exist among law 

librarians when online databases change constantly.  Two passages were coded to 

“Management”, as subjects described being a manager and that CQ is very important.  One 

subject explained, “I’m a manager so I need to both work my staff effectively and 

compassionately. But perhaps more importantly, I need to lead by example.” 

Seventeen respondents where not sure if CQ was of any importance in law firms and 

seven stated it was minimally important.  One subject explained, “There isn’t much need for my 

cultural intelligence–it doesn’t fit into the ‘making money’ part of our culture at large.”  For one 

subject, “It’s not really as important where we are as it might be in other locations. So it’s 

something to be aware of, but the impact is not large.”  One respondent stated, “Like many law 

firm librarians, I spend much of my time conducting research and filling requests for 

information,” therefore, “I would say that it is of somewhat limited importance.”   

Environment-Climate.  Sixty-nine passages were coded to “Environment-Climate”, in 

that each passage related to some level of new environment, adapting to a new environment, 

functioning effectively in an unfamiliar environment, improving firm reputation, and 

understanding your work environment.  There were no subthemes present for this theme.  CQ 

has an impact on a firm because it contributes to functionality, profitability and firm’s image to 

recruit.  Word of mouth can have an impact on the firm’s reputation and that of the library.   
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From the library side, subjects expressed working within new “environments” and 

changes within the law library landscape affect them:   

As law librarians, we are frequently presented with new and unfamiliar “environments” 

as regards unfamiliar subject areas, new and unfamiliar clientele, new and unfamiliar 

processes and procedures. Absolutely – you have to have it to function in a law firm. 

 

One respondent elaborated,  

Everything every employee does or says can impact the firm’s image and the ability of 

the firm to recruit and retain excellent employees. The law firm library world is also 

much smaller than the law firm world at large. News of a poor work environment spreads 

fast in the community.   

 

Subjects expressed the value in helping staff at all levels adapt to new environments, 

saying “there is value in enabling new staff to get up to speed reasonably quickly in a new 

complex environment so that they can understand how the organization functions, unwritten 

rules, taboos, best practices, how to get ahead, etc.”  Additionally, as the legal environment 

changed, several passages focused on the environment.  One respondent said, “most lawyers are 

going to operate in new and unfamiliar environments regularly” and that “lawyers often need 

support in approaching new ideas and practice areas. They are notorious for resisting change and 

fearing the unfamiliar.” 

One specific example discussed the viewpoint of a law librarian from a firm that has a 

global presence.  This subject stated,  

The firm at which I work has a global presence, and that means at any point an employee 

could be working with attorneys, staff, or clients in new environments. If a firm decides 

to open a law office halfway around the world, it would be beneficial for attorneys and 

staff to be able to function effectively in the new environment. This will improve the 

firm’s standing and reputation, and help the firm to keep up revenues.  

  

Another respondent wrote,  

Having the ability to function in an unfamiliar environment and/or with unfamiliar people 

would allow job functions to be done better and more efficiently (the more instructions 
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required the longer a tasks takes the more time is spent doing things that potentially 

cannot be billed).   

 

Recurrent subthemes.  Table 13 shows the five reoccurring subthemes present within 

the six themes.  “Diversity” was present within “Individual Drive”, and “Experience with CQ”, 

and “Importance & Value”. “Understanding different cultures” was a separate theme, but also a 

subtheme within “Knowledge”, “Action”, “Experience with CQ”, and “Importance & Value”.  

“Change” and “Communication” were identified within two themes each.  “Research Requests” 

were present in “Importance & Value” and “Being Valued”, which were two themes that came 

from data related to Research Question 3 and may lead to additional research.  

Table 13 

Subthemes Coded to Multiple Themes 

Theme Subtheme Frequency 

Individual Drive     

 

Diversity* 6 

Individual Knowledge     

  Understanding different cultures* 63 

Individual Action     

 

Change* 25 

  Communication* 23 

  Understanding different cultures* 63 

Experience with CQ term 

    Change* 25 

  Diversity* 6 

  Understanding different cultures* 63 

Importance &Value 

    Communication* 22 

  Diversity* 6 

  Research requests* 18 

  Understanding different cultures* 63 

Being Valued 

  

 

Research requests* 18 
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Additional findings.  A theme emerging from the data was grouped as Being Valued.  

Although not specifically related to the research questions of this study, this theme was present 

in the data and may have relevance for future research.  Fifty-seven participants responded to Do 

you feel you are valued by your firm? If so, please provide an example.  As Table 14 shows, six 

subthemes were identified within the data: “Examples of Being Valued”, “Great Performance 

Reviews/Raises/Bonuses”, “I am Valued by my Firm”, “No I am not Valued in my Firm”, 

“Sometimes-Not by all Members of Firm”, and “Research Requests”.  Of these, three directly 

related to the subjects view of whether they feel they are valued or not by their firm.   

Table 14 

Theme: Being Valued 

Subtheme Frequency 

Examples of Being Valued 41 

Research requests* 18 

Great performance 

reviews/raises/bonuses 13 

I am valued in my firm 42 

No I am not valued in my firm 8 

Sometimes - Not by all members of firm 9 
Note. (N=131) 

Forty-two passages expressed the subjects were valued in their law firms.  Of these 

passages, 41 were coded to examples of being valued.  Several subjects explained the value they 

receive at all levels within the law firm with staff and partners saying hello and acknowledging 

them on their birthday.  For example, one subject stated, “My diplomatic & professional 

interactions and communications via email and in person are respected and noted.”  Further, 

multiple librarians noted the firms’ appreciation for librarians:  

The firm communicates its appreciation of librarians value through appropriate salaries, 

support for professional development, inclusion in strategic planning and budgeting (as 

part of IS), specific recognition of individual librarians contributions to legal matters and 

acknowledgment of the contributions to publications. 
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Another subject, stated,  

My insights are solicited by management and my recommendations incorporated into 

actions and decisions taken. My achievements are recognized with praise and promotion. 

My mistakes or errors are reviewed in context of my perceived capabilities. This 

communicates to me the value the firm perceives in my work and contributions. 

 

A few passages related to being valued “Sometimes-Not by all Members of Firm”.  One 

subject stated, “I am deeply valued by the attorneys I work with but am somewhat less valued by 

firm non-attorney management.”  Another says,  

I am valued by the administrative team who appreciate my ability to manage the library 

without much support from others. My boss often expresses his appreciation of my work, 

but the attorneys here are very standoffish, and I could not give you an example of any 

time I was made to feel appreciated by them other than a simple "Thank you" in an email 

following a research report.  

 

Another respondent felt his/her value was not reflected in his/her pay, even though she and/or he 

was identified as the go-to person for several items within the firm.  Eight passages were coded 

to “No value”.  “Value in law firms is often defined in bottom line dollars and most law firm 

libraries are not seen as contributing to the bottom line,” one stated.  Another individual said the 

same thing, stating, “I am ignored, condescended to, reprimanded for things outside my control 

and underpaid.”  Another stated not feeling valued by their firm, but “there was a time when I 

felt differently.” 

“Great Performance Reviews/Raises/Bonuses” was coded to thirteen responses.  “I 

receive a lot of verbal affirmation, great performance evaluations and raises, and am included in 

conversations and decisions regarding my department, for example in moving and downsizing 

library space,” commented one respondent.  Additional subjects wrote about salary and bonuses: 

“the firm communicates its appreciation of librarians’ value through appropriate salaries,” 

“good-sized bonuses,” “solid annual increases in salary,” and “our salary matches not only our 
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profession, but also is in step with other departments within the firm. (We all seem to be treated 

equally well.)” 

Performance reviews and annual reviews were also commented on in terms of value.  

“We do annual reviews where she has clearly thoughtfully examined what I've accomplished, 

etc. My compensation and benefits are competitive.”  Another stated, “My achievements are 

recognized with praise and promotion.” One passage, while related to positive performance 

reviews, noted,  

I have had many positive remarks on my performance reviews for those I have provided 

reference services to.  I believe there is room for my services to be valued more by those 

who aren't as aware of what we as librarians can do for them. 

 

“Research Requests” described the value librarians bring to the firm.  Key remarks from one 

subject were: 

My research work has been commended as being key to winning cases and convincing 

clients to hire our firm as counsel. I have discovered crucial information that colleagues 

at the firms on the other side of the case were unable to find. My writing skills are such 

that the attorneys frequently comment that they never have to edit my research memos - 

they just send them on to the client directly. 

   

Another stated, “I am often consulted on international matters, especially given my knowledge of 

other languages. Recently, had to research Haitian court structure before translating an official 

report for a Haitian refugee family in a pro bono case.”  Further, “Attorneys will refer other 

attorneys to me for research and competitive intelligence purposes.” 

Other.  Passages were coded to this category when they either did not fit in with the 

other themes, were not applicable to the audience this survey applies to, or were topics that may 

be utilized for further research.  As an example, when discussing the value within their firm, one 

subject commented, “Not in a law firm (anymore, thank God).  When I was, no, but I was a 

junior- and mid-level associate, who by definition is not valued.”  This may be of interest for 
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future research on attorneys and their value within law firms.  Additionally, academic law 

librarians who responded to this survey even provided the current requirements for working in a 

law firm within the United States.  One subject said she and/or he was valued in terms of his/her 

teaching; “I teach classes, and students seek me out.”  Academic law librarians, though not the 

audience, may be another group worthy of further research in terms of value.   

Additional passages indicated respondents were not sure or did not understand the 

question presented, and, therefore, did not respond.  Two subjects inquired about what “cross-

cultural situation” specifically meant before responding to the question while another passage 

questioned why this specific question was asked (Do you utilize drive and motivation to work 

through challenges that come with cross-cultural situations you encounter?).  One subject said, 

“I’m not sure how to answer this. Does ‘cross-cultural’ in this context refer to institutional 

culture?  No matter, I can say that I ‘utilize drive and motivation’ very little in my day-to-day 

work.”  A common question Cultural Intelligence Certified facilitators do receive when 

discussing CQ is about what “cross-cultural situation” means because, generally, in the 

beginning, facilitators want the audience to begin thinking about the concept and what they 

believe terms to mean before learning the framework behind the concept.  It would be interesting 

for future research to analyze and discuss cross-cultural situations.   

Another theme that was present but not related to this study was political consideration 

related to office politics.  While this does relate to the “environment-climate” theme, the focus 

was on the political focus within an office.   One passage noted, “On a related note, there are a 

lot of political considerations to any potential course of action and navigating office politics 

would be a great area for training.”  This topic may be of interest for future research related to 

the specific politics within a law firm environment and the impact it has on staff at all levels. 
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Level of Cultural Intelligence as Measured by the CQS 

Research Question 2 asks, “What variations among participating law firm librarians, if 

any, exist among the four capabilities of cultural intelligence?”  The CQS consists of twenty 

items with an overall score and four sub dimension (factors) sections (motivational, cognitive, 

metacognitive, and behavioral).  The higher the sub dimension score or overall score, the higher 

level of CQ one has.  Tables 15 to 22 show the descriptive statistics on each of the items within 

the four factors of CQ (motivational, cognitive, metacognitive, and behavioral) and the level of 

agreement for each of the statements within the four factors. 

Motivational (Drive) CQ scores.  Motivational CQ means how to use knowledge of 

another’s culture and acknowledge cultural differences.  Between 19 and 25 subjects responded 

to the five items used to determine the motivational CQ score.  Minimum values were within one 

to two points with all maximum values the same.  The means were within the 23 to 24 range.  

The fourth item had the highest standard deviation while the first item had the lowest below 1.0. 

Table 15 

Motivational Cultural Intelligence Range, Means, and Standard Deviations 

Statistic MOT1 MOT2 MOT3 MOT4 MOT5 

Min Value 21 20 19 19 21 

Max Value 25 25 25 25 25 

Mean 23.97 23.33 23.27 23 23.43 

Standard Deviation 0.93 1.15 1.26 1.55 1.17 

Note. MOT1 to MOT5 indicate the Cultural Intelligence Scale items on the web-based survey. 

As the item analysis indicates, of the five items used to determine motivational CQ, 

“Agree” had the highest scores for three items.  All questions received between 73% and 94% 

response of “Somewhat Agree,” “Agree,” or “Strongly Agree” with item one having the total 

highest agreement.  This factor had higher levels of total agreement than cognitive.  Two 

statements received response of “Strongly Disagree.”  Item 3, “I am sure I can deal with the 
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stresses of adjusting to a culture that is new to me,” received the highest response rate where 

respondents were not sure if they agreed. 

Table 16 

Level of Agreement for Motivational CQ 

Item Strongly 

Disagree 

Disagree Somewhat 

Disagree 

Neither 

Agree nor 
Disagree 

Somewhat 

Agree 

Agree Strongly 

Agree 

Total 

Agreement 

MOT1: I enjoy 

interacting with 

people from 

different cultures. 

0% 0% 3% 3% 14% 53% 27% 94% 

MOT2: I am 

confident that I 

can socialize with 

locals in a culture 

that is unfamiliar 

to me. 

0% 3% 3% 14% 27% 43% 10% 80% 

MOT5: I am 

confident that I 

can get 

accustomed to the 

shopping 

conditions in a 

different culture. 

0% 0% 7% 13% 30% 30% 20% 80% 

MOT3: I am sure I 

can deal with the 

stresses of 

adjusting to a 

culture that is new 

to me. 

3% 0% 3% 17% 

 

20% 50% 7% 77% 

MOT4: I enjoy 

living in cultures 

that are unfamiliar 

to me. 

3% 7% 7% 10% 30% 30% 13% 73% 

Note. (N=19-25) 

Cognitive (Knowledge) CQ scores.  Cognitive CQ means how one relates and operates 

within a new culture.  Twenty-nine to 30 subjects responded to the six items used to determine 

the cognitive CQ score.  Minimum values were within one point, except for the third item, and 

all maximum values were the same.  There was more variance among these items with standard 

deviations all above 1.27.  
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Table 17 

Cognitive Cultural Intelligence Range, Means, and Standard Deviations 

Statistic COG1 COG2 COG3 COG4 COG5 COG6 

Min Value 35 34 36 35 34 35 

Max Value 40 40 40 40 40 40 

Mean 37.23 37.27 38.1 37.43 37.86 37.03 

Standard Deviation 1.55 1.62 1.27 1.38 1.43 1.43 

Note. COG1 to COG6 indicate the Cultural Intelligence Scale items on the web-based survey. 

Item analysis for this factor shows more disagreement.  There were two instances of 

strong disagreement.  Also, each of the six items had considerably more disagreement than was 

seen in the metacognitive factor.  However, again, the predominant response was “Somewhat 

Agree” for all items.  The item “I know the cultural values and religious beliefs of other cultures” 

had the largest percentage of respondents agreeing with the statement.  One statement showed a 

higher percentage of respondents as not sure.   

Table 18 

Level of Agreement for Cognitive CQ 

Item Strongly 
Disagree 

Disagree Somewhat 
Disagree 

Neither 
Agree nor 

Disagree 

Somewhat 
Agree 

Agree Strongly 
Agree 

Total 
Agreement 

COG3: I know the 

cultural values and 

religious beliefs of 

other cultures. 

0% 0% 17% 6% 43% 17% 17% 77% 

COG5: I know the 

arts and crafts of 

other cultures. 

4% 0% 17% 10% 35% 24% 10% 69% 

COG4: I know the 

marriage systems of 

other cultures. 

0% 7% 27% 10% 36% 13% 7% 56% 

COG1: I know the 

legal and economic 

systems of other 

cultures. 

0% 20% 17% 10% 30% 20% 3% 53% 

(continued) 
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Item Strongly 

Disagree 

Disagree Somewhat 

Disagree 

Neither 

Agree nor 
Disagree 

Somewhat 

Agree 

Agree Strongly 

Agree 

Total 

Agreement 

COG2: I know the 

rules (e.g., 

vocabulary, 

grammar) of other 

languages. 

4% 10% 23% 17% 23% 13% 10% 46% 

COG6: I know the 

rules for expressing 

non-verbal 

behaviors in other 

cultures. 

0% 13% 33% 10% 27% 13% 4% 44% 

Note. (N=30, with exception of COG5 (N=29)) 

 

Metacognitive (Strategy) CQ scores.  Thirty-two subjects provided responses to the 

four items used to determine metacognitive CQ.  Metacognition CQ means the extent to which 

one is aware of what is occurring in a cross-cultural situation and the ability to use the awareness 

to manage it successfully (Livermore 2010, 2011).  There was only a small amount of variation 

in the minimum value ratings for each of the four items.  The mean was also fairly consistent 

among each of the items.  MC2 was the only item below 1.0 standard deviation. 

Table 19 

Metacognitive Cultural Intelligence Range, Means, and Standard Deviations 

Statistic MC1 MC2 MC3 MC4 

Min Value 57 58 58 57 

Max Value 62 62 62 62 

Mean 60.28 60.5 60.22 60 

Standard Deviation 1.28 0.95 1.01 1.14 

Note. MC1 to MC4 indicate the Cultural Intelligence Scale items on the web-based survey. 

 

Item analysis shows the subjects’ level of agreement to each of the four specific items. 

“Somewhat agree” was the most frequent response for each item.  When collapsing the 

agreement levels, item 2, “I adjust my cultural knowledge as I interact with people form a culture 

that is unfamiliar to me”, had 91% of subjects responding with “Somewhat Agree” or higher.  

The item with the lowest overall percent agreement was “I check the accuracy of my cultural 
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knowledge as I interact with people from different cultures”.  This item also had the highest 

percentage of respondents indicating they were not sure.  No subjects selected “Strongly 

Disagree” for any of the items.  Only 3% to 9% responded “Somewhat Disagree” or “Disagree” 

to all items within the metacognitive sub dimension.  

Table 20 

Level of Agreement for Metacognitive CQ 

Item Strongly 

Disagree 

Disagree Somewhat 

Disagree 

Neither 

Agree 

nor 

Disagree 

Somewhat 

Agree 

Agree Strongly 

Agree 

Total 

Agreement 

MC2: I adjust my 

cultural 

knowledge as I 

interact with 

people from a 

culture that is 

unfamiliar to me. 

0% 0% 3% 6% 44% 31% 16% 91% 

MC1: I am 

conscious of the 

cultural 

knowledge I use 

when interacting 

with people with 

different cultural 

backgrounds. 

0% 6% 3% 6% 41% 28% 16% 85% 

                                                                                                                                  (continued) 
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Item Strongly 

Disagree 

Disagree Somewhat 

Disagree 

Neither 

Agree 

nor 

Disagree 

Somewhat 

Agree 

Agree Strongly 

Agree 

Total 

Agreement 

MC3: I am 

conscious of the 

cultural 

knowledge I apply 

to cross-cultural 

interactions. 

0% 0% 6% 13% 44% 28% 9% 81% 

MC4: I check the 

accuracy of my 

cultural 

knowledge as I 

interact with 

people from 

different cultures. 

0% 3% 6% 19% 38% 28% 6% 72% 

Note. (N=32) 

Behavioral (Action) CQ scores.  Thirty subjects provided responses to the five items 

used to determine behavioral CQ.  Behavioral CQ is the action factor -- how one adapts through 

utilizing verbal, nonverbal, and speech acts in approaching cultural situations.  There was only a 

small amount of variation in the minimum value ratings for each of the four items.  The 

maximum value was the same for all items.  The fifth item had the highest deviation.  

Table 21 

Behavioral Cultural Intelligence Range, Means, and Standard Deviations 

Statistic BEH1 BEH2 BEH3 BEH4 BEH5 

Min Value 21 21 21 20 19 

Max Value 25 25 25 25 25 

Mean 23.17 22.8 23.17 22.93 22.57 

Standard Deviation 1.21 1.21 1.15 1.2 1.41 

Note. BEH1 to BEH5 indicate the Cultural Intelligence Scale items on the web-based survey. 

On the item analysis, two items were just above 50% for total agreement.  The second 

item had the largest response for those respondents who were unsure if they agreed with the 
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statement.  The fifth item had much more variation than the other items with responses in all 

levels of agreement.  This item also had responses of “Strongly Disagree” while no other items 

did.  This factor had lower total agreement as compared to metacognitive and motivational.   

Table 22 

Level of Agreement for Behavioral CQ 

Item Strongly 

Disagree 

Disagree Somewhat 

Disagree 

Neither 

Agree nor 
Disagree 

Somewhat 

Agree 

Agree Strongly 

Agree 

Total 

Agreement 

BEH1: I change 

my verbal 

behavior (e.g., 

accent, tone) 

when a cross-

cultural 

interaction 

requires it. 

0% 0% 10% 20% 27% 30% 13% 

 

70% 

BEH3: I vary the 

rate of my 

speaking when a 

cross-cultural 

situation 

requires it. 

0% 0% 7% 23% 30% 27% 13% 70% 

BEH4: I change 

my non-verbal 

behavior when a 

cross-cultural 

situation 

requires it. 

0% 3% 10% 17% 36% 27% 7% 70% 

BEH5: I alter 

my facial 

expressions 

when a cross-

cultural 

interaction 

requires it. 

3% 7% 7% 27% 33% 17% 7% 57% 

BEH2: I use 

pause and 

silence 

differently to 

suit different 

cross-cultural 

situations. 

0% 0% 13% 34% 23% 20% 10% 53% 

Note. (N=30) 
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Summary 

An initial 170 individuals responded to the request, and 70 provided survey responses.  

Not all subjects responded to all items on the survey.  This chapter examined the outcomes of the 

methods employed to study the CQ of law firm librarians in the United States. Both the 

qualitative and quantitative results were presented in order to explain the results of the study.   

Descriptive statistics and frequency distributions were used to analyze the CQS data, while 

coding and themes were utilized to analyze the qualitative open-ended data.   

The key findings from Research Question 1 indicate there were seven overall themes 

from the qualitative results fit into response of this question: “Drive”, “Knowledge”, “Strategy”, 

“Action”, “Understanding Different Cultures”, “Experience with CQ term”, and “Challenges”.  

Of all themes, “Environment-Climate” was the highest, with 69 passages coded to this, and 

respondents showed the importance of CQ within their environment.  Respondents related 

understanding of CQ to understanding of different cultures; however, there were several 

passages that indicated subjects had no experience with the term or had never heard of it.  There 

was an overwhelming 72 passages that expressed their firm values CQ.  

The key findings from Research Question 2 reveal variations about participating law firm 

librarians among the four capabilities.  The CQS indicated areas where subjects responded in 

stronger agreement for differing items within each sub dimension.  Additionally, metacognitive 

had higher responses than the other three factors.   

The research supports that law firm librarians have a strong sense of the value and 

importance of CQ to their law firms, which is a key conclusion for Research Question 3.  The 

data suggested law firm librarian participants viewed “Clients”, “Human Interaction”, 

“Communication”, and “Environment-Climate” as key elements when it comes to discussing 
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value.  Additionally, the research results showed that the work that a librarian does (handling 

“Research Requests”) is valued, and the majority of respondents feel they are valued by the 

appreciation received and their salaries.  Chapter 5 states the conclusions and examines 

interpretations of the key findings, implications for practice, and recommendations for further 

research. 
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Chapter 5: A Study of Cultural Intelligence 

Research on CQ in law firm libraries does not exist, which is unsettling as law librarians 

work within a very diverse environment and serve clientele from all cultural backgrounds.  

Studies discussed cultural competency or diversity within the field of librarianship as a whole, 

but there is nothing specific to the specialty of law libraries.  The purpose of this mixed-methods 

study was to explore the CQ of law firm librarians within the United States.  A single-phase 

concurrent strategy including both qualitative and quantitative items was used in order to 

examine this phenomenon: to identify whether law firm librarians are culturally intelligent and 

how they view their CQ as affecting their firm.  Three research questions guided this study: 

1. What is the overall level of cultural intelligence of participating law firm 

librarians? 

2. What variations among participating law firm librarians, if any, exist among the 

four capabilities of cultural intelligence? 

3. What viewpoints do the law firm librarians have about the value and importance 

of cultural intelligence within their law firms? 

It is critical to understand the significance of CQ to law firm librarians as they are in a 

distinctive position due to the various audiences they serve.  For example, law firm librarians 

help all stakeholders, from attorneys to secretaries to partners to paralegals, and outside 

stakeholders including clients and vendors.  The librarians have unique internal knowledge of the 

law firm, including the culture, practices and procedures.  They can use their knowledge of the 

firm and resources available to help an attorney become more knowledgeable about his/her own 

clients.  Law firm librarians often help in an effort to provide information from many resources 

in the most cost efficient manner.  Librarians are the key to information and are uniquely 
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qualified to sort through, curate and manage content.  Librarians also maintain collections, 

negotiate vendor contracts, manage the library and wear a multitude of other ‘hats’.   

The support of internal stakeholders benefits the external clients the firm serves and has a 

direct impact on the success and profits of the firm.  For example, a librarian may contribute to 

initiatives to gain new clients by investigating, gathering, organizing and presenting information 

that is shared with internal constituents internationally.  Understanding the CQ of law firm 

librarians provides more than just an international or global perspective.  Law firm librarians 

often may support more than one geographic office and must be able to adapt to new settings, 

especially with the many changes occurring within the information profession and legal 

segments.  The law firm librarian engages with staff members at all levels to ensure they get the 

information that they need.  A law firm librarian may interact with the human resources staff 

when hiring or firing information professionals, work with the information technology 

department to install and oversee the new online legal research platform, or may need to lead 

staff in professional development training.  CQ is of significance to law firm librarians and 

libraries as they work with varying and diverse cultures. 

Conceptual and Theoretical Foundation 

This study was based on the underlying foundation of CQ, which is defined as “a 

person’s capability for successful adaptation to new cultural settings, that is, for unfamiliar 

settings attributable to cultural context” (Earley & Ang, 2003, p. 9).  CQ, as defined by Earley 

and Ang, builds on Sternberg’s framework discussing multiple loci of intelligence (Stenberg & 

Grigorenko, 2006).  They examined what significance, if any, culture has on intelligence.  To 

date there has not been any empirical studies to examine the phenomena of CQ in law firm 
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libraries or law librarians.  The present study fills a significant gap within the existing literature 

and sheds some light into this specific area.   

The law library within a firm is often one of the first departments to be cut from the 

shown their value to the firm, or the firm is not aware of their value.  The library is often seen as 

strict overhead because of the costs of print materials and online legal research platforms, and 

not as an integral part of the law firm business even though the law library provides critical 

support functions that affect the firm’s profits.  The cost of ignorance or arrogance with law firm 

associates and partners in not using the librarian has true implications on time and money 

(University of Michigan, 2011).   

With law firm librarians’ experience, both degreed and on-the-job, librarians are the 

experts in saving an attorney time and money when it comes to locating and obtaining 

information.  It takes a trained librarian to help one navigate and obtain authoritative, legitimate 

information.  The law firms C-levels, top executives (i.e., Chief Operating Officer, Chief 

Executive Officer, Chief Diversity Officer, etc.), and attorneys need to better understand the role 

of the librarian and leverage the skills that a firm librarian can provide.  The role of the librarian 

can affect all within the firm, and that is one reason CQ is critical.  Through understanding 

elements and expectations of the firm’s culture, librarians help support the importance of CQ for 

succeeding in the global work environment.   

Law firms may view data from this study as an important indicator for selecting law firm 

librarians.  The data may lead to the development of training programs for law librarians which 

may include how to enhance a law librarian’s leadership role within the firm.  As Ang et al. 

(2007) point out, CQ is important for “selecting, training, and developing a culturally intelligent 

workforce” (p. 365).  Law firm librarians also have not been viewed as equivalent to other 
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director and administrative levels within the law firm.  CQ can help organizations successfully 

manage their own cultural diversity (Earley et al., 2006).  Since firm librarians continually have 

to adapt to differing situations, depending on whom they are serving within the law firm, it 

makes sense to ensure they utilize their CQ and evaluate the impact it has on firm attorneys and 

others they support. 

Methods and Findings 

A mixed-methods design with a concurrent strategy was used to examine CQ within law 

firm librarians in the United States.  In a single phase, both qualitative and quantitative data was 

collected via a web-based survey. The CQS was not used to measure an individual’s CQ level, 

rather it was used to measure the level of agreement of each item within each of the four factors.  

The CQS includes four-factors (motivational, cognitive, metacognitive, and behavioral) and was 

developed to test each of these factors and overall level of CQ (Van Dyne et al., 2008).   

A sample of 70 individuals participated in the survey.  The sample was based on a self-

selection process and subjects were required to be law firm librarians within the United States 

working in a law firm library.  Two primary professional associations (PLL-SIS and SLA Legal 

Division) were used as the sampling frame.  The data were collected using the web-based survey 

between February and March 2015.  

The majority of respondents were female, and three-quarters had a master’s degree and 

more than 20 years of experience.  Job titles varied among responses, indicating the diversity of 

job titles within the profession among law firm librarians.  Responses were received from across 

the United States, and the majority of respondents worked at their firms’ headquarters.  The vast 

majority of respondents (90%) were born in the United States and most spoke and/or wrote a 

minimum of one language.  In addition, 57% had neither lived nor worked overseas.   
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The data analysis generated eleven themes, with the first four relating specifically to the 

four factors of CQ.  The eleven themes were (a) Individual Drive, (b) Individual Knowledge, (c) 

Individual Strategy, (d) Individual Action, (e) Understanding Different Cultures, (f) Experience 

with CQ Term, (g) Challenges, (h) Importance & Value, (i) Environment-Climate, (j) Being 

Valued, and (k) Other.  The findings clarify the overall level of CQ of participating law 

librarians; variations that may exist, and law firm librarians’ perspectives on its importance.   

Overall level of CQ.  The overall level of CQ of participating law firm librarians was 

varied.  Four of the seven themes (Drive, Knowledge, Strategy, and Action) tie directly to the 

four factors of CQ (motivation, cognitive, metacognitive, and behavioral).  The findings indicate 

that each of these four is utilized within law firms and drive had the highest frequency.  Drive is 

defined as the extent which one is energized and persistent in approaching multicultural 

situations.  Both intrinsic and extrinsic interest was expressed as being used within firms.  Law 

firm librarians also reported utilizing self-efficacy in order to be effective in cultural situations.  

Numerous subjects reported utilizing aspects of cultural knowledge within their firms; however, 

several indicated they do desire additional training on this subject, but it would be a great 

challenge to teach in an educational setting or present to their firm.  The vast majority of 

respondents provided examples in which they utilized cultural similarities and differences to 

understand specific contexts and situations.   

Participants expressed the use of strategy, defined as the extent to which one is aware of 

the multicultural situation and the ability to use that awareness to manage the situation, and 

offered examples of how they utilize strategy within a CQ knowledge context.  Few indicated 

frustration in managing cultural situations effectively; however, there were concerns with 

management and vendor relationships.  A few participants expressed they strategize before a 
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cultural encounter, described as planning, when dealing with culturally diverse groups, 

particularly practice areas, and when involved with library changes in resources or space.  

Subjects also reported being aware of their own cultural knowledge, which has an impact on how 

they interact and react to cultural situations.   

Findings do indicate that changes within the law firm environment and law firm library 

affected the law firm librarian.  Law firm librarians continually modify expectations to 

understand different cultures.  Changes with vendor resources, the information profession 

transitioning from library to resource center, and technology all were expressed by subjects as 

situations in which adapting to change was critical.  Communication was also a key theme that 

came out of the results in that law firm librarians commented on utilizing both verbal and 

nonverbal communication styles, modifying them, and changing their attitudes as needed 

depending on the cultural situation and the audience they served.   

The findings indicate variations amongst the level of experience with CQ.  A significant 

number had never heard of the term within the context presented, while other subjects had heard 

of the term in academia, teaching, or onboarding, but within a different context.  A majority of 

respondents shared examples of utilizing CQ within their roles, whether they knew it or not, as 

defined within this study.  Subjects also expressed facing challenges when it came to differing 

generations, races, and genders within the law firm.  This aspect caused law firm librarians’ 

frustration.   

Variations among four factors of CQ.  The findings indicate that variations do exist 

among the item analysis for each of the four factors (motivation, cognitive, metacognitive, and 

behavioral).  The values, mean and standard deviations varied within each of the factor items on 

the CQS items.  The respondents did not respond the same for each CQ item.  The minimum 
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values consisted of small amounts of variation.  Regarding the standard deviation, the larger the 

standard deviation, the further away the value was from the mean.  Within the item analysis, the 

subject’s level of agreement to each item also varied.  Most respondents agreed at some level 

more than they disagreed when it came to each item statement per factor.  This shows that, while 

respondents have some level of agreement, there is still variation as to their level of agreement 

within each CQ factor.  

Qualitative findings revealed that the majority of law firm librarian participants use their 

drive more than they use the other factors.  Drive is equivalent to motivational, knowledge 

equivalent to cognitive, strategy equivalent to metacognitive, and action equivalent to behavioral 

on the CQS.  Both intrinsic and extrinsic interest and self-efficacy were used; however, this 

varied as some subjects described their work environments as not cultural and, therefore, they 

may or may not use drive.  Some librarians had sufficient understanding of cultures within their 

firms while others desired training.  Some subjects expressed a level of frustration when dealing 

with firm administration and vendors; however, examples were provided that illustrated the use 

of strategy when dealing with cultural situations.  The results, as described in this finding, are 

consistent with Earley and Ang’s (2003) definition of CQ in that a person has to adjust his or her 

behaviors to adapt to differing cultural situations.  Subjects associated action with change, 

communication and understanding different cultures.  The respondents also felt that the changing 

legal and information environment and technology played a key role in their application of 

strategy.   

Views on value and importance of CQ.  The findings show the majority of law firm 

librarian participants believe there is value and importance in CQ within their firm and current 

role.  Law firm librarians recognized the value to clients and library staff, including the benefits 
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to their clients and the importance of client perspectives.  According to Brown, a partner at a law 

firm, “cultural competency adds value to our clients and ultimately to the firm because you need 

to be able to relate to the client” (as cited in Frink-Hamlett, 2011, S6).   

The findings indicate that subjects view CQ as an important factor when it comes to 

technology and human interaction.  A few respondents were not sure if their firms placed 

importance or even minimal importance on it, as the law firm library is not viewed as the money 

maker for the firm, but, rather, as overhead.  Another key finding was that environment plays a 

critical role in the subject’s determination of the importance and value of CQ.  Subjects 

expressed that changes in the environment influence them, and this impacts their value.  Subjects 

have to adapt to new environments in order to understand best practices and how the firm 

functions.  Several participants reported feeling valued at varying levels within their firm and 

that, sometimes, they are not valued equally by all firm members.  Raises, good performance 

reviews, verbal affirmation, and bonuses all were expressed as important ways in which law firm 

librarian participants felt valued.  Particularly, with research requests, subjects felt they bring 

value to the firm because of their expertise in information research, analysis, and dissemination. 

Conclusions and Implications  

Based on a triangulation of quantitative and qualitative findings for this study on CQ in 

law firm libraries, four conclusions were drawn.  First, law firm librarians have a strong sense of 

the value and importance of CQ to their law firms.  Second, law firm librarians have varying 

levels of CQ within each of the four CQ factors.  The third conclusion focuses on the librarian’s 

sense of being valued and appreciated within their law firm.  Last, law firm librarians have to 

cope with numerous cultural challenges and be proactive in adapting to unfamiliar environments.   
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Conclusion 1. Librarians have a strong sense of the value and importance of CQ to their 

law firms.  The data reveals that the majority of respondents believe there is value in CQ to a law 

firm’s practices.  Subjects felt that CQ could help law firm members when working with clients 

of different backgrounds and that understanding others could help librarians achieve their goals.  

Plum et al. (2008) state the purpose of using CQ is to act appropriately in cultural encounters 

with the goal to bridge the gap between cultures.   

When it comes to staff, subjects also expressed how law firms could use CQ in 

introducing new staff from different cultures to the organization.  Individuals have CQ, and their 

views must be experienced not predicted (Plum et al., 2008).  All employees would be able to 

adapt better if staff know how to communicate with individuals from within different 

departments.  This ties into several guiding principles as recommended by Lindsey et al. (1999, 

2003).  Their guiding principles suggest that culture is always present and that we need to be 

aware of the diversity and differences within cultures.  Furthermore, culturally competent 

individuals have five essential elements of cultural competence: 

1. Individuals need to evaluate their own culture and how it may influence others. 

2. Culturally capable individuals appreciate diverse individuals.  

3. Alternative dispute resolution skills are learned in order to work with differing issues. 

4. Learning is an important aspect and culturally intelligent individuals want to enhance 

their cultural skills and adapt as needed. 

5. Individuals incorporate cultural understating into their daily lives to have improved 

cultural interactions. 

Law firm librarians expressed the value in working with prospective clients and the 

benefits that can be drawn from utilizing CQ with these clients as law firm staff understand their 
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needs.  Patrons can also benefit, as law firm librarians are aware of differences and can better 

communicate with them.  Kienzle and Husar (2007) express the value of cultural awareness in 

that an organization can avoid offending individuals, improve communication, and improve the 

quality of relationships.  “Cultural intelligence is the answer to becoming culturally aware” (p. 

85).  Griffer and Perlis (2007) believe that developing understanding of CQ starts within one’s 

self and awareness of others.  Industry knowledge and knowledge of client matters can help 

enhance the view of the library.  Both human interaction and technology were also findings that 

support this conclusion.  As law firm librarians share ideas with each other, the value is seen in 

problem solving and team projects through the use of communication.  Technology affected the 

information profession and the business of law.  Thus, law firm librarians see value in users’ 

continually learning new ways to complete their tasks in their firms even as technology 

advances. 

Implications.  The findings contribute to the literature on CQ by providing evidence from 

these librarians of their sense of the value and importance of CQ concepts, areas law firm 

librarians strongly saw as important, and those where there are challenges. Ang et al., (2004) 

examined the construct within international executives and foreign professionals when it came to 

their performance and adjustment.  Templer et al. (2006) found that CQ, specifically 

motivational, predicts adjustment of foreigners.  While there have been many studies of 

expatriates and overseas assignments (Brislin, 1981; Caligiuri, 2000; Ones & Viswesvaran, 

1997; Shaffer & Miller, 2008), none of them focus on law firm librarians.  This provides a 

starting empirical framework for law firms’ further use of the law firm librarian.  This 

contributes to the field, as it has deepened the understanding of CQ to law librarians in law firms.  

Law firm administrators and human resources departments can incorporate CQ training into 


