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Do Your Research
In the early 1980s, Coke was losing the Cola Wars. Panicking, Coca-Cola executives assumed Coke needed
to be sweeter to compete with Pepsi. On 23 April 1985 they threw out Coca-Cola’s century-old recipe and
introduced New Coke. Outrage was immediate. Customers organized boycotts and filed lawsuits. Sales
plummeted. Less than three months later, Coca-Cola announced a return to Coca-Cola Classic.
Disastrous business decisions often begin with
seemingly reasonable assumptions. Effective
management is evidence-based. Before
making decisions, you need facts, not gut
feelings; and if you want to be convincing, you
need data. Here’s how to get it.
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SECTION ONE

PRIMARY AND SECONDARY
RESEARCH
Evidence can come from primary or secondary
research. The strongest arguments are based on both.
Primary Research. When you conduct a survey,
compile sales reports, or perform an experiment,
you’re creating new information. That’s primary
research.
Secondary Research. When you consult an analyst’s
report, search through scholarly or news articles, or
pull data from a government website, you’re
accessing information that already exists. That’s
secondary research. Seeing what’s already been
discovered can save you time and money.

Primary
Research

Secondary
Research

Creating or
gathering new
information

Using existing
information

Less expensive

X
X

May have copyright or
licensing restrictions

X

Faster

Tailored to fit your
specific need

X

May require additional
expertise

X

You own the results

X
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RESEARCH VOCABULARY
QUANTITATIVE RESEARCH uses highly structured and standardized
methodologies to gather or analyze numerical data.
EX: Asking customers to rate their satisfaction, counting actual return
visits, determining if any correlation exists.
QUALITATIVE RESEARCH uses data that cannot be easily quantified,
often related to opinions, feelings, and experiences.
EX: Inviting a handful of customers to participate in a focus group where
they discuss their desired product features.

BALANCE
Don’t ignore research that
conflicts with your position. Your
audience is likely to come across
it anyway.
Address it upfront, and show why
your recommendation should still
be followed. A balanced
approach helps decision
making.

RELIABILITY indicates whether a tool or method produces consistent
results. A reliable test or experiment will produce the same results
when repeated.
VALIDITY A test is valid if it actually measures what it is intended to
measure. A poorly designed study may not account for all factors,
making it difficult to draw valid conclusions.
TRANSFERABILITY A research study is more useful if its results can be
generalized or transferred to other contexts.

COVFEFE
RESEARCH

LITERATURE REVIEW A rigorous review of pertinent research available
on a subject. Learn more from this handout from the University of
North Carolina-Chapel Hill and from this example: International Small
Business Journal.
5 5

SECTION TWO

SECONDARY SOURCES
Secondary research can take you many places, but
you’ll usually start with an internet search. In
addition to the open web, use specialized search
engines to dig deeper.

How can I access it?
Industry associations may publish the information
you want. Check their websites and be willing to send
emails and make phone calls.

Let’s start with this question:

Government sources are usually free but can be
difficult to navigate. News sources are often available
online. If not, try your library for access.

“How many people go skiing in
Utah each year?”

(Oh, and the answer? 4.5 million. . .good market.)
Who might be gathering information like this?
If you want to research the winter sports market,
you might start with a trade association, like
SnowSports Industries America or the Utah Ski &
Snowboard Association. The Utah state government
might also have an interest in tracking such data.
And local newspapers or industry newsletters might
publish articles on the topic.

Get the best of both worlds: Search
scholarly articles to lay a solid
foundation. Then pull in specific details
about the current case from news
sources.
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Scholarly Journals
Use scholarly sources to establish a strong foundation. Articles
published in journals often go through a peer review process
where other experts determined it meets the standards for
that discipline. This process takes time but improves reliability
and establishes authority.
Examples: Academy of Management Review, Journal of
Consumer Psychology, Econometrica

THE WEB IS LIKE AN ICEBERG

SURFACE WEB

Wikipedia

Google
Bing

News Sources and Magazines

Use news sources to find the most current information on a
topic or to see how popular opinion is trending.

Examples: Wall Street Journal, The Economist, Harvard Business
Review, BusinessInsider.com

Trade and Industry Sources
Use trade and industry sources to get both current and
authoritative insight. Written by and for practicing
professionals about issues important to that industry today,
they provide you a model for the industry’s writing style.
Examples: Advertising Age, The Progressive Grocer,
SupplyChainBrain.com

Other secondary sources include reports published by industry
analysts or think tanks, data published by trade associations or
government websites, and official documents like financial
statements or court filings. When you’re trying to find
information, ask yourself, “Who would be interested in
gathering this information, and how can I find out if they make
it available?”

DEEP WEB

Multilingual Databases

Medical Records
Legal Documents
Scientific Reports
Academic Information

Conference Resources
Competitor Websites
Organization-specific
Repositories
Subscription Information

DARK WEB
Illegal information
TOR-Encrypted sites

Drug Trafficking sites
Private Communications
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SECTION THREE

SEARCH STRATEGIES
SEARCH OPERATORS
Your library has access to databases of scholarly, news, and
industry sources like EBSCO, ProQuest, and LexisNexis that
aren’t freely available on the internet. These advanced
search engines and controlled environments allow you to
precisely manipulate your results with search operators.
The most common are the Boolean operators AND, OR,
and NOT.
Linking your search terms with AND tells the search engine
you want to see only results that include both concepts. OR
tells the engine you’ll accept results that have any one of
your terms. NOT excludes any results with that term.

Ski AND Utah

Ski OR Utah

Ski

NOT Utah

Searching with Boolean
operators returns the
content in green.
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COMMON DATABASE OPERATORS
WHAT ABOUT GOOGLE?
When it comes to the information needs of
daily life, search engines like Google
keep getting better at reading our minds.
(Hungry? Bored? Curious?)
Google can also be a powerful tool for
serious research (Google Scholar), but you
can make your searching more effective
by using advanced search.

Operator

Effect

Example

*

Truncation: returns any word with
that beginning

ski*
(returns ski, skis,
skiing, skier, etc.)

?

Wildcard

wom?n
(returns women or
woman)

“”

“Park City”

()

Nesting: similar to order of
operations, nesting
compartmentalizes the effect of
operators

(”Park City” OR
Solitude OR
Sundance) AND ski*

nearX

Proximity: search terms must be
located within X number of words of
each other

ski* near5 Utah

atleastX

Frequency: the term must appear at
least X number of times

atleast3 ski* AND
Utah

Improve your search skills
by reviewing the tips in this infographic.
30 Advanced Google Search Tricks

Phrasing: only that full, exact phrase
will be accepted

Activity 6.1

Use Google to find sources about the use
of social media for crisis management. Try
a simple search and then some advanced
techniques. Now try it out in a library
database using the operators in the table.
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Having trouble?
NARROW, BROADEN, AND SEPARATE
If you’re getting plenty of results, narrow your search by adding more
specific concepts. You can also filter your results by date, peer-review
status, or subject tags. If you aren’t seeing many results, broaden your
search by adding synonyms.
If your concepts haven’t been connected by previously published
research, you might be breaking new ground. Great! Try conducting
separate searches for each concept, and then you can contribute to
the global conversation by bridging those concepts in your own
writing.

As you conduct searches, skim the results for different
wording to use in your next search.
When you find a relevant source, look at its bibliography
to follow the sources it cites.

Librarian

STUCK? Librarians live to serve.
Save yourself an hour’s frustration by
taking five minutes to ask for help.
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SECTION FOUR

EVALUATING SOURCES
Whenever you encounter a new information source,
whether it’s a scholarly journal, a website, or your
roommate’s cousin’s girlfriend’s Twitter feed, you need
to consider whether citing that source as evidence will
strengthen or undermine your position.
To judge the credibility of a source, put it through a
CRAP test. Assess these factors:

‣ Currency
‣ Reliability
‣ Authority
‣ Purpose or Point of View

Currency
Reliability

Authority

Purpose or
Point of View
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DOES YOUR SOURCE PASS
THE CRAP TEST?
Currency
‣ How recently was it published or updated?
‣ How current are its sources and content?

Reliability
‣
‣
‣
‣

Is the information organized, written, and presented well?
Are sources cited and easily verifiable?
Do the conclusions follow from the evidence?
Does the site have a .com, .edu, .gov, or .org domain, and what does
this suggest about its reliability?

ONLINE CREDIBILITY
Fake news, social media bias, and
sponsored content: how good are
you at judging the credibility of
what you read online?
Researchers at Stanford have found
that we’re not as good as we think
we are, with 80% of middle school
students mistaking ads for a real
news story, and…

Authority
‣
‣
‣
‣

Who are the authors?
What are their credentials?
Have they been cited by other sources on the topic?
Can they be contacted?

Purpose/Point of view

…less than 1/3 of college
students recognized the
influence of political bias in
tweets.

‣ What is the author's purpose?
‣ Is the article written at a popular, professional, or professorial level?
‣ Is the author or sponsoring organization values- or mission-driven, and
might that position introduce political, cultural, or ideological bias?
‣ Is the author or organization profit-driven?
‣ How does this purpose or point of view affect the source’s usefulness?
12

CAN I USE WIKIPEDIA IN
MY RESEARCH?
A Wikipedia search can be a good starting point
for gaining a basic understanding of a topic.
Well-written entries include references that lead
to additional credible sources. But Wikipedia is
derivative by nature, and you can’t really
evaluate the authority or purpose of Wikipedia
contributors. Instead of citing Wikipedia you
should use it to look for original sources.

Don’t just cherry-pick sources that seem to support your
argument. Evaluate your sources carefully so that you can
speak intelligently about them when someone in your
audience has questions.

Activity 6.3

Evaluate these websites for currency,
reliability, authority, and purpose or point of
view. What does a CRAP test teach you about
their usefulness as sources?
‣
‣
‣
‣
‣
‣
‣

http://www.bls.gov/
http://accountingonion.com/
http://www.cato.org/
http://dhmo.org/
http://globaledge.msu.edu/
http://www.informationisbeautiful.net/
http://www.slate.com/

13

SECTION FIVE

DOCUMENTING SOURCES
Thoroughly documenting your sources not only gives
credit to the original author, but also gives your work
credibility that can’t be achieved any other way.
Cite sources at their point of impact. In formal
documents, cite at the end of the sentence in the form of
a parenthetical author-date reference or a superscript
number referring to footnotes or endnotes. Less formal
documents, especially on the internet, often provide a
clearly labeled link to a source—like this textbook does.
When citing sources follow an established style like APA,
Chicago, or MLA. This textbook follows the HBS Style
(Harvard Business School Citation Guide), but if your
organization has a preference or its own “house style,”
follow that instead.

Formal Citations
… end of sentence (Richardson, 2017).
— OR —
… end of sentence.3

3 Richardson,

Marianna. “How to Be Fabulous.”

Marriott Student Review, September 2017.

The Purdue OWL has excellent guides and
examples for all major citation styles.
Reference generators like CiteThisForMe are
easy, but results must be double checked.
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INTEGRATE YOUR SOURCES
Weave evidence into your writing by quoting, paraphrasing, and summarizing. These examples demonstrate integrating a source text
about price elasticity in the skiing industry. Avoid accidental plagiarism by learning this skill.
QUOTE
Holmgren and McCracken warn against “making pricing
decisions independent of the other players in the market.”1

ORIGINAL ARTICLE
“The positive sign of all cross-price elasticities of demand
indicate that other resorts are considered to be
substitutes for the analyzed resort, emphasizing the
importance of not making pricing decisions independent
of the other players in the market.”1

PARAPHRASE
When setting prices, ski resorts must consider the prices of their
competitors since, as Holmgren and McCracken show, skiers are
willing to substitute one resort for another.1
SUMMARIZE
Holmgren and McCracken demonstrate how the close proximity
of Utah ski resorts increases price sensitivity for skiers.1 Because
skiers shop for the cheapest lift tickets, a resort must consider its
competitors’ prices when setting its own.
ENDNOTE FOR DIRECT QUOTE

LINK

Sources Cited:
1. Mark A. Holmgren and Vicki A. McCracken, “What Affects
Demand for ‘The Greatest Snow On Earth?’” Journal of
Hospitality Marketing & Management 23, no. 1 (2014): 18.

If you use links, provide meaningful information as well.

In his book, Secrets of the Greatest Snow on Earth, Jim Steenburgh outlines three difficulties in forecasting Utah’s powder
conditions: (1) intervening mountain ranges, (2) steep, narrow topography, and (3) the effect of the Great Salt Lake.
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SECTION SIX

PLAGIARISM
Failure to properly document your sources, whether intentional or
accidental, is plagiarism. It’s unethical and possibly illegal. Don’t mess
with it. Your reputation and peace of mind are at stake, and the more
successful you become, the more closely your every word will be
watched, as these politicians found. CNN: From Speeches to Ph.D.'s:
Politicians Called Out for Copying
Even if you cite your sources, failing to clearly distinguish between your
own words and your source’s words is plagiarism, no matter if you
rearrange or change some of the words. For a complete overview,
consult the Purdue Owl’s site on Plagiarism.
In addition to plagiarism, be aware of copyright and licensing
restrictions. Don’t violate copyright by distributing documents or using
images without proper permission.

X
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FAIR USE
Fair use is the legal doctrine that allows you to quote copyrighted material
in your research. Section 107 of the Copyright Act gives guidelines for
determining what qualifies as fair use. Ask yourself these questions:
1. What is the purpose of the use? Non-commercial, educational use is more
likely to qualify as fair use. “Transformative” use, which adds something
rather than just reproducing the original, is also more likely to qualify.
Examples of transformative use include criticism, parody, news reporting,
teaching, and scholarship.
2. What is the nature of the original work? The use of creative works, like art or
unpublished works, is less likely to qualify.
3. How much of the work is being used? Using significant portions of a work is
less likely to qualify.
4. What effect does the use have on the market for the original? The use is
unlikely to qualify if it hurts the market for the original.

During college, you may get into the habit of using images and other
products copied from the web, feeling that your use qualifies as fair since
it is being employed for educational purposes. Whether it does or not,
that excuse ends abruptly when you are employed, so develop good
habits now and save yourself and your company a costly mistake.

Fair use:
(NOUN)

The legal
doctrine that
allows you to
quote
copyrighted
material in
your research.
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IN CONCLUSION
Make sure that your conclusions and recommendations are based on evidence.
Don’t expect your audience to accept your claims just because you state them as if they
were facts, saying “studies show,” “experts agree,” or “it’s widely accepted that.” Do the
work to find the facts.
Conducting effective research and thoroughly documenting your sources will help you to
construct your own authority and credibility.
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