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Preface

I ntroduction

The Interaction Society is evolving literally as we speak. New information
and communication technologies (ICTs) are developed every day to enable us
to communicate and interact in new ways never imagined just afew years ago.

This book about the Interaction Society builds upon, and around, one single
observation of today’s | T use. The observationisthat thereisan ongoing broad-
ening of the use of information technology (1T) that traditionally has been ap-
plied for calculations, transactions, storage of data, etc., into new areas more
closely related to human communication and interaction needs. So, while the
computer of yesterday was occupied with crunching numbers, today and
tomorrow’s technology will be occupied with maintaining our social contacts
with one another. It is sometimes said that aloved baby has many names. That
isalso truefor this new technology that has already been commonly labeled as,
e.g., ICT (information and communication technology), social belonging tech-
nologies, awareness technologies, groupware, and community support.

Twenty-two researchers from around the world have contributed with thirteen
interesting chapters to this new book about this evolving technol ogy-enabled
Interaction Society. The chapters are grouped into three different areas cover-
ing various aspects of this phenomenon ranging from: 1) empirical case studies
that illustrate how people uses this technology in novel ways to interact, 2)
theories and models that help us analyze and better understand the impact this
technology hason usasindividuals, aswell astheimpact it has on an organiza-
tional aswell asasocietal level of analysis. Finally, the last section of this book
lets us look around the corner to see what the researchers are up to when it
comes to supporting future every day human interaction one to ten years from
Now.
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How To Read This Book

Thisnew book isabook about a new technol ogy-enabled society in the making.
It isemerging literally as we speak, because this book is about the Interaction
Society, i.e., a society where modern information technology plays a central
rolein supporting all variouskinds of human interaction including, e.g., human-
to-human voice communication, human-machine interaction, mass communica-
tion, long-distance synchronous and asynchronous communication, etc. In par-
ticular, thisbook is about information technology (I T) or information and com-
munication technologies (ICTs) that enable us as humans to communicate or
interact with one another in ways not possible just afew years ago.

The book consists of three parts. These three parts can be read independent of
each other, but also of course as a single book from the first page to the last.
The first part, or segment of the book, is labeled “Practice.” This first part
introduces the reader to this emerging I nteraction Society by providing a set of
illustrative case studies that specifically, and from an empirical standpoint, pro-
vides valuable examples of how modern information technology can support
new ways of interaction. The second part of the book is labeled “Theories.”
This second part of the book takes on a more conceptual, analytical, and theo-
retical perspective in an attempt to bring out and provide some answers to
guestions like, e.g., what characterizes the Interaction Society? How does it
differ from the “information society” typically, and commonly, discussed in the
literature? And, how might the very concept of “interaction” be defined and
how does it relate to concepts like “communication?’ Further on, this second
part of this book provides some analytical frameworks and analytical tools for
going about analyzing how modern information technology enablesthe Interac-
tion Society and which issuesit putsin the foreground. Finally, the third part of
the book is labeled “Supportive Technologies.” This part is devoted to the
advancing of and research into designing new I T support to enable usto, in the
near future, be able to communicate in even more sophisticated and novel ways
then ever imagined before. In contrast to the first part of the book, which
provides some good examples of already available technol ogies and how these
implemented and adopted technol ogies enables us to communicate and interact
in new ways, thisthird part of the book lets us take alook around the corner to
see what the future holds for us. Shortly speaking, it is about the cutting edge of
the emerging Interaction Society in the making.

Each of these three parts of the book is first introduced with a short preface
that introduces the scope and perspective taken by the contributing authors of
the part before each individual chapter isintroduced.
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The Audience of the Book

Thistextbook isfor undergraduate and master’s students from arange of back-
grounds studying classes in Human-Computer Interaction (HCI), Computer-
Supported Cooperative Work (CSCW), interaction design, Computer-Mediated
Communication (CMC), etc. A broad range of professionals, hardware and
software developers, and technology users will also find this book useful, and
so will graduate students who are moving into thisareafrom related disciplines.

The Value of This Book and Its Main
Contributions

The uniqueness of thisbook istwofold. First, it isthe first book published with
an explicit focus on the Interaction Society rather then focusing on the Infor-
mation Society. Second, its main contributions are that it provides both techni-
cal and social aspects of the Interaction Society, as well as critical analysis of
the obstacles for work in the Interaction Society together with theories and
models of how all these aspects might be understood, explained, and even pre-
dicted. Thisisabook about how new interaction technol ogies enables this soci-
ety, and how the use of thistechnology affectsthe individuals, groups and orga-
nizations within our modern society. Yet another uniqueness of this book isthat
it highlightsthe importance of mobility in relation to interaction and technology.
Finally, what makes the book uniqueisthat it manages to combinetechnological
and social details with theoretical and analytical deepness and strengths. With
this broad approach taken to the subject it is hopefully an interesting book both
for the academic world as well as for system developers of new interaction
technologies, and ordinary users of these new services, technologies and gad-
gets.

While there has been some related books published that touches upon, e.g.,
how this technology enables new ways of working (i.e., “ networking work” or
“the work in the network™) they have in some cases at the same time “black
boxed” the technology part of it. Contrary to this, the attempt in this book isto
take a close look both at the enabling technology per se and also on how the
role of IT has changed from being, e.g., a tool for advanced calculations, a
word processing device, an efficient method for storage and processing of data,
and an effective machine for transactions, to being an enabler and augmenter
of human-to-human-interaction and human-computer interaction.



The Structure of This Book

The book consists of acollection of chaptersthat relate to three overall aspects
of the Interaction Society. Thethree partsare labeled (1) “Practice,” covering
empirical case studies that illustrates the use, impact and consequences of in-
teraction technologies on collaboration, individuals, and organization of work
(2) “Theories” and models that aim at describe and analyze how these new
technol ogies challenges our assumptions made about human communicationin
general, and (3) “ Supportive Technologies’ that illustrate novel ways of en-
abling good technical support for communication and collaboration in the area
of interaction, together with careful analysis of user requirements on such sys-
tems.

For each part in the book four chapters are included to cover that specific
aspect of the Interaction Society. The chapters provide not only analytical deep-
ness, but also valuable contributionsto current research in the field. Further on,
the different chapters provide a somewhat rich overview of the problems and
challengesidentified inrelation to the Interaction Society. According to thisthe
structure of the book is as follows:

The first part of this book, entitled “ Practice,” takes on an empirical approach
to the Interaction Society. In this section various empirical studies and cases
are presented that help us understand what is going on out there, i.e., how this
new technology to support interaction is, in many different areas, already widely
adopted and put into everyday use. The section is first introduced with a short
preface entitled “ Sepping Out into the Fluidity oflnteraction” by the author
of this book that aims at setting the scene for the chaptersincluded in this first
part of the book.

The second part of this book, entitled “ Theories,” takes on a more theoretical
perspective on the Interaction Society. In this section, various discussions con-
cerning the basic conceptslike “interaction,” “communication,” “collaboration,”
and “coordination” are presented. The contributing chaptersin this second sec-
tion also contain models and theories devel oped to help usto better understand,
analyze and even predict the role and impact of modern information and com-
munication technologies on us asindividuals, social groups, organizations and
on our society. Overall, the purpose of this section is thus to provide some
analytical tools for helping us to better understand computer-supported, and
mediated, interaction. The second section of this book is thus first introduced
by the author of this book with a short preface entitled “Making Sense of
Technology-Enabled Interaction.”

Finally, the third part of this book, entitled “ Supportive Technologies,” is de-
voted to the future of interaction technologies. Here, research efforts made to
realize novel applications and gadgets designed to support interaction are pre-
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sented as well as research that aims at identifying new requirements for inter-
action technology design. This final section of this book is first introduced by
the author of this book with a short preface entitled “Let’'s Head for the Future
of Interaction Technologies.”

Next follows abrief introduction of the contributing chapters. Asthe following
short descriptions of each chapter will show, the chapters in this book cover
many different empirical caseswhere information technology is used to support
interaction, various approaches to, or methods for, conducting studies of tech-
nology-enabled interaction, a wide range of ways of interpreting and under-
standing computer supported interaction, and several possible directions for
future development of technology in this area. Clearly, the Interaction Society
is a new society in the making, literally as we speak.

Pr actice

In Chapter 1, “The Emerging Interaction Society,” Mikael Wiberg (ed.)
sets the scene for the book by introducing the book’s focal scope, i.e., the
evolving Interaction Society. In thisintroductory chapter, the editor of this book
first provides a definition of the concept of interaction and how it relatesto the
concepts of communication and collaboration. He then introduces a number of
componentsthat enablesthe Interaction society. Having outlined the basic building
blocks of this he then points at some challenges for future research within this
area before concluding the chapter by presenting the structure for the rest of
the book followed by abrief introduction of each and every other chapter in this
book.

In Chapter 2, “Email: Message Transmission and Social Ritual,” Eileen
Day considersthe implications of what it means to be moving towards an Inter-
action Society. In her research into intra-organisational email illuminates some
of the inherent social complexity and the subtle nuances of its use within
organisational life. According to her research a range of significant insights
emerged through a deep hermeneutic understanding of the ways that people
within the study were constructing email as an everyday part of their work-
place. As a consequence, Eileen Day presents us with a new concept, message
web to encapsulate the social interaction and human sense-making activities
around email in association with its technical capabilitiesas daily lifeisbeing
played out within organisational culturestoday. Inthischapter, Eileen Day tells
an ethnographic story concerning just one strand of the case study organisation’s
message web: the copying function of email. And being an ethnographic story,
she has also embedded reflective glimpses of her research processes.

In Chapter 3, “Social Exile and Virtual Hrig: Computer-Mediated Interac-
tion and Cybercafé Culture in Morocco,” Said Graiouid explores ways in
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which computer-mediated interaction and cybercafé culture are appropriated
by individuals and groups in Morocco. In this chapter it is argued that com-
puter-mediated communication mediates the construction of cybernetic identi-
ties and promotes the rehearsal of invented social and gender relations. This
inventive accommodation of the Internet (known among young Moroccan Net
communicants as ‘virtual hrig’) makes computer-mediated interaction, espe-
cially through the discursive forum of chatrooms and e-mail discussion groups,
act as a backtalk to dominant patriarchal and conservative power structures.
By using a qualitative ethnographic approach while sounding the depth of the
“cultural noises’ and incrustations, which are accompanying the expansion of
cyber culture, the author also hopesto foreground the prospective implications
of New Media and Information Technologies in a non-Western environment.
While it is too early to draw conclusions on the extent of the impact of new
mediatechnologies onindividual subjectivitiesand group identities, thepoint is
made that cyber interaction is contributing to the expansion of the public sphere
in Morocco.

In Chapter 4, “Keeping Track of Notes — Implications for Mobile Informa-
tion and Communication Technology in Homecare Practice,” Carljohan
Orre provides a case and an investigation of how a particular mobile ICT sup-
port has been used within an established practice of homecare work. The dis-
cussion in this chapter shows a perspective of how technology and practice co-
evolves and gets enmeshed together. The importance of seeing the interface of
either the mobile devices or the stationary computer as common information
spaces is stressed, since the single-user interface the current system offersis
not enough support for the collaborative activities the mobile workforce of
homecare work is engaged in. The problem resides in this case in the relations
to predecessors of the system, found in diaries and coordination tools. A modest
suggestion posed by the author isthat an understanding of the work maintaining
the role of these predecessors can provide beneficial information for the future
design of these technological supports.

In Chapter 5, “Learning While Playing: Design Implications for Edutainment
Games,” Kalle Jegers & Charlotte Wiberg argue that currently, both re-
search and practice show a great interest in studying and developing ways to
use computers in various forms to support and enhance interaction between
humans. The authors further argue that although the issue of human-to-human
interaction by use of computersis of great relevance and importance, it isim-
portant not to forget about the interaction between humans and computers.
New factors and aspects, not previously grasped by the Human-Computer In-
teraction (HCI) discipline, are becoming recognized asimportant in the interac-
tion between users and technology. Aspects such as emotions, experiences and
entertainment are more and more frequently considered when designing and
developing new computer applicationsin many different areas. In this chapter,
the authorsreport ontheinitial results of astudy conducted in the project FunTain.
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The main purpose with the project reported from wasto identify general guide-
lines and implications for edutainment games, in order to guide designers of
such games asthey, according to the authors, often lack in design guidelines. In
the project reported from in this chapter usability evaluations were conducted
on an edutainment gamein order to identify usability problems. These findings
were analyzed and used as input in focus group meetings, held with joint teams
of game designers and HCI experts. The outcome of the focus groups was a
proposal of alist of ten general design guidelines. Findings indicate that users
had problems in understanding the underlying model for the game as well as
identifying the knowledge-related content. Experts, further, gave comments about
feedback problems and different types of consistencies. Some of the implica-
tions from the findings are guidelines for earning and losing points, scoring and
performance feedback and game object characteristics.

Theories

In Chapter 6, “Informational and Communicational Explanations of Cor-
porations as Interaction Systems,” Richard J. Varey argues that whilst many
proponents of “interactive communication” and “social interaction” do not see
the concept as problematic, they focus attention on practices. In this chapter,
Richard Varey chose to re-examine both “interaction” and “communication,”
and to relate these concepts to the concepts of society and organization/corpo-
ration. In this chapter, the concept of “interaction” is examined and social inter-
action is considered as exchange. The patterning of social interaction in mar-
kets, bureaucracies, solidarity groupings, and co-operative collectives, and their
respective core values are considered. The “organization” is explained as a
complex dynamic interaction system. An alternative sociological analysisof the
social isthen compared with that of the social psychology tradition. Communi-
cation is discussed as a mode of interaction, to reveal monologic and dialogic
conceptions of communication. In the end of the chapter conclusions are raised
around the themes of “interactive communication,” 1T, and dialogue and appre-
ciation in a society constituted by interaction. Interaction, it is concluded, re-
quires presence, whereas ICT allows absence.

In Chapter 7, “Fluid Interaction in Mobile Work Practices,” Masao
Kakihara, Carsten Sgrensen & Mikael Wiberg discuss the increasing flu-
idity of interaction that workers perform in contemporary work settings. Ac-
cording to the authors, everyday working life is increasingly constituted of a
heterogeneous mélange where people, work objects and symbols as well as
their interactions are distributed in time, space and across contexts. When con-
sidering interaction where participants, work, and interactional objects are mo-
bile, the challenges of supporting the fluidity of interaction in collocated settings
are immense. This chapter outline mobile interaction in terms of the fluid
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topological metaphor and analyses the dimensions of struggling with fluid mo-
bile interaction based on a framework characterising interactional asymme-
tries.

In Chapter 8, “Mobile IT as Immutable Mobiles? Exploring the Enabling
Qualities of a Mobile IT Application,” Jonny Holmstrom explores the so-
cial consequences of mobile I T. In thischapter it isargued that even though the
need for better theorizing on the topic has been highlighted recently, most at-
temptsto date have failed not only to properly explore the social consequences
of mobile T, but also in being specific about the technology itself in any detail.
Further on, the author argues that a promising approach with which to explore
mobile IT and its social consequences may be found in actor network theory
(ANT). ANT’srich methodology embraces scientific realisminits central con-
cept of hybrids that are simultaneously technological and social. The advan-
tages of conceiving mobile I T applicationsimmersed in and a part of anetwork
of hybrids are explored by drawing from a project concerned with mobile IT
use in the context of the mobile bank terminal (MBT). In the project reported
from in this chapter it was found that the users were less than enthusiastic over
the MBT, and two key problemswereidentified: First, the poor design of MBT
hampered the possibilities for ad-hoc activities. Second, the users felt that ad-
hoc activities could be seem as somewhat irresponsible in the context of bank-
ing business. To thisend, the problemsrelated to the MBT use were both social
and technical. The author concludes this chapter by identifying and elaborating
on some aspects of the social consequences of mobile IT use in order to shed
new light on the possibilities and challenges that mobile I T use conveys.

In Chapter 9, “Supporting Proximate Communities with P3-Systems. Tech-
nology for Connecting People-to-People-to-Geographical-Places,”
Quentin Jones & Sukeshini A. Grandhi examine systems that link People-
to-Peopl e-to-geographical-Places, which the authors |abel P3-Systems. Inthis
chapter four major P3-Systems design approaches have been identified by an
analysis of systems prototyped to date: (1) People Centric P3-System design
that use absolute user location, based on awareness of where somebody is
located (e.g., Active Badge); (2) People Centric P3-System design based on
user co-location/proximity (e.g., RoamWare, FolkMusic and Hocman); (3) Place
Centric P3-System design based on the use of virtual spaces that contain rep-
resentations of user’s use of physical spaces (e.g., ActiveMap); and (4) Place
Centric P3-System design based on the use of virtual spacesthat contain online
interactions related to physical location (e.g., Geonotes). This chapter ex-
plores how proximate community member interactions can potentially be well
supported by P3-Systems through the improved geographical contextualization
and coordination of interactions and the identification of previously unidentified
location-based affinities between community members.
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Supportive Technologies

In Chapter 10, “The Mobile Workplace: Collaboration in a Vast Setting,”
Daniel Normark & Mattias Eshjornsson discuss how truly mobile occupa-
tional groupsrelateto locationsin avast working area when collaborating with
each other. It brings forth two ethnographic studies on mobile professionals
working on the roads. According to the authors of this chapter, their work set-
ting has predominantly been described from a perspective where they are iso-
lated in the drivers' seat. However, seeing that the environment in which they
drivethrough constitutestheir workplace, the chapter examinestheir relation to
the surroundings when performing their tasks. The empirical dataillustratesthe
importance of mutual understanding of locations to successfully perform col-
laborative tasks. For example, coordinates supplied by a GPS-receiver are not
sufficient in the performance of their tasks. It is rather the mutual understand-
ing of locations, being in proximity, or other visual clues, which are of impor-
tance. The authors argue the need for a detailed understanding regarding the
use of locations, to succeed in the development of future mobile position-based
services.

In Chapter 11, “Spectator Information Support: Exploring the Context of
Distributed Events,” Andreas Nilsson, Urban Nuldén & Daniel Olsson
argue that, in the context of temporary, distributed events such as music festi-
vals and sports, the event isdivided in several parts held at different geographi-
cal locations at the sametime or in asequence. Thus, the conventional technol-
ogy used can only provide limited support at portions of the event. This re-
search as reported in this chapter focuses on the challenges for design con-
cerning information support in the context of distributed events. The chapter
reports from three empirical studies and appliestwo perspectives on context as
a background to the fieldwork findings. Within the results, three main contex-
tual requirements are presented that need to be considered when designing
information support for spectators in situ. The chapter contributes to existing
research in terms of providing descriptions of the interplay between actors,
context and the event itself. Among the conclusions regarding design, the au-
thors of this chapter claim that technology should be shaped to behave and act
according to how, where and with whom spectators are situated.

In Chapter 12, “SeamlessTalk: User-Controlled Session Management for
Sustained Car Conversations,” Ola Henfridsson, Mikael Wiberg, Rikard
Lindgren & Fredrik Ljungberg report from a research project focused on
designing anew innovative |CT application to support mobile interaction. More
specifically, the authors of this chapter approach the problem of how to realize
sustained car conversations across mobile phones and in-car phone resources
and, in doing so, they frame it as a session management problem. Addressing
this problem, the chapter outlines a session management model for user-con-
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trolled media switches during ongoing phone conversations. The model makes
adistinction between the user and the infrastructure levels of session manage-
ment. To illustrate and validate the rational e of the model, the chapter presents
an in-car mobile phone hands-free system, SeamlessTalk, devel oped to support
sustained car conversations. The authors argue that their developed user-con-
trolled session management model contributes to current research on session
management by addressing the explicit/implicit session management dichotomy
in multiple mediasituations.

In Chapter 13, “Guiding Design for Waiting,” Johan Lundin & Lina
L ar sson propose a number of suggestionsfor design of information technology
(IT) to be used in public places. The design implications given are based on an
exploratory field study conducted in public places where people wait to travel.
The study shows that the use of technology must be negotiable and adaptable
to support usein different ways, in different contexts and to produce a possibil-
ity for others to understand this use. The findings are arranged in three areas:
creating privacy (how people act to establish privacy in the public place),
adapting to change (how people adapt to social, spatial and temporal changes
in the environment), and appearance and activity (how people make efforts
to communicate activities to others present in the public place). Each of these
areas has aspects that affect the use of IT. Thus they should also influence the
design of I1T. Based on these findings, they derive implications for design of IT
to be used in public places.

This book ends with a few concluding remarks by the editor of this book.
Overall, the editor concludes that interaction per se is something fundamental
to us as humans and therefore a natural and sometimes necessary part of many
of our everyday activities. Due to this it is not a surprise that the different
chaptersin this book span across so many seemingly disparate settings. Rather,
interaction is ubiquitous and a core aspect of us as humans and, as such, it is
easy to understand why so many current attempts on supporting interaction
rely on the two most widespread and established technological infrastructures
of the modern society as mentioned in the introduction to this book, i.e., the
Internet and the mobile phone network because, as of today, a lot of social
interaction takes place on the Internet in different online forums, chat rooms,
bulletin boards, communities, news groups, discussion lists, viaemail discus-
sions or maybe as instant messaging conversations, and on the other hand, one
of the most widely adopted technologies to support human interaction in the
wild is the mobile phone, which makes sense since another core aspects of us
as humans besides our needs and willingness to interact is that we are mobile,
sometimesin motion and some other timesjust located at some place waiting to
catch abus, or standing maybe in aline to arock concert. Finally, the editor of
this book highlights the importance of understanding the temporal aspects of
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the interaction landscape that these new technologies enable. Conversations
with others do not exist in avacuum having a clear starting and stopping point.
Rather, conversations are ongoing and have both a history and a future. This
continuity of interaction should therefore always be afocal issue when design-
ing new technologies for the interaction society.
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Chapter |

| Nntroduction —
The Emerging
| Nnteraction Society

Mikael Wiberg
Umea University, Sweden

I ntroduction

Recently it has been argued that there isaneed for computer science, and
relatedfieldsof research, to shiftitsfocusfrom user tasks, their requirements,
applicationsor computing, toissuesconcerninginteraction, mutual awareness,
andubiquity (e.g., Dourish, 2001). Overall, itisashift fromthelnformation
Society, withitsfocuson information, storage and processing of dataand
transactions, to thenteraction Society, with related issuesincluding, e.g.,
work as ongoing and fluid networks of connections (Sproull & Keisler,
1998) interaction overload (L jungberg & Sarensen, 2000), i nteraction man-
agement (Whittaker et al., 1997), contact management (Whittaker et al.,
2002), session management (Edwards, 1994), time management, etc. This
general shift has also highlighted the need to acknowl edge i ssues such as
attention managementinrelationtothefluidity of work (e.g., Hudsonet al .,
2002; Davenport & Beck, 2001).

Asacknowledged by Boden (1994), interactionisreally thegluethat buildsup
themodern organi sation:

Copyright © 2005, Idea Group Inc. Copying or distributing in print or electronic forms without written
permission of Idea Group Inc. is prohibited.
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“ The structuring properties of the interaction order in real-time
settings such as meetings have enormous (and as yet largely
ignored) consequences for the overall structuring of organiza-
tions. Caught in a meeting and connected through a series of
interactionsacrosstimeand spacearethepeople, ideas, decisions,
and outcomes that make the organization” (Boden, 1994, p.106).

Withinteractionanditsrelatedissuesinmind, several empirical studieshave
been conducted with a specific focus on the characteristics of informal,
lightweight, and opportunisticinteraction anditsimplicationsfor design of
technol ogy to supportinteraction (e.g., Whittaker etal., 1994; Wiberg, 2001&;
Dahlbergetal., 2000). Together withtheissueof interactionthereisalsothe
issueof interruptionsandinappropriatetimesfor interaction. Recent empirical
work placestudies(e.g., Hudson et al ., 2002) have, for exampl e, shownthat
peoplespend alot of their timein settingswheretheir ability to respond to
incominginteractionrequestsarevery limited.

Theoverall objectiveof thisbookistoprovideitsaudiencewitharichoverview
of thisemerging I nteraction Soci ety enabl ed by new informationand commu-
nicationtechnologies(ICTs), suchasmobilephones, PDASs, and pagers, and
applicationssuch asemail and chat clients, instant messaging systems, video
conferencing systems, and different kindsof al ert- and notification systems.

A New Computer Supported Society is
Emerging

A digital layer ontop of our traditional society isemerging, i.e., adigital layer
totheextent that moderninformationtechnol ogy isused almost everywherein
today’ ssociety tosupport all variouskindsof new technol ogy-enabled human
activitiesnot possi bleto performwithout thetechnol ogy. Someresearchersin
thefieldhavecharacterized therel ation betweenthesehuman activitiesand the
enablingtechnologiesintermsof I T dependencieswherenew human actions
couldn’t have been realized without the new technology (e.g., Nordstrom,
2003). Onesimpleexampleof technol ogy that hasfast becomewidespread
and adopted broadly over thewholehuman popul ationisthe mobile phone.
Withthissmall deviceaperson caninteract with somebody el seindependent
of thegeographic distancebetween them, and independent of their respective
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locations. Clearly thiskind of new interactiondeviceenablesustointeractin
new ways, and wewould have somedifficultiesliving without themtoday.

Beforemovingforward any farther, thevery concept of “interaction” might
need someclarification. Below | will thereforetry todefinethisterminrelation
totheconceptsof communication and collaboration.

Theconceptsof interactionand interaction support canbedefinedinrelation
to the concepts of communication and collaboration (Ljungberg, 1999).
AccordingtoDix & Beale(1996), communicationistheexchangeof informa-
tion between people, e.g., video conferencing. Collaborationiswhentwo or
more peopl e are operating acommon object (or artifact), e.g., co-operative
authoringwheretheshared document isthecommon object. Incollaboration,
operationsproduce*feedback” totheoperator, but also*“ feed through” to co-
workers. Support for collaborationissometimescombined with support for
communication, e.g., acollaborativeauthoring system(coll aboration) equi pped
withachat feature (communication). Inthecontext of thismodel, communica-
tion and collaboration can be conceived as subsets of “interaction.” As
suggested by L jungberg (1999) wecanuse“ CSCW technologies’ toframethe
technol ogical supportfor interaction, i.e., communicationtechnologiesand
collaborationtechnologies(seeFigurel).

AccordingtoFigure 1, mobileinteraction, whichisamajor component of the
I nteraction Society, can thusbedefined ascommuni cation and collaboration
around ashared object inamobileuse context, e.g., talking with somebody
over amobile phonewhilewal king around onthedeck onabig ship.

Figure 1. Definition of interaction and interaction support and how it
relates to the concepts of communication and collaboration (Ljungberg,
1999; based on Dix & Beale, 1996)

Communication

(Communication

technologies) .
Interaction
(CSCW technologies)

Collaboration

(Collaboration
technol ogies)
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4 Wiberg

New IT Use: From Calculation to
Communication

Whilethecomputer of yesterday wasoccupied with crunching numbers, today
and tomorrow’ s technology will be occupied with maintaining our social
contacts with one another. The computers of yesterday were commonly
labeledas“informationtechnologies,” “I1T” or“1S’ (i.e., Information Systems).
Now it might beagoodideatoreinterpretthis”IT” acronym. Duetothemore
social focusof modern|T useit might bemoreappropriatetotalk about I Tin
termsof “ I nteraction Technologies’ asageneral |abel for what thistechnology
doesfor usonasocial level.

Tobesocial issomething very fundamental to usashumansandthereforeitis
quiteeasy to understand why these new technol ogiesand devicesto support
human communi cation have so rapidly becomeadopted onawidespread basis.
Itissometimesclaimedthat aloved baby hasmany names. Thatisalsotruefor
this new technology that has already been commonly labeled as, e.g., ICT
(informati on and communi cationtechnol ogy), social belongingtechnologies,
awarenesstechnol ogies, groupware, and virtual community support. These
technol ogiesappear nowadayseverywhereand areused by abroad popul ation
ranging fromadultstoteenagersto children.

Oneimportant aspect of thisnew kind of I T useisthedifferenceinthepurpose
of thetechnology, i.e., tosupport variouskindsof social activitiesinstead of
supporting, e.g., advanced cal cul ations. Another differenceisinitsuse pat-
terns. While computing in the 1970s was about several persons working
together around onesinglemachineto makeit producean exact result, today’ s
computing isabout several personsinteracting with each other viaseveral
computersand, assuch, it enablesthem to maintain and develop their social
networks. Here, it becomes clear that also the role of the technology has
changed frombeinginthefrontlineof our attentionto now becomingamore
pervasivetechnol ogy that enable usto do new thingswithout directing our
attention to the technology per se. How many peopl e think about how the
phoneoperates” under theshell” whilethey arehaving aphoneconversation?

Thereareseveral factorsthat together enablethelnteraction Societyincluding
not only the new technical devices such as pagers, mobile phones and
BlackBerries (i.e., mobile email devices, see Figure 2), but also, e.g., the
underlyinginfrastructures(e.g., thelnternet and the mobil e phone network),
new interaction modalities, new applicationsand services, and maybefore-
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Figure 2. Two different BlackBerry mobile email devices

gadvtdfion

pRaBRLaesss

aaRResoma,
o W ?

most, new use patternsand new emerging behaviorsdueto the adoption of
thesetechnologies.

Inthenext sectionwego throughthesedifferent enabling factorsandtakea
closer look at afew of thenew behaviorsthat havestarted to arisearound these
interactiontechnol ogies.

Enabling Components for the
| nter action Society

Asstatedintheprevioussection, thelnteraction Societyisenabled by several
factorsincluding, e.g., mobiledevices, new applications, technical infrastruc-
tures, etc. These are all important factors that enable this new society to
becomeareality. Then, ontop of thesetechnol ogies, new use patternsand
behaviorsareemerging around thesetechnol ogies. I nthissectiontheenabling
technologiesarefirst presented followed by abrief introduction of somenew
human behaviorsthat havealready started to grow out of thisnew kind of IT
use.

Interaction Infrastructures for the Interaction Society

Fromatechnical viewpoint, thelnteraction Society ismainly enabled ontop of
two major and global technical platforms, i.e., 1) the telephone network,
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(including mobilenetworksfor voice and datacommunication), and 2) the
Internet. These two platforms enable people who are geographically dis-
persed to communicate across the globe independent of the distance in
between them. Thetel ephone network enabled peopl eto synchronously talk
to one another. On the other hand, Internet enabled for more sustained
interaction and enabled peopleto moreor lessasynchronously communicate
viaemail, chat rooms, virtual communities, discussionforums, bulletinboards,
etc. Today, these two platforms are now melting together into one global
communication network where people can communicate with each other
acrossthesetwo previously separatedinfrastructures. A good exampleof the
melting of thesetwo platformsisthe now growing market for I Ptelephony
wherethelnternetisusedto enablelnternet usersto makevoicecallsto other
personsonthetelephonenetwork.

So, clearly thesetwo platf ormsenabl e computerizedinteraction support. But,
inorder to reach the user and enable him or her to start to interact thereare
several additional componentsneeded. Below some of thesecomponentsare
presented.

Interaction Devices

Ontop of thetel ephone network and theInternet infrastructure several new
interaction devices have been devel oped to enable us to communicate at
anytime, andfromalmost any location. Today, thesetechnologiesnolonger tie
ustothedesktop or the officeenvironment. Rather, themoderninteraction
devices are mobile, thus enabling us to take advantage of them in any
preferableplaceand whenever wewant to. Fromthat perspectivethetechnol -
ogy hasfinally becomeubiquitousand anintegrated part of our lives(and not
just anintegrated part of our officeenvironment). Fromaperceptual perspec-
tive, oneof themost visiblesign of today’ sInteraction Soci ety might bethe
widespread adoption of mobilephonest, and the second most visiblesign of
how computers are entering our everyday lives might be the widespread
adoption of laptop computersandtheeveryday increasing numbersof Internet
accounts?.

However, it isnot only laptop computers and mobile phonesthat count as
interaction devices, and it hasnot only been efforts made on bridging long
distancesbetween geographically dispersed persons(likeenabling communi-
cationover thelnternet betweendifferent countries, or viathetel egraph or the
modern mobile phone), but there hasal so been effortsmade on devel oping
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mobiledevicestobridgequiteshort distances(i.e., thewalkie-talkiesupports
one-to-onevoicecommunicationover twotothreekilometers).

There have al so been some efforts made on supporting human interaction
acrossreally short distances. One such exampleisthe Japanese L oveGety
(seeFigure3). TheL oveGety isamatchmaking devicethat communicateswith
co-located devicesinthe near proximity of itsuser, i.e., around 10 meters.
Ownerscan set thedeviceto show display lightsaccording towhatever mood
they arein(thereareonly three): “let’ sjust chat,” “let’ sgo sing somekaraoke,”
or the” Get together” mode. Theideaistobringthedeviceto, e.g., anight club
or other social situationwhereothersare equipped with similar devicesand
then do avirtual hide and seek until you find somebody that matchesyour
distributed profile. When one L oveGety detectsanother of the opposite sex
withinrange, it beepsand flashesgreen if both arein the same harmonious
mode, and red if theoppositeuser issending out adifferent mode.

Infact, thereisalot of research going on today that focuses on interaction
support for co-located communities similar to the basic idea behind the
commercial LoveGety device(e.g., supporting social gatheringsand groupsat
fairs, conferences, rock concerts, etc.). During recent yearsseveral research
prototype devices have been developed to support, e.g., mobile group
awareness|[i.e.,theHummingbird device(Holmgqvistetal., 1999)], ongoing
mobileinteraction[i.e.,theRoamWaresystem (Wiberg, 2001b), seeFigure
4], mobile meetings|i.e., the ProxyL ady system (Dahlberg et al., 2000)],

Figure 3. A picture of two LoveGetties (to the left a female device and to
the right a male device)
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8 Wiberg

Figure 4. Two pictures of the RoamWare system (The first picture (left)
shows the RoamWare device with a connection cable to allow for
synchronization of data between the RoamWare device and a PDA or a
PC. The second picture (right) shows a use situation where two persons
are wearing the devices on their beltsin a mobile meeting.)

mobileco-located communities|i.e., theMemetagssystem (Borovoy etal .,
1998)], or evenmobilefolklore[i.e., “iBalls’ (Borovoy etal., 2000)].

Figure4 showstwo pi cturesof theRoamWaresystem. TheRoamWaresystem
allowsitsusersto keep adynamic contact list that isautomatically generated
depending onwhothey meet duringtheday. Thiscontact history canthenbe
usedto, e.g., send group emails, send meetinginvitationsor initiateatel econ-
ferencesessionwithagroup of personsthat theuser hasjust met, e.g., during
abusinesslunch, aseminar or any other social activity where peoplegather
together at the same physical place. Asseeninthepicturesin Figure4, the
RoamWaredevicedoesnot haveagraphicdisplay, nor doesit haveany tiny
keyboard or any other input modality. Rather, thisisa“ background technol -
ogy” or acalmtechnology (Weiser & Brown, 1996) that isdesignedto only
operateinthebackground of itsuser and | et theuser focushisor her attention
thesocial context rather then onthe mobiledevice per se.

Recently therehaveal so been somecommercial interaction devicesdevel oped
withthe samefocuson supporting co-located groupsand social gatherings.
One such example is the Spot-me device (http://www.spotme.ch/
spotmeinfo.html). AsshowninFigure5, the Spot-medeviceisasmall mobile
devicethat communicatesover radiowith other co-located Spot-medevices
intheclosevicinity of itsuser. Thisdeviceisintendedtofunctionasan*ice-
breaker technology” at conferences or other social gatherings. Using this
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Figure 5. The Spot-me device (left) and a screenshot of the social radar
(right)

device, theuser can, amongst other things, searchfor other Spot-meusersor
usethe“social radar” function (Figure5, right).

Theradar functiondisplaysthe photosand detail sof all peoplestandingupto
30 metersaway (and the range can be altered between oneto three meters,
seven-20 meters, and 20-30 meters). Thisfunctionality providesacompletely
new way todiscretely decidewhomtomeet during coffee, to personaly identify
thepeoplesitting nearby at lunch, or tolook up forgotten namesaccordingto
themanufacturer.

Besidesthesemoreor less” extreme” interaction devicesdevel oped, therehas
alsobeenalot of effort madetoday ondevel opingall variouskindsof additional
hardware and add-onsto mobile phonesto enabl e usto communicate more
easly andintotally new waysusing, e.g., our mobilephonedigital camerasand
video recorders, chat boards, (i.e., tiny SMS/MM S keyboards that can be
attachedtoamobilephone), digital pens, ringer notification pens, etc.

Interaction in the Wild: Wireless Networking & Mobile
Computing

Astheprevioussection hasillustrated, mobilecomputing and wireless net-
working aretwo componentsthat enablethelnteraction Society. Thesetwo
technol ogiesmakeusmoreor lessindependent of thecurrent location. With
wireless and mobile technol ogies we can bring the technology along and
communi catewithanyone, fromany desiredlocation, nomatter if youaresitting
inyour officeor gonehiking“inthewild.”

Althoughwirel essnetworkingand mobilecomputingareoftenrel ated, they are
not identical asTablelillustrates. Inthis2x 2 matrix we see adistinction
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10 Wiberg

Table 1. Mobile vs. wireless diagram (based on Tanenbaum, 2002)

Mobile
No Yes
No Desktop computersin A notebook computer
Wireless offices used in a hotel room
Yes Networksin older, Portable office; PDA
unwired buildings for store inventory

between fixed wirelessand mobilewirel ess. Even notebookscomputers, or
|aptops, are sometimeswired. For example, if atraveler plugs anotebook
computer intothetel ephonejack inahotel room, heor shehasmobility without
awirelessnetwork (Tanenbaum, 2002).

Onthe other hand, some wirel ess computers are not mobile. Animportant
exampleisacompany that ownsan ol der buildinglacking network cabling, and
whichwantsto connect itscomputerswithout havingworkmen putin cable
ductstowirethebuilding which also might beamuch moreexpansivesolution
(Tanenbaum, 2002).

Insummary, thewirel esstechnol ogiesmakeusmoreindependent inthat wecan
now unplugthewiresto our machines. Also, thefact that our computersare
now quitesmall, lightweight and movable(i.e., mobile) enableusto bring our
computersalong wherever wewant to go.

A good exampl eof acombination of mobilecomputing and wirel essnetwork-
ingisthemobilephone. Themobilephoneisinfact asmall mobilecomputer
(i.e., a carry on mobile computational device) with a wireless network
connection. Today, themobilephonehasevol vedinto aquite personal device
and, assuch, itcomesinalot of different formswith different functionality.
However, athoughtheform of themobilephoneand someadded functionality
might vary alot fromonephoneto another (for anexampleof thedifferencein

Figure 6. Three Nokia mobile phones (left) and three Ericsson mobile
phones (right)
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the shape of modern mobilephonesseeFigure6), they areall builtto support
onefundamental humanactivity, i.e., human-to-humaninteraction.

Applications for Interaction or Interaction Software

Itisnot solely thewirelessnetworks, thelnternetinfrastructure, or themobile
interaction devicesthat enablethe I nteraction Society. Another important
enabling component for thel nteraction Soci ety i sthewideadoption of various
new applicationsfor interactionor “interaction software.”

Already in the early 1990s people started to, on a widespread basis, use
computersto support their everyday communication needs. Themost common
applicationfor Internet communication around 1994-95wasemail, whichis
still themost widespread channel for Internet communicationtoday, 10years
later®. Besidesemail, it wasquitecommon, and still is, to discussissuesand
interact over thel nternet viaNewsgroups, variouskindsof discussionforums,
aspostingsonpublicvirtual bulletinboards, or viadifferent kindsof open chat
rooms.

A coupleof yearslater, or moreprecisely in 1996, thefirst instant messaging
systemcalled ICQ (“1 Seek Y ou”) wasrel eased*. With thispieceof software
installed, people can send short messages to each other in a peer-to-peer
fashion.

ThelCQclienthad, and<till has, onebigdifferencefromtheemail systems. The
designof ICQwascentered aroundthebuddylist, i.e., adynamic contactslist
that continuously and synchronously showswhoiscurrently online, whereasthe
email systemwascentered aroundthelist of messagessent andreceived and
waysof storing messagesindifferent folders, etc.

Another central aspect of |CQ wasthat sinceit wasfocused on maintaining
social contactsand thefocuswasset onthe personsand the maintai ning of the
person’ s social network rather then on the messages per seatypical 1CQ
sessiontypically includesmany short messages(almost likepost-it notes) sent
back and forth between two persons in a chat-like fashion (i.e., almost
synchronousinteraction) rather thenbeing likeemail conversationswhere
peoplesometimessend several pageslong messages. Infact, already in 1994
aresearchprojectat AT& T LabsResearch conducted someexperimentswith
a system called TeleNotes (Whittaker et al., 1997) that was designed to
support brief ICQ-likeinteractionsover anetwork acrossany geographical
distance.
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Theoriginal ideabehind CQwasquitsimple, but totally inlinewiththecentral
claiminthisbook, i.e., that oneof theforemost thingsthat peoplewant to do
withthetechnol ogy today isto communi catewith oneanother. Asstated onthe
|CQwebsite:

“I1CQ Inc., the successor of Mirabilis Ltd. was created when
America Online acquired all Mirabilis' assets on June 1998.
Mirabilis was founded in July 1996 when four young Israeli avid
computer user sestablished anew | nternet company. Yair Goldfinger
(26,Chief Technology Officer), Arik Vardi (27,Chief Executive
Officer), Sefi Vigiser (25,President), and Amnon Amir (24, cur-
rently studying), created the company in order to introduce a new
way of communication over the Internet. They observed the fast
deployment of the World Wide Web which was propelled by the
mounting popularity of surfing and browsing, and watched the
growing number of people interacting with web servers. They
realized, however, that something more profound was evolving
under the surface. Millions of people have been connected to one
huge world wide network —the Internet. They noticed that those
people were connected — but not interconnected. They realized
that if one missing component would be added, all these people, in
addition to interacting with web servers, would be able to
interact with each other. The missing link was the technology
which would enable the Internet usersto locate each other online
on the Internet, and to create peer-to-peer communication chan-
nels, in a straight forward, easy, and simple manner. They pio-
neered this technology, that way opening a whole new industry.”
(http://company.icq.convinfo/icgstory.html)

Nowadays, andinlinewiththedevel opment of not only thelnternetinfrastruc-
ture, but alsothemobilephonenetwork, peoplearea so providedwithmobile
accessto | CQ and similar instant messaging systemsto meet thecommunica-
tiondemandsfromtoday’ smobileusers. Today, | CQ canberunonnot only
stationary and laptop computers, but al soon PDAsand even on mobilephones
using WAP (WirelessApplication Protocol) or SMS. Figure 7 showsthree
differentwaysof accessing | CQ.

Of course, peopleal sostill communicatefrequently using lesssophisticated
softwarethan | CQ. Today, several million SM S(Short M essage Service) text
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Figure 7. The three picturesillustrate three different ways of accessing
ICQ (Thefirst picture (left) showsthe PC ICQ Lite client. The screenshot
showsthebuddylistinthemiddle of theinterfacewheretheuser caneasily
see who is currently online and easily send them short messages by just
clicking on a contact in the list. The second picture (middle) shows the
mobile phone (WAP) interface to 1CQ. Finally, the last picture (right)
shows a mobile device (i.e., a Motorola chat phone) where the user can
communicate with other 1CQ users using simple SMS commands.)

ICQ# 12345
Logged In

-Online-
Josh
Mike

messagesare sent everyday worl dwide, and peopl e haveal so during therecent
year started to adopt thenew format MM Sto send short texts, sound clips, and
digital photosto each other usingtheir mobilephoneswithtiny built-indigital
cameras.

Another promisingareafor onlinecommunicationisl Ptelephony over thenew
Internet protocol 1Pv6. With 1 Ptel ephony peopl e can havevoi cecommunica-
tionacross| Ptel ephones, ordinary anal og tel ephones, mobilephonesand PCs
equipped with I Ptelephony softwareand aheadset.

A special formof | Ptelephony hasjust recently beenavailableinthelast year,
i.e., IPtelephony over thelnternet using true P2P (peer-to-peer) technol ogy.
Withthissystem personscan communicateinfull duplex voicemodewitheach
other independent of any central administration of thesystem. Thesystemfor
thisnew kind of IPtelephony isafreeware program called Skype and was
releasedin 2003. Althoughit hasonly beenaroundfor ayear it hasalready
morethan 7 millionusersworldwide. Skypeisafreeand simplesoftwarethat
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Figure 8. Three screenshots of the Skype | P telephone PC client (Thefirst
screenshot (I eft) showsabuddy list wher ethegreeniconsindicating whom
else that is currently online. If the user wants to make a phone call to
someone elsethat is currently online (e.g., to call Pamela) he or she can
simply click on that person in the buddy list to initiate a call (middle).
During the call (right) the user can communicate via voice and when the
user wants to end the call he/she can simply push the red hang up icon.)

will enableitsusersto makefreephonecallsfromtheir PC anywhereinthe
world (seeFigure8). Skypewascreated by the peoplewho devel opedKaZaA
(www.kazaa.com) andit usesinnovative P2P (peer-to-peer) Internet technol -
ogy to connect the Skypeusersworldwide.

BesidesthisP2Ptrendthereareal soalot of research effortstakenin several
new directionsto support new formsof humaninteraction. For instance, there
issomeinteresting research goingontodesign, e.g., persistent conversation
systems(e.g., Ericksonetal., 1999; Smith& Fiore, 2001), interactioninitiation
support (e.g., Wiberg, 2002), stranger interaction support (e.g., Reingold,
2003) and variouskindsof awarenesssystems(e.g., Gutwin & Greenberg,
1996, 1998), and, e.g., ambient displaysfor informal social events(e.g., Ishii
etal., 1998; Mankoff et al., 2003).
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New Interaction Modalities

Another component that hasplayed animportant roleinenablingthelnteraction
Society is new ways of interacting with these new devices and software
available, and new waysof putting thetechnology touse, i.e., new interaction
modalities. Themost common of thesenew interactionmodalitiesistheability
tobringthetechnology along, i.e., themobility of thetechnol ogy. Thishasbeen
possibledueto devel opment of better batteries, small graphical displays, tiny
microprocessors, and small low-power hard disks. Another important factors
inrelationtothesemobiledevicesincluding PDA sand mobilephonesisthe
devel opment of new input devicessuch asthetouch sensitivedisplay andthe
styluspenfor handwritteninput.

Also, thepossibility to now bring thetechnol ogy al ong without occupying our
handsisan emerging areaunder the name* wear able computing” wherethe
basicideaisthat instead of carry thedevicesinour handsit shouldbewornin,
e.g., our clothes, on our back, on our shouldersor even on our head.

In line with this recent “wearable computing” trend there has been some
interesting research conducted with aspecificfocusonwhat philosophical
guestionsthat thisnew technol ogy real m touchesupon (see, e.g., Dourish,
2001, Fallman, 2004, Lund, 2003). Amongst themost popul ar ideasright now
isthat thistrendtowardswearablecomputing, and alsoeffortsmadeat realizing
so-called” tangibleinterfaces’ (e.g., Ishii & Ullmer, 1997; Braveet al., 1998)
issomethingthat very actively and directly involvesnot only our headsand our
fingersbut our wholehumanbodiesin our interactionwith and viacomputers.
Further onthiscomputing paradigm, where our bodiesget moreinvolved and
wheretheaugmentation of our experiences hasbeen pinpointed asacentral
aspect of thisphenomenon, someresearchers(e.g., Dourish, 2001; Fallman,
2004) haveargued that thismight be best understood and approachedfroma
phenomenol ogical perspective. All theseeffortsmadeoninvol ving our whole
bodies(and not just our heads) in our interactionswith and viacomputershave
recently beenlabeled by Dourish (2001) as* embodiedinteraction.”

Another important part of thedevel opment of new interaction modalitiesisall
theeffortstakentomakeour computersvisually disappear intothesurrounding;
disappear and offload our perception and let us focus on the issues and
activitieswewant tofocusoninstead of forcing ustofocusonthetechnol ogy
per sewhenever we need computer support. Here, important research has
recently been conducted on how to design new interaction systemsbased on
embedded technol ogy, theubi quitouscomputingideal and pervasivecomput-
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ing paradigm, and current ideasabout so-called ambient intelligencewhere,
e.g., peripheral displayshavebeen designedto support informal communica
tion (e.g., Mankoff, 2003). One fundamental idea behind this “hide the
computer” ideal hassofar beento explorehow variouskindsof sensors(e.g.,
touch sensors, light sensors, accelerometers, etc), agents, and other context-
awarenesstechnologies(e.g., GPSpositioning, WLAN triangulation, etc.) can
beusedinthedesign of new interactiontechnologies.

New Interaction Networks: Local (Spontaneous)
Networks

A final component that enablesnew waysof i nteracting in our modern society
that hasjust recently started to becomewidely adopted arevariouskinds of
local openwirelessnetworksof different kinds. These networkshave some-
timesbeenlabeled“ spontaneous’ networkssincethey typically support ad-
hoc networking, which is good if somebody wants to quickly establish a
network connectionfor ashortwhileor if theuser isat anew location and does
not know if thereisany network connectionavailableintheether.

These spontaneous networks that open up new possibilities for people to
interactinnew waysinclude, e.g., WLANs(wirelesslocal areanetworks), ad-
hoc networks, Bluetooth networks, and P2P (peer-to-peer) networks.

New Behaviors: An Emerging Society
on all Different Levels of Computer
Supported Human Activities

Theprevioussectionsabovehavepointed at someimportant enabling compo-
nentsfor thelnteraction Society. Onemight think that “ that’ sjust technol ogy.”
Technology has, however, wayshad animportantinfluenceon theshaping of
our soci ety and, ontheother hand, our society hashad great i nfluenceonthe
shaping of our technol ogy and our technology use®.

Thegeneral hypothesisput forwardinthisbook isthat thecurrent transforma-
tion from the Information Society as described by, e.g., Webster (2002),
enabled by the Networ k Soci ety (Castells, 1996), to the I nteraction Society,
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touchesupon, and hassomesevereimpact on several dimensionof themodern
world, includingissuesrelatedtoindividuals, groups, organizations, and the
society atlarge. It al so spansacrossdifferent problemareasof researchrelated
tosocial and cultural issues, technical issues, and theoretical challenges. Italso
spansacrosswork relatedinteraction, lei sure-timeinteraction, and other forms
of socia interaction.

Tojustillustratetheimpact of thelnteraction Society inhow itleadsto new
behavioursrelated to thedifferent level sof human activitiesas mentioned
above, we can for example see how new information and communication
technologies(ICTs), andinteractionapplicationsandinteraction deviceshave
implicationsfor individualsintheir work environmentson, e.g., how they
should makeuptheir prioritiesbetweenindividual tasksandinteractionwith
others(i.e., aquestionof interactivenessvs. interpassiveness). Inthisbook,
Kakiharaeta. exploreexactly thisspecificissueinmoredetail andinrelation
tothefluidity of work inorganizations.

Onagrouplevel, or collaborativelevel of humanactivities, thistransformation
intothel nteraction Society rel atesto questionsconcerning mutual awareness,
coordination, and division of labor. Whileal ot of experimental research has
been conducted sincethe mid-1980saround CSCW (Computer Supported
Cooperative Work) to explore new ways of supporting groups and team
collaborationwithnew informationtechnol ogi estheseexperimental effortsare
now areality. Today, peoplearound theworld communicatefrequently over
email and mobile phones, they participatein el ectronic meetingroomsand
sharedocumentsinvirtual work environmentsonthe Web. What wasonce
solely prototypesystemshavenow left theresearchlabsand arenow available
everywhere. Onesuchexampleis, asmentionedintheprevioussection, ICQ
and similar instant messaging applicationsthat arenow atechnology thatis
availableand adopted on alarge-scalebasis.

Onanorganizational level of analysis, anincreaseininteractionsand use of
computerizedinteraction support relatesto questionsconcerning, e.g., how to
organizework effectively accordingtothisnew society, and how tomakeuse
of interactionto build up and sharecompetence (whichisclosely related to
current researchintheareaof knowledgemanagement). Thisissuehasbeenin
focusfor somewhilenow and several studieshavebeen conductedon, e.g.,
how theuseof email affectstheefficiency of work inan organization, or how
instant mesaging could be used in organizational decision processeson a
managementlevel.
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Clearly, thisnew technol ogy hasalready enabled, andwill evenfurther enabl e,
new waysof doingand organizingwork. Someresearchersinthisareahavefor
example pointed at “networking” as a new way of doing business where
interpersonal contactsand interactiontechnologiesplay important rolesto
makethenetwork work (Ljungberg, 1997). Thisnetworkingideahasal sobeen
extrapolated tothesociety asawhole(seg, e.g., Castells, 1996) and thereare
strong reasonsto believethat even morenew businessmodel swill emergeon
top of this“ networking” trend®.

Onasocietal level thetransformationtowardsthelnteraction Society isalso
ashift from computing focused ontransactions(e.g., administrativesystems,
banking systems, datawarehouses), towardscomputing to supportinteraction
(e.g. mobilephones, ICQ, chat, email, etc.) (Ljungberg & Sgrensen, 2000;
Dourish, 2001). Asmentioned above, it almost makessensetotalk about I'T
asaninteraction technology, and not merely aninformationtechnology. A
general visionoften put forward hereisthat interactioninthenear futurewill be
seamless, effective, “ anytime, anywhere,” andinstant (stretchingfromvarious
application domainssuch asthe use of SM Sand MM Samong teenagersto
interaction among busi nessexecutivesand use of i nteraction technol ogiesto
enablefinancial services). Someresearchers(e.g., Dahlbom, 1996, 1997)
haveeven argued that our society of today might bebest described asa“talk
society” wherewe, by just picking up our mobilephone, cangetincontact with
anyone at anytime to do business, to negotiate, to make deals, and act as
knowledge-brokersand service buyersand consumerson an open andfree
market.

Onthissocietal level of humanactivitieswehavea soaready startedto seenew
mass-behaviorsemergeduring themost recent years. One such phenomenon
is “flashmobs’ (Reingold, 2003) whereseveral hundred mobilephoneusers
gather together for afraction of timeto do somecollectiveaction. It might be
toformalineof acoupleof hundred personsinfront of ahot dogwagonfor
acoupleof minutesandthenjust walk away fromthe placeacoupleof minutes
|ater asif nothing hashappened, or gather together to do something elsefor a
coupleof minutesand then split up againacoupleof minuteslater. Reingold
(2003) hasdescribed thisphenomenon as*” stranger interaction” wheretotal
strangersusetheir mobilephonesto get together and quickly organizethem-
selvestodo somecaoll ectiveacti onwithout knowing anything about each other.

Thesesectionsabovehavejust exemplified very briefly what thisnew technol -
ogy candofor usandwhat it doesto us. Therest of thisbook will report on
alot of additional behaviorsemergingintheuseof theseinteractiontechnolo-
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giesand it will go into detail in describing and analyzing these different
behaviors.

New Challenges. Research Areas and
Design |ssues

Therearealot of challengesto thelnteraction Society; many issuesthat need
tobeexplored. Inthissection, | will only briefly touchuponafraction of those
challengesto set thescenefor therest of thisbook. Each chapter inthisbook
will thenaddtothislist of issuesthat needsto bedealt withinthenear future.

Thechallengesfor thelnteraction Society canbefoundonall of thedifferent
levelsof human activitiesasmentioned above, and thesenew technol ogi esthat
enablethelnteraction Society raiseal ot of social andtechnological questions,
aswell asraisesomeinterestingtheoretical challengesfor further research.

Concerning the social dimensions of the I nteraction Society, one obvious
issueisthat with anincreasing growth inadoption of technol ogiesto support
interaction, andwithanincreaseininterpersonal communication enabled by
these devices and gadgets, interruptions will be a focal issue when the
geographical placeisnolonger auseful filter for interaction (becauseof new
possibilitiesof interruptionscaused by mobilephones, pagers, PDAS, etcthat
break rightinto conversations* anytime, anywhere”). Further on, anincreasein
computer-mediated communication might |ead to issues concerning, e.g.,
interactionoverload (Ljungberg & Sarensen, 2000), divided attention prob-
lems(Wiberg, 20014, 2001b), and stress, bothintheworkplaceand during
leisurehours. Here, empirical casestudiesareimportant to describesuccessful
arrangementsof interaction technol ogies, and work routinesto enableeffec-
tive, and maybehealthy, fluid work. Further on, thereisaneedfor analysis,
model's, new knowledge, and design guidelinesfor how to effectively copewith
theincreasing burden of interaction demands, and theincreasing demandsfor
instant interaction and demandsfor being“ alwaysonline, dwaysavailable.”

Concerningthetechnical dimensionsof thelnteraction Society, somework
isneeded on how to create integrated environments across stationary and
mobilecomputers, realize service handover, seaml ess session management,
etc., toenableustofocusmoreoninteracting and communicating with other
personsandlessonthetechnical aspectslikeestablishing sessions, configuring
devices, finding andinitiating network connections, etc.
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Thereareal so someinteresting theoretical challengesinrelationtotheriseof
theinteraction society. Someexamplesheremight be, e.g., how to organize
these seamless/fluidwork environments?Here, model sthat can better inform
usabout theconsequencesand impact of interactiontechnol ogiesonwork life
and human performance are highly relevant. We also need to devel op our
theoriesof basic human communicationthat takeinto account ongoinginterac-
tionacrossmultipledevices, and acrossdifferent mediachannels. Finally, and
inrelationtothe section above, weal so need new model son how to balance
thequestionthat thefluidity inwork for oneperson (empowered by thisnew
technology) isapotential interruptionfor another.

Thisbook isafirst attempt to start addressing these and several additional
issues. Thus, theoverall objectiveand mission of thisbook isto provideits
audiencewitharichoverview of theemerging I nter action Soci ety enabled by
new information and communicationtechnologies(ICT), including gadgets
suchasmobilephones, Lovegetties, PDAS, and pagers, and applicationssuch
asemail and chat clients, Internet communities, instant messaging systems,
video conferencing systems, and different kinds of alert- and notification
systems.
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Endnotes

1 Atpresent(i.e., August 28, 2003), 1.2 billion peopleworldwideown a
mobilephoneaccordingtoHSBusiness& Finance (http://www.helsinki-
hs.net/news.asp? d=20030828I E7) andtojust givean examplethetotal
number of telephone usersin Chinahas now exceeded 287 million,
including 167 millionfixed phoneusersand 120.6 million mobilephone
users. Chinanow hasthe second largest tel ephonenetwork intheworld
anditranksthirdintheworldintermsof informationindustry. China's
number of mobile phoneusershasjust narrowly surpassed the United
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States, whosemobilephoneusersnumber 120.1 million. Thisaccording
to People’s daily (http://english.peopledaily.com.cn/200109/04/
eng20010904 _79296.html ).

2 Almost 10% of theworld’ spopulation now hasaccessto thelnternet,
according to Nua.com, the compiler of Internet statistics. Figuresfor
I nternet use had grownto 580.78M people by theend of May 2002, up
from407.1M inDecember 2000.TheNuastudy indicatesthat for thefirst
timeever, Europehasthehighest number of Internet usersintheworld.
Therearenow 185.83M Europeansonline, comparedto182.83M inthe
U.S. and Canada, and 167.86M inthe Asia/Pacificregion.

3 Accordingtoaresearch project at Berkeley university, USthat conducts
studies of the devel opment of email (http://www.sims.berkel ey.edu/
research/projectshow-much-info/internet/email detail s.html) thetotal num-
ber of electronicmailboxesintheworld had soared 83.5%inthepast year
(i.e.,2000) t0 569,171,660 mailboxes; IntheU.S., intheyear 2000the
number of mailboxeshasjumped 73%to0 333.5millionmailboxessince
theend of 1998. Intherest of theworld, thetotal number of mailboxes
has grown 101% to 235.6 million mailboxesin 2000. IntheU.S., the
averagecorporateemail user hasaround 1.5 mailboxes, andtheaverage
househol d using email hasabout four mailboxes. Intheyear 2000there
whereabout 89 million Americansusing email at work and roughly 50
millionhouseholdsusingemail.

4 Source: http://company.icg.com/info/icgstory.html

5 Foramoredetailed discussionof how technology andsociety is, and have
always been, heavily and complexly intertwined (see, e.g., Castells,
1996).

6 Althoughthevery concept of “ networks’ or “ networking” hasrecently
become very popular, the idea of “networks” or even “knowledge
networks” israther old. For athroughout discussion of, e.g., networksfor
knowledge creation and sharing from the perspectivesof Leibnizand
Hegel see Churchman (1972).
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Part |: Practice

Stepping Out into the
Fluidity of Interaction

Inthisfirst part of thisbook, entitled “ Practice,” the contributing authors enable
usto step out into theworld and get agrasp of what iscurrently going on out there.
Inthispart of thebook we are provided with some good exampl es of how thisnew
Interaction Society is evolving and how we can see signs of this everywherein
our everyday lives. The chapters cover, e.g., empirical studies of email and
Internet use, studies of edutainment games as interactive environments, and
empirical studies aimed at identifying implications for mobile information and
communication technology.

Overall, it is already noticeable how this technology both shapes the ways in
which we interact with each other, as well as opens up new ways for usto start
tointeract. Whilethetelephoneisone such old technol ogy that has had influence
on our communicative behaviorsfor several decadesnow, wecan start to seehow
onlinelnternet communication becomesadopted and how it leadsto new commu-
nicativebehaviors. Finally, what kind of new behaviorswill emergefrominteract-
ing with edutai nment games and i nteraction with and viamobile ad-hoc networks
isstill an open question. What we do know isthat there is a constant interaction
stream out there that is ongoing, highly multithreaded, dynamic and heteroge-
neous. With thisin mind, thefollowing chaptersenable usto tap into thisfluidity
of interactions even further and, in doing so, we can get some new insights about
us as human beings and how we function asindividuals, social beings and group
membersin this new kind of computer-supported world.
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Chapter I 1

Email:
M essage Transmission
and Social Ritual

Eileen Day
RMIT University, Australiaand
E-Wordscapes Consulting, Australia

Abstract

In considering the implications of what it means to be moving towards an
I nteraction Society, myresearchintointraorganisational email illuminates
some of the inherent social complexity and the subtle nuances of its use
withinorganisational life. Arange of significant insightsemerged through
a deep hermeneutic understanding of the ways that people within the
study wer e constructing email as an everyday part of their workplace. As
a consequence, | have constructed a new concept, message web to
encapsulate the social interaction and human sense-making activities
around email in association with itstechnical capabilitiesasdaily lifeis
being played out within organisational culturestoday. In this chapter, |
tell an ethnographic story concerning just one strand of the case study
organisation’ smessage web: the copying function of email. And being an
ethnographicstory, I’ veal so embedded r efl ective glimpses of my research
pr ocesses.
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I ntroduction

Electronicmail (email) hasemerged asthekey applicationfor I nternet-based
communicationinboth contemporary organisationsand personal domains. As
such, it hasthe potential to be one of the maj or determinantsin shaping the
emergenceof aninteractivesociety.

Thischapter presentsan ethnographicstory about intraorgani sational email that
isgrounded in my practice-oriented qualitativeresearch. | undertook acase
study tofind out moreabout what isactually goingonwithemail inorgani sations.
Indoing so, | delved deeply intothestudy participants’ intertwinedlayersof
meaning of, and experienceswith, email through their interpretations and
descriptionsof suchexperiences.

Andwhileethnographiesremain an alternativeto mainstream approaches of
knowledge constructionininformation systemsresearch, increasingly such
methodol ogiesarebeing drawn upon to construct additional understandings
(based onreal -lifeexampl es) around peopleassocial actorsandtheir interac-
tionswith thetechnol ogiesand systemsthey use (Schultze & Bolard, 2000;
Stahl, 2003). A theme which Lamb & Kling's (2003) recent work directs
attentiontoistheneedfor information systemsresearchto makemoreuse of
this® social actors’ metaphor, claimingit“readily expandsthescopeandscale
of thesocial spaceof people’ sinteractions’ (p.224).

In crafting together the ethnographic dataand the theoretical arguments, |
discovered arangeof interesting and even unexpected i nterpretationsabout
how thework environment iscontinually being socially constructed by the
social actors present and the multiple significances of email within such
constructs. Thesediscoveriesprovideavividand multi-facetedinterpretative
window on organisational life that indicates some of the fluidity and
connectiveness that is happening as we move towards a more interactive
society. Thespacesvis blethrough suchawindow canbeviewedfromdifferent
perspectivesand soit waswith my research.

| adapted Carey’ s1989 model : heused the concept that communication could
belooked at fromtwodifferent dimensions, that is, communication asmessage
transmission or communicationassocial ritual. Although Carey’ sresearch
concerned masscommunication, | appliedthetwo dimensionsof hismodel to
my email research. Numerousthemesemerged around email asboth message
transmissionand social ritual and at times, it wasdifficult tomaintainsucha
dichotomy as specificthemescoul d be consideredin associationwith both
dimensionsof themodel.
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In making sense of the interactions around organisational email, | have
developedaconcept | call “amessageweb”. Theterm capturesthesocial and
technol ogical forceswithinevolving formsof organisational communication
(incorporating both message transmission and social ritual) whileit also
highlightstheconnectionsbetween emerging communi cative practi cesassoci -
atedwithvirtual spaceandinteractionswithinorganisational culture.

Thestory | tell inthischapter concentratesonjust oneaspect of thecasestudy’ s
messageweb; that is, thewaysthat the parti ci pantsconstructed their under-
standing about, and useof, email’ sfunctionality toduplicateandthendistribute
information. Within thistheme, the uses of group distributionlistsandthe
practi cesassoci ated with copying messagesemerged asbeing asignificant
elementwithintheir interactions.

In addition, | also embed brief personal reflectionsinto the story to draw
attentiontothetaken for granted aspectsof themany voicesthat are present
(although not necessarily alwaysacknowledged) inresearch activities. “In
doing so, | challengethe boundariesof what isacceptabl e[ research] writing
and also what it is acceptable to write about” (Day, 2002, para. 8). These
reflectionsexposefleeting glimpsesof my thinkinginfacing numerousdilemmas
and indicate the paths | took to resolve them, sometimes referred to as a
“confessional genreof representation” (see Schultze, 2000).

Inmaking visiblesomeof my meaning-construction processes, | seek toengage
you, thereader, withaninvitationtoalso critiquemy thinkingand my decisions.
| concur with Bochner (2000) whenhesays, “ | want astory that doesn’ tjust
refer tosubjectivelife, butinstead actsit outinwaysthat show mewhat lifefeels
likenow andwhat it canmean.” Including thesereflectionsallow meto act out
someof my experienceswhileal somaking thesituationa andtheconsequential
natureof social researchvisible.

Background and Theoretical Framewor k

Whileemail-related research hasquitealong history, interest in the social
aspectsappearsontherise. Inthemid-1990s, Fulk, Schmitz & Ryu (1995)
claimedthat, “[n]ew mediasuch aselectronic mail arenolonger sonewin
organizations; they have been established featuresof everyday work environ-
ments. Y et there remains agreat need to understand how these media are
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perceived and used within social and organizational contexts” (p. 259). By
1999, “[ a]Ithough e-mail doesnot havethesameeffect inevery organization,
researchersagreethat e-mail issignificantly changinglifein organizations’
(Minsky & Marin, p. 195). Andby 2003, Tyler, Wilkinson & Hubermanwere
arguingthat, “[ €] mail hasbecomethepredominant meansof communication...
it pervadesbusiness, social andtechnical exchangesand assuchitisahighly
relevant areafor research oncommunitiesand social networks” (Introduction
Section, para. 1).

Mainstream public commentatorsprovideamorehyped-upview of whatis
happening, for instancethe phenomenon of the Cluetrain M anifesto (L evine,
Locke, Searls& Weinberger, 2000) seemedto strikeanimmediate chord by
tappingintoawel | spring of excitement about thel nternet. Originally created as
adocument on awebsitein 1999 and then released as a book in 2000, the
Manifesto provides 95 theses which the authors declare to be the key to
businesssuccessinadigital world. Theunderlying premiseisthat marketsare
conversations: interactiveconversationswith both customersand staff.

What weareseeingisthat over time, acomprehensiveandrich pictureof emall
isbeing constructed. Additional layersof complexity arerevealedasemail’s
variedrelationships, interactionsand usesunfold asanintegral elementwithin
organisational life. Ducheneaut & Bellotti (2001) have described email as
having becomeaplacewheremany of uslive; “ asemail capturesanincreasing
shareof anorganization’ stotal communicationvolume, individual sprogres-
sively appropriatetheir email client asahabitat inwhichthey spend most of their
work day” (p. 37).

Theideathat email ismergingintothespacewherewework (andevenlive)is
the directing framework for the project called Reinventing Email at the
Collaborative User Experience (CUE) Research Group, IBM Watson Re-
search Centre. Muller & Gruen (Researchersat CUE) contest thesimplistic
notionthat email only “ servesasatool for communicationand collaboration
withinorganizations’ andinsteadthey arguethat email itself canbe*theobject
of thecollaboration.” Using examplessuch asan executiveand their assi stant
sharing accessandresponsi bility for thesamemail, they seeusers* discovering
new, unanticipated uses... [and] by usingthetechnology to new purposes, they
‘reinvent’ it” (2003).

Thisperspectivethat users can (and do) reinvent the technol ogy has some
associationwithKiesler’ s1997 claimthat therearedifferent typesof social
effects, i.e., mundane and significant. She claimed that technology could
amplify or transformsocial processesresultingineffectsthat areeither:
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*  Mundane, where the technology simply amplifies or augments what
peoplehavedoneinthepast (by doingit moreaccurately, morequickly

or cheaply) or

*  Significant,inthat technol ogy cantransform how peoplethink about the
worldand enact their social roleswithinit.

Thistwo level perspective had earlier been explored by Sproull & Kiesler
(1991) intheir research using what they termed“first and second level effects’
that flow from theintroduction of new informationand communicationtech-
nologies.

Firstlevel effectsare primarily associated with increased efficiency and a
reductioninthecostsof sharinginformation. Secondlevel effectsflowfromthe
unforeseen variations which the technology makes possible: new ways of
working and doing business, new waysof living and creatingacommunity, and
especialy new waysof thinkingandlearning. Theconsequencesof secondlevel
effectscan dramatically extend beyondthoseof firstlevel efficiency effects
(Sproull & Kiesler,1991).

Peopleareabletodo new thingsthat “ leadstothinkinginnew waysand thereby
tofundamental changesinhow peoplework andinteract” (Sproull & Kiedler,
1991, p. 35). Itispeopl € sbehaviour, not just theattributes of thetechnol ogy,
whichdeterminewhether atechnology isamplifyingor transformative(Kieder,
1997, p. xii). GOmez (1998) explainedthat, “ second level effectsaregenerally
unanticipated, slow inemerging, and arerelated to changesin social patterns
andtheinterdependenceamongusers’ (p. 225).

Phillips& Eisenberg (1993, 1996) studied email useinanot-for-profitresearch
organisation associated with auniversity. They found that different email
strategies, fromsimple, direct requeststo morecomplex manoeuvringswere
being used. In conclusion, they suggested “some of the features of email
encourage co-workers(but not so much supervisors) to put pressureontheir
peersand to usethe publicness of theinformation to force accountability”
(Phillips& Eisenberg, 1993).

Thenotion of users*rethinking” how email can beused and amovetowards
thesesecondlevel effectswasevidentinKersten & Phillips(1992) early work
around email being used to manageimpressions. They suggested email users
couldintegratearange of different goal-directed behavioursthat could be
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considered asimpression management strategies, for instanceingratiation, self-
promotionandintimidation.

Morerecently, O’ Sullivan (2000) hasal so studied how therol eof impression
management impactsof interpersonal communicationtechnol ogy choice. Even
though hisstudy concerned personal relationshipsrather thaninteractionsat
work, hisfindings support the perspective that views the use of mediated
communi cation channel sasaway of managing self-relevantinformationin
pursuit of self-presentational goals(p. 403). Heconcluded that in situations
wherepositiveimpressionsmay bethreatened, usingamediated communica-
tion channel (such asemail) meansthat self-revelation could be more con-
trolled, which could be advantageousto the sender.

Inamoregeneral study of email usewithinfour disparateorganizations, Ruggeri
Stevens& McElhill (2000) havedevised“amulti-dimensional ‘ positioning’
model for practical useby managers’ toexploretheir organi sation’ spresent use
of email. Thedimension, |abelled Peopl el nfluences, attemptsto measurethe
degreetowhich email isbeing used to serveindividual needscomparedto
group/corporate needs. They includethe practice of sending copiesof mes-
sagesto managerstoforcethemain recipientinto specific actionsandtheuse
of email to safeguard aposition (whichtheir study respondentsreferredtoas
a“Cover Y our Backside” tactic) asexamplesof weaknessesonthisdimension
(pp. 276-277).

Thepracticeof duplicatinginformationbringsfresh challengesfor bothmanag-
ersand staff withincreased potential for mismanagement and abuse. Schwartz
(2003) recently studied“ theeffectsof mailing list mismanagement fromthe
user’ sperspectiveat aresearch and teaching University.” Heanalysed the
impact of anerror that resulted i ntwo messagesbei ng cross-posted between
avoluntary moderated mailinglist of 6,100 subscribersin67 countriesand a
much smaller mandatory unmoderated list consi sting of 352 faculty members.
Inthe 11 days after the error, 31,680 unnecessary email messages passed
between the 352 membersof thesmaller list. Schwartz concluded that if you
assume “that each member spent only 45 secondsto download, read, and
del ete each message, therewere atotal of 396 work-hourswasted.”

Thepossihilitiesthat email opensupwithinorganisational lifeappear tobeboth
significant and multifaceted and much remainsto bediscovered.
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Study M ethodology

Asasocial researcher, | draw upon constructivist/interpretative (sometimes
termed naturalistic) traditions and this qualitative research is based on an
empirical research methodol ogy: asingle casestudy withinaframework of
ethnographicand grounded theory principles. Itisinterdisciplinary inthat it
transcendsseveral different disciplinary borders; for instance, that of sociol-
ogy, applied communi cation, organi sational behaviour, and management stud-
iesaswell asinformationtechnology.

The research was undertaken between 1995 and 2000 with the aim of
deepening our understanding of the social world of organisational life as
interpreted and experienced by peoplewho actually useemail daily intheir
interactivecommunicationsat work. Thestudy invol ved 33 peopleempl oyed
by alargeAustralian organisation (identified through the pseudonym, Station
99). Whilearangeof significant themesemerged, thisstory focusesspecifically
ononly oneof them, that is, the new insightsthat arose around the study of
participants’ construction of thedistributionand copyingfunctionsof email.
Vividcontextual detail quoted fromtheir ethnographic conversationsenriches
thestory. Thesesemi-structuredinterviewsrangedfrom 30 minutestoover two
hourswhilethedemographicsof thosewho parti cipatedinthestudy encompass
adiversemix of ages, gender and occupational roles. | identify theparticipants
whosewordsare quoted withinmy story. However, anonymity ispreserved
throughtheuseof fictitiousnames. All other informationistruetolife.

Thestory itsalf illustratesmany characteristicsof qualitativeresearchtraditions:
thewaysthat peopleuseemail withintheir daily activitiesat work areexplored
through the single case study methodology whilerich, detailed and thick
descriptionsreveal themultiplicity of intertwined understandingsof themean-
ingsassociatedwithemail.

At this point, you may be interested in reading my first reflective journal
extract in the endnotes for a glimpse of my deliberations about the form
of my story’ scontent: deliberationswhich traditionally remain unspoken
and hence, invisible.!

Inaddition, thestory-tellingwriting styledrawsonemerging genresof scholarly
discourse as an alternative to the structure and expression of traditional
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informationtechnol ogy/information systemsresearch. Intellingthisstory, |
havedeliberately drawninel ementsfromthesenewer techniquesparticul arly
throughtherhetorical strategy of writinginthefirst personanda soby usingan
atypical structure(comparedtothemoreuniversally accepted structureand
design of traditional researchreports).

However in many respects, my story illustratesthat email hasalready become
takenfor grantedin organisationstoday. Reportingtheresearchresultsina
non-traditional format similarly encouragesanintrospectivefocusonwhat we
takefor granted in the knowledge creation process. Research writing that
departsfromtraditional formscan beconstrued aschallenging, provocative
and creative, whilefor othersit may beperceived asbeing distracting; it may
simply be misunderstood or even actually dismissed as having littleto no
intellectual value. However, the presence of my ethnographic story as a
contributing chapter to abook exploring what aninteractivesociety might be
likeindicatesspacesareemergingfor different waysof looking at, andtalking
about, technology asapart of such asociety.

M essage Webs

Asbriefly mentioned before, | have constructed theterm “messageweb” to
describean el ectronic communication network withinanorganisationbutitis
alsomorethanthat— it capturesthecomingtogether of social and technol ogi-
cal conceptswithinevolvingformsof organisational communication.

Thetermitself hastendrilsthat connect it to several scholarly communities, for
instance, psychol ogy, organi sational behaviour and computing. Petzinger quoted
Abraham Masl ow (apsychol ogi st who pioneered the concept of motivationas
a hierarchy of needs that culminated in self-actualisation) who, in 1962,
described aholisticbusinessas*abusinessinwhicheverythingisrelatedto
everything else. Not likeachain of links of causesand effects, but rather a
spiderweb, or geodesicdome, inwhichevery partisrelatedtoevery other part”
(McKelvey etal., 1999, p. 75).

Theterm* messageweb” al soborrowsfrom conceptsassociated with Gestalt
psychology in that the social relationships within a message web can be
perceived asthefigure, with thetechnol ogy providing thegroundit appears
against. Thedescriptive power of themessageweb conceptisderivedfromthe
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notionof fluid, dynamicand complex socid interactionsincombinationwiththe
deterministic natureof computer network environments. It focusesaspotlight
(in aholistic sense) on the communicative interactions among peoplein
organi sationsagai nst abackground of thetechnol ogical machinery that main-
tainsel ectronic messagesinmotion.

Figurelisavisual representation of amessage web that can beviewed as
comprisingtechnology that progressinalineal sense(theline) whilehumanand
social activitiesspiral aroundthetechnol ogy (thecircles). Boththetechnology
and the social activitiesare situated within the context of an organisation.
Technology (theline) canbeseentoberather straightforward, whilepeople’s
behaviours (the spirals) tend to be more creative, troublesome, attention
demanding, timeconsuming, vibrant and complex.

Thisconcept of an organisational messageweb also linksintoinformation
systemsthinking around socio-technical systemsdesign: Kling& Scacchi’s
1982*“web of computing” andthemorerecentideasof Kling,McKim& King's
“socio-technical interaction networks’ (2003).

Evolutionary forcesdrivingtowardsmorevirtual formsof organisationwhere
theemphasisisonflexibility, trust and open rel ationships are challenging
traditional organisationswithmultilevel hierarchiesthat arebound by bureau-
craticnotionsof structureand controlled by rules. M essagewebsmakeuse of
communicationtechnol ogiesto stimul atethediffusion of information, knowl-
edgeand understandingsthroughout theorgani sationonan organicrather than
amechanisticlevel.

Figure 1. An organisational message web

THE
ORGANISATION
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Oneway of explaining thesechangesin organisational formsinrelationto
computer-mediated communicationinvolvesthenotionthat social activities
andwaysof thinking associated withemail (sometimesdefinedasemail cultures
being sub-culturesof the organisation’ spredominant culture) arediverse,
complex and constantly evolving. And assuch, theseemail culturesplay a
definingrole(especially around social norms) withinthemessagewebasitis
continually being shaped through varying degrees of trust, openness and
flexibility of both theorgani sationand itsmembers.

Inmy exploration of Station 99’ semail cultures, Schein’s(1985) three-level
approach to organisational culture was also relevant to the message web
concept. Hisfirst level (surface), which concerned the visible artefacts of
culture, canbelinkedtothetechnology itself, whilehissecond andthirdlevels
canbeappliedtothemoreabstract notionsof applied strategies(secondlevel)
andthetakenfor granted beliefsand values(thirdandfinal level) underlying
social action. Hence, Schein’ swork onorganisational cultureprovidesanother
positionfromwhichtoreflect onthelineandthecirclesof themessageweb.

However, itisimportant to notethat by bringingthisconcept of amessageweb
intofocusintheseways, other viewsautomatically moveout of focus. For while
| am using the message web concept to extend and amplify understandings
about specificfacetsof email usein organisations, other dimensionsof these
experiencesareconsequently reduced at thesametime. For instance, theactual
content of theemailsin Station 99’ smessagewebwasconsideredtobeoutside
the scope of the study aswas an in-depth exploration of such thingsasthe
frequency and duration of individual email use.

Transmissi on@ and Transmitti ng

Many of the study participants drew together multiple perspectives that
centered on email asamessagetransmission system. Themetaphor “email as
atool” seemed to encapsulate many of their overall understandings and
descriptions of email with somelinkagesto knowledge management. The
widespread use of atool metaphor to describeemail denotesacertainway of
thinking and away of seeing (Morgan, 1997, p. 4). Inthiscase, it appearsas
though parti cipantsperceived email communication primarily asatransmission
processwith theemphasi scentred on moving messagesaround.
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Electronicmail systemsprovideamultipleaddressability facility that allowsa
singlemessageto besent to numerousreci pients. Thisfeatureisreshapingthe
accepted notion that businessdocumentsare addressed to asinglerecipient
with othersreceiving acopy for their informationviaaCc process.

It hasbeen accepted practiceto send duplicate copiesof businessdocuments
to peopleother than the primary recipient sincetheinvention of carbon paper
inthelatter part of the 19th century. Over time, it becamecustomary tousethe
notation Cc (an abbreviation of thewords, carbon copy) toindicatethat the
document hasbeen copiedto others.

Distribution Lists

Theability for participantsto duplicateas nglemessageto numerousreci pients
emerged asahighly valued element of email’ sfunctionality at Station 99.
“Withoutemail, you’ d pick upthephone. Butwhat it meansisthat onecall that
used to bemadeby phoneunlessit wasaconferencecall, canbesent to, well,
it’sanendlesslist,” Craigexplained. Ivandescribed how hisstaff would have
receivedtheminutesof thegroup’ sweekly meetinginthepast. “ Beforewehad
email,if,if that wasdoneat all, it (theminutes) would havebeentyped up once
anditwouldhavebeenleftinafol der for peopletohaveal ook at, if they wanted
tohavealook atit.”

My second journal extract is pertinent at this point. Turn to the endnotes
again to read my thoughts exploring my inclusion of long quotationsinto
the story.2

Vincewastheonly other participant who mentioned thisolder and moremanual
method of deliveringinformation and heexplainedthat hestill usedthe® old
fashionedway” incombinationwiththenewer email system.

Vince smentionof “adocument of importance” inthecontext of hischoiceto
reject email asthemost appropriatecommunication mediumwassignificantin
that for him, information appeared to belessimportant simply asaresult of
havingarrivedviatheemail system.

Inaddition, although Vince' s* oldfashionedway” allowed himto choosethe
order that theinformationisdeliveredtoreceivers, it also createsapotential
timing paradox inregardtotheactual recei pt of his*document of importance.”
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*VINCE. Sometimes|’ Il simply send an email out to the managersor at
least, forwardit on. Withanotesaying that thisisof interest, perhapsyou
candistributethistoyour producersor senior producersof programareas.
Errr, sometimes if | want to make a special point, I'll take it off the
electronicsystemand | will printitoutand!’ Il put alist of nameswhich
personalisesitasfar asl’ mconcerned. And| put alist of names, say ten
peoplel wanttoseeit, I'll list their namesinorder, 1, 2, 3,4,5,6, 7, 8,
9,10. Askthemtopassitonanderrr, sothat it eventually comesback to
Glendafor filing. That way | think I’ m conveying particularly to those
peoplethat | wouldlikethemtoreadit becauseit’ saspecial noteof special
interest. So inthat case, I’ ve used the electronic messaging device to
receiveitandprintit.

*EILEEN. Emmm, asthesource.

*VINCE. And then if you like, gone to a more personal method of
distributingit so, I thinkit’ sreally usingitinamixtureof ways.
*EILEEN. Wouldyou actually writethe people snameson there?

*VINCE. | handwritethem, usually, either onthedocument itself or onone
of thoseyellow stick-on piecesof paper. So, | findthat aquitesuccessful
way of making surethat peopleseethingsor dothings’ causethey arethen
askedtoconvey ittothenext reader andthey usually signitand passiton.
Sothat’ sanoldfashionedway, takesabitlonger butit’ smeantto, asl say,
impresson peoplethat it’ sadocument of importance.

* EILEEN. Emmmand morepersonal too, you said.
*VINCE. And morepersonal, that’ sright.

Email systemstransmit messagessynchronoudly (thatis, acopy of theemail is
availableintheinbox of everyoneonthedistributionlist at the sametime).
Conversely, Vince' sold-fashioned way meansthat significant timemay have
el apsed beforethelast person onhislist actually receiveshisnoteof special
interest (particularly if therearemany peopleonhislistandif they donot all
placethe samehigh degree of importance on moving hismessageon). Thus,
Vince' sintention of impressing peoplewiththemessage’ simportancemay not
resultinthat outcomeand may actually havetheoppositeeffect.
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Thisincongruence betweenthesender’ sintention and the outcome/sfor the

receiverswasnot further exploredinthisstudy, however, it hintsatintriguing
possibilitiesfor futureresearchdirections.

Senders and Receivers

Onemethod utilisedintheanalysisto probethewaysinwhichthe peopleof
Station 99 considered distributionlistswasto explorewhat they saidfromthe
followingtwoviewpoints.

*  Theperspectiveof the sender of themessage
*  Theperspectiveof thereceiver/sof themessage

Inhisreflection onthemethodsused to produceand deliver theminutesof the
weekly meeting of hissection, |van placed himself intherole of sender or
originator of the message. He spoke about how the minuteshad beendonein
thepast and compared thisto hiscurrent distribution method.

*1VAN. Someof thestuff that goesout, | think if wedidn’t haveemail, I’'m
just wondering how wewould havedoneitinthepast. [ pause] It probably,
[pause] it couldwell bemore, it’ scertainly moredetailed.

*EILEEN. Emmm, moreinformation.

*1VAN. Moreinformation. Now, for exampl e, sending out moreinforma-
tion. Now, for exampl e, sending out theminutesof our weekly meeting, |

put that onemail andfollow up actionif thereisanythingtofollow upand
theminutescan bequitedetail ed and that getsdistributed to everybody via
theemail system.

Fromhistone, Ivanindicated that hebelieved hiscurrent strategy of usingemail
todistributetheminuteswasmoreeffective. However, asareceiver of team
meeting minutes, Marcusexpressed aview insharp contrast to lvanwhenhe
said, “ at least, sometimesintheold days, we used to get photocopiesof this.
But, youmay just missoutif you' renot thereor whatever. | usedtoreadthem,
now wedon’t seemto get any of that.” Marcusseemedtoregret thechangein
theway the meeting minutesarenow distributed.
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Based onthisexample, Marcus’ sview (asthereceiver) appearedto conflict
withthepicturegivenby Ivanasthesender. Later intheinterview withMarcus,
heagain gavetheimpression of being troubled when heexplainedthat hedid
not know how thenamesof individual sondistributionlistswereput together.
“But, | wonder, if y’ know, weseemto beon somelistsof decisionsbut maybe
notonothers ... maybewemissout onstuff.” Hepondered about who decides
who themessagerecipientsareto be.

Suchdifferencesin opinionwould amplify the possibilitiesof incongruent
interpretationsof themessage content and thusbecomebarriersto effective
communication. Atavery basiclevel, thesedifferencesin outl ook betweenthe
two partiesinvol vedintheinteraction (that isthesender andreceiver) couldbe
portrayed astraditional management/operativepositioning. However, current
trendsin management practice, particularly in professional settings, indicate
that power and control are being distributed more widely throughout
organisations, for instance, through sel f-managed workgroups. I rrespectiveof
whether this decision-making power regarding accessto informationisa
centralised function (for instance, in a highly traditional, hierarchical
organisational structure) or whether itisdistributed morewidely throughthe
organisation, it must bestrategically managed. Achieving successful informa-
tiontransfer requireseffective planning and control measures, not just at the
highest level sbut al so consistently throughout the organi sation.

Doubts About the Message Recipient

Although the question of theidentify of the person who actually read the
incoming messagewasnot specifically explored duringthefieldwork stage, it
emerged assignificant throughthedataanalysis. Thestudy participantsseemed
togenerally assumethat the person who read themessagewoul d bethesame
persontowhomitwassent. Andthiswasreflectedinlvan’ scomment, “ most
people, who havegot accesstoemail, read their email.” Asmanagers, Mike
said,“I normally read al my email saddressedtome” whileVincedidthesame
except for thosetimeshewasaway fromthe office.

However, | discovered that everyone did not read their own messages at
Station 99 and it becameevident that Owen knew (or suspected) thiswasthe
case when he said that “the odd boss ... don’t read their emails.” Glenda
confirmed thiswhen sheexplainedthat SM (Station 99’ sSenior Manager) did
not read messages sent to him. Instead, shedealt withtheminher roleashis
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Personal Assistant. It wasonly onvery rare occasionsthat heactually read
emailsaddressedtohimdirectly off thecomputer screen, perceivingitasbeing
“atimewaster,” Glendasaid. Andwhilethiscouldbeseentorepresent avery
traditional workflow collaboration, italsolinksintoMuller & Gruen’ swork on
IBM’sCUE project that email canbe* reinvented” astheobject of collabora-
tion (2000) rather thanatool for collaboration.

Glendascreened all of SM’ sincoming email messages, which, initself, was
relatively unremarkabl einthat most Senior M anagershave personnel who act
asgatekeepersto sel ect theinformation and thepeopl ethey personally interact
with. However, what wasnoteworthy wasthat many participantsseemedtobe
unawarethiswasoccurringwithSM’semail. Glendaevensaid, “ alot of staff
don’tknow that | do SM’semail.” Shewenton, “1 getthem[SM’ sincoming
email messages| andif | think that we can handl ethat without himworrying
aboutit. | won'ttell him.” Shesaidthat he personally seesonly about athird
of theemailsthat areaddressedto him.

Suchasituationraised questionsastowho knew that Glendascreened all of
SM’ sincoming email messagesand who did not. When staff send an email
messageto SM, arethey awarethat hewould only know about it if, and when,
Glendadeemeditto beappropriate?

Whileit seemedthat al| the management team knew Glendascreened SM’s
messages (al beit astacit knowledge), my assumption wasthat many of the
operative staff who participated in the study did not. For instance, Faye
mentioned that she suspected that Glendamight screenall of SM’ smessages
and Amandatold mesheknew but only asaresult of her providingreliefin
Glenda spositioninthepast.

Suchsilenceor lack of awarenessof thisscreening challenged fundamental and
takenfor granted assumptionsmadeby email message sendersthat theperson
towhomthey addresstheemail will bethe persontoreadit. At Station 99, it
wasclear that thiswasnot alwaysthecasewith SM’ semail. Covert deception
such as this on organisational knowledge places pressure on interactions
between management and staff particularly if, and when, they discover that such
screening occurswithintheir messageweb.

Theimplicationsof using officially sanctioned gatekeepersin suchwaysand
theirimpact onthesocia dynamicsof email-basedintraorgani sational commu-
nication still appear to be under-researched — aknowledgegap which also
presentssignificant possibilitiesfor futurecommunicationresearch.
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The Unknown Decision Maker

Asthestudy continued at Station 99, my understandingsof their email cultures
grew. Whiletherewasconsiderabl ediscussionaround distributionlistsmes-
sagesgenerally, themorefundamental issueof universal accesstotheemail
systemitself wastakenfor granted by most participants.

Apparently some people at Station 99 had access to the information they
required but there were others who did not (the have-nots). | asked Cliff
whether peopleinthe®have-not” category felt they missedinformation. “I
honestly don’ t think they realise[they missout],” hesaid.

Speakingfromamorepersonal perspective, Edithreachedasimilar conclusion
when| asked her if shefelt better informed becauseof email access. Her initial
responsewasthat if sheneeded to know something and shedidn’t haveemail,
shewould simply haveto go and ask. It wasat this point that she seemed to
discover that there* might bethingsthat | wouldn’ t think of asking [about].”

For organisationssuch as Station 99 who rely on email asone of their major
internal communicationvehicles, theinvisbility of thepersonwhoisresponsible
for decisions about information access becomes a barrier to the flow of
communication. Butitisnot only that the decision-maker isinvisible. The
decisionitself canal so becomeinvisible— you do not know what you do not
know.

Mikealsotouched onthisnotion of an“unknowndecision-maker” inregardto
who is (or who isnot) on specific distribution lists but he took a different
perspective. He explained some of thedifficultiesinherent in maintaining
accuratelists. Theexamplehegavefocused onthefact that membership of

*MIKE. I’ veraisedthiswiththepeoplein ... | mean, you haveasituation
where you continue to get emails, which, with what I’ d call, standard
distributionlists. [pause] And | mean, I’ velooked at themand I’ vegot,
therearenamesonthat, onthat list of staff who sort of | eft theorganisation
nine months. Now, what I’'m saying ismaybeit really doesn’t make a
terrible, alot of differencebut, asl say, youjust wonder whether [ pause].
| guessit’sonly distributionlists... But, it seemsto methat the system sort
of has, hasa, generatesanimpetusof itsown. And | don’ t think enoughtime
isspent sort of tryingto [ pause] review itand, and, and cull out recipients
of emailswhoarenolonger there.
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individual groupsfluctuated onboth apermanent and short-termbasis. People
resignor transfer to other departments; whileintheshort-term staff takeleave
fromwork. Mikewasconcerned about what he saw asthe system becoming
unruly and even generating alife of itsown unlessthisinvisible decision-
maker implemented proper administrativecontrols.

Clearly, Mikewasawaretheinteractionsfacilitated throughemail distribution
lists could become unruly. He highlighted the importance of list creators
consciously deciding who needstheinformation and then ensuring that the
message was only sent to those people. But there did not appear to be any
formalised procedureor processto ensurethishappened at Station 99.

Itisthrough experiencesof email suchasthese(encompassingusers attitudes
and expectations), that we definewhat Ducheneaut & Bellotti (2001) have
termedthe* habitat wherewenow al live.” And, clearly, therearesignificant
implicationsfor managersthat | discussin moredetail towardstheend of this
chapter. Vincea somentionedtheissueof distributionlist maintenancewithhim
providing anexamplethat illustrated an opposing view to Marcus sconcerns.

*VINCE. Therehavebeen occasionswhen|’ veaskedto betaken off the
list of regular stuff which| don’twanttoget ... therearesomeitemswhich
| getregularly whichjust appear and| del etethembeforel evenreadthem.
Not very many but therearesomestuff that | will dothat. Occasionally |
will ask to betaken off alist becauseit’ sawaste of time.

Vince sproblemisrelatively simpleto solveasheknowswheretheinformation
comesfrom—thedecision-makerisnotinvisible—andall hehadtodowas
ask tobetaken off thelist. Whileboth Vinceand M arcusexperienced problems
related to the receipt of messages, the actual difficultiesthemselveswere
different. Marcusdid not receive somemessagesbut felt he should havethe
opportunity to makehisown choices. Ontheother hand, Vinceasoneof the
management group, made hisown choicesbut hewasstill restricted by the
efficiency or otherwiseof thelist management process, echoing Mike' spoint
about theneed for proper administrativecontrols.

Intermsof effectiveorgani sational communi cation, particul arly asorgani sations
movefromtraditional hierarchieswithbureaucraticstructurestodecentralising
thedecision-making processandworkinginmorevirtual ways, theinvisibility
of information accessdecisionsissignificant. Both Edithand Marcusdrew
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attentiontoit with Marcusactually commenting about taking such thingsfor
granted, “that’ ssomethingthat I’ venot really looked at.”

However, Marcushad discovered hisownway of addressing the problem of
not being on specificdistributionlists. Heexplainedthat their small section
shared acommon printer with another group. Followingup ontheideathat he
and possibly othersweremissinginformation, hesaid, “| think theremay be
things that we, which will interest us but we don’t see.” Then, in quite a
mischievousway, heexplainedthat sometimeshe seesamessageontheprinter
that interestshim but ashewasnot included onthelist, hedid not get acopy
himself.“ Sometimes| seeemail printed thereandthink, ohhhthat’ sinteresting.
Infact, | readit, sometimepinit ... onthewall [the noticeboard].” Marcus
provided atelling exampl eof theimaginativewaysthat peoplefindto sidestep
communication barriersin organisations and the waysthat informationis
valued.

Inpractical terms, decisionsarecontinually bei ng madeconcerningwho should
haveaccesstowhat information. Oneway thesedecisionsarethenenactedis
by thecreationand useof email distributionliststodeliver electronicinforma-
tioninternally throughout the organisation’ smessage web. And it wasthe
decisionsbeing madeabout distributionlistswhich appeared to beof consid-
erableinterest and concern becausethedecision-maker wasinvisibletomany.
L ack of awarenesslikethisopensup dramatic possibilitiesof mismanagement
and abuse, for instance Schwartz’ s(2003) study found that 396 work-hours
were wasted as a consequence of a cross-posting error. Again, important
implicationsfor managersarediscussed | ater inthechapter.

Cc—ing as a Strategic Act

Wenow moveto adiscussion of thefindingsassociated withthesecond major
thread weavingthroughtheresearch— Carey’ s(1989) notion of communica-
tion asbeing essentially fundamental actsof ritual whichformtheessential
lifeblood of humanrelationships. Thisstudy revealedthat email hasapervasive
andtransforminginfluenceonthesocial interactionsof peopleat work.

Theact of copying email messagesthrough the Cc-ing functionmovedinto
prominenceduringthestudy. Initially, the Cc-ingthemeappearedtohavemore
in common with Carey’ sidea of communication as transmission. Martin
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explainedthat email at Station 99 meant hecommunicated with more people.
“Becauseof all thesecopies, well,inasense, at least somebody, | mean, say
you send acopy to six people, that’scommunication. At least, they know
you're there, that you're interested in such and such and it’s a sort of
communication.”

Kraut & Attewell (1997) claimed that thisspillover effect of electronically
copying andforwarding documentscoul d enhanceorganizational knowledge.
“Inusing electronicmail, itiseasy toadd additional readers’ (p. 335). Andso
itwasat Station 99.

However, on reflection, it became clearer that the ways the Station 99
participantsspokeof their behaviour with Cc-ing could beencapsul ated more
successfully withinCarey’ sideaof communicationasritua. They werelinking
multiplesocial interactionlayersasaform of ritual communicationintotheir
processesof Cc-ingemail to others. However, asseenfrom Martin’ squote
above, both of Carey’ sideasof transmissionandritual wereclearly evidentin
many instances.

Emergﬂ; Practices

Martin’ sacknowledgment that email improved message transmission and
delivery could beseen asafirstlevel effect. But, consistent with Sproull &
Kiesler's(1991) classification of first and secondlevel technol ogical effects,
and also with Muller & Gruen’s (2002) more recent ideas about users
reinventing new purposes, therewereindicationsthat at | east someof thestudy
participantswerefinding different and sometimesunexpected usesfor email .

Staff were Cc-ing email messages to each other as part of their normal
operational activities. However, therewereal so other, lessovert, usesbeing
madeof the Cc-ing functiontofurther both personal and organisational aims.
Email messageswerebeing copied anddistributed tostrategically influencethe
perceptionsand behavioursof otherswithintheorganisation. Onestrategy
concerned rather blatant attemptsby individual sto manage how they were
perceived by others(i.e., impression management), while subtler forms of
pressureand evenin somecases, mani pul ation techniqueswerebeing applied
through the Cc-ing process.

Martininnovatively used the Cc-ingfunction asan attempt to createapositive
pictureof himself inhiscolleagues’ eyes. Hesaid, “ Atleast, they know you' re
there, that you’'re interested in such and such.” He was using email as an
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impression management tool inthat hewasconscioudy attemptingtoinfluence
thereceiver of hismessage. Such anattempt canalsobediscernedin Edith’s
comments. Shesaid, “you can send to somebody but youwant other peopleto
know that you’ vedonethat and you cantake, you can sendthemall.”

Staff using email in suchwaysto reinforceor generate positiveimpressions
divergessomewhat from O’ Sullivan’ s(2000) findingsthat mediated commu-
nication channel stendto beused if apositiveimpression may beunder threat.
Martin and Edith were not reacting to athreat but rather were proactively
attemptingto createand/or confirmapositiveimpression. However, work-
related rel ationshi psat Station 99 arenot thesameastheintimaterel ationships
that O’ Sullivanstudied.

Thediscovery of these“ multiplelayers’ or second level effectsat Station 99
providesupportfor Phillips& Eisenberg (1993) finding that employeesusethe
featuresof email strategically torealisetheir goals.

Operative/Manager Relationships

Someof thestudy participantsspokespecifically about theuseof Cc-ingemail
messages in the context of the operative/manager relationship with three
different perspectives (involving both senders and receiversin numerous
configurations) becoming evident. Theseperspectivesarefirstly summarised
andthenexploredinmoredepth.

Thefirst perspectiveconcernsan operativestaff member sending anemail to
acolleague. Thesender alsoforwardsacopy of themessageupwardto either
thereceiver’ smanager or their ownwiththeai m of exerting morepressureon
theoriginal recipient of the message. Themanagement responseprovidesa
second perspectivewhen aStation 99 Manager discussed hisresponsetothis
practicewhileal somentioning how heused the Cc-ingfacilityinmanaginghis
staff. Another parti cipant of fered athird perspectiveonthispracticewhenshe
explained how she improved the likelihood of a positive outcome to her
requestsby directly emailing therelevant Manager but also Cc-ingacopy to
their Personal Assistantaswell.

Moving now into moredetail inregardtothefirst perspective, Martin, asa
member of theoperativestaff at Station 99, saw advantagesin being ableto
exert pressureover colleaguesviaemail . Hesaid that sometimeshehadtorely
onaninterstatecolleagueto providespecificinformation. Aswell assending
hisrequest by email, he also forwarded a copy of the email upward to his
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(Martin’s) manager. Martin explained hisreasoning behind thisstrategy as
beingtolet hiscolleagueknow that hismanager had alsobeeninformed. This
would then subsequently put “ more pressure on the person to answer your
query.”

It becameapparent when Amandaexpl ained how sheused email incomparison
tothetelephone— that she also believed email could beused inastrategic
sense to put pressure on others. However, Amanda seemed a little less
confidentintalking about theprocess.

* AMANDA. But[toneof voicedrops] somehow, inmy mind[chuckles]
emailshavemoreurgency. | don’t know whether it’ sbecausethey’rein
writing. Whether there’ sthat extrapressure because copiesaresent to
other people, whether there’ sthat behindit, that psychology behindit as
well. Perhapsit’ stodowith, | know that my boss, y’ know, knowsthat
thisisanissueandwhat am| doing aboutit. Orrrrr, it, it maybebecause
of that aswell, maybebecause of thefact that other peoplereceivecopies
of this[pause] sol’ d better respondtoit straight away.

Vince, inhisroleof Manager at Station 99, indicated hewasaware of these
strategies. Heprovided an exampl eof how heresponded tothepracticewhen
hesaidthat astaff member’ srequest might beafforded ahigher priority if itwas
evident that he (Vince) had received a copy of therequest aswell. “They
probably feel that theremight besomeacti onthat otherwisethey might not get.”

Very pragmatically he went on, “course the downside is that we may see
somethinginthat whichwedon’tlike. And beimmediately awareof it and say
s0.” Hesummarised hisviewwhenhesaid, “Well, it ssomething [sendinghim
copies| that | guess, some peopleuseadvisedly depending onthesituation.”

Clearly, Vinceal sounderstoodthat email could al sobeusedtoexert anindirect
formof pressuredownwardto hisstaff. Inthefollowing extract, he spoke of
a specific situation where he was kept informed about the progress of
mai ntenance/repair work viaan emailed copy of thefault report.

It wasapparent that Vincebelieved hismonitoring and surveillanceviathe
emailed copy increased the pressure on hisstaff to expend greater effort to
clear the fault more quickly. Evidence that managers know about these
manipul ationtacticsand that they al so usethem themsel ves.
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*VINCE. Butl needtoknow andif, for example, thefaultsareserious,
| canseejust by lookingat them, how longthey’ reoff air. Andl canfollow
thoseup, inasort of special situationor I’ ll leaveitif it’ snot such aserious
situation to the officer whoisresponsiblefor dealing withit. But that
officer alsoknowsand every other officer knows, involvedintheprocess,
that I’ mgettingacopy of it. So, it’ salso, it’ sana erting mechanism, and
it' salsoamanagement tool inthesensethat othersdownthelineknow that
asenior management personisabletolook at thosethings. Now, if you
had to organisethat, someother way, other thanelectronically, itwould
bevery cumbersome.

Email also opensupthepossibility of operativestaff respondinginkindwhen
seekingtoapply similar pressureupwardsto Managers. Owen providedathird
person view onthisalthough, like Amanda, he appeared alittle hesitant in
talking aboutit.

*OWEN. My guessisthat amanager may respond differently viaemail
if that responseisgoingout to 50 peopleonthedistributionlist rather than
justtheindividual person. Y’ know, hemay takeamorediplomaticline,
if youlikeor whatever. | mean, that’ sonly aguess. | mean, | don’t know.
But, | mean| wouldimagineif | wasreplyingtoanemail from someone
andtherewere50 other names, andit wassomething, | might choosemy
wordsprobably abit morecarefully thanif | wastalkingtothemdirectly.

Vinceprovided aglimpseof hisperspectiveonthecontrol aspect of managing
when heexplained that with Cc-ing*“you can send them of f to the peopl ethat
areconcerned, you can copy themto the peoplewho don’t need to respond
andy’know, you’ vegot aformat which suggeststo peoplehow youareseeing
amessage and who should respond and who shouldn’t.” What appearedto be
happeninginthisinstancewasthat Vincebelieved theformat of hismessage
communicated additional information about his perspectiveregarding the
specificsituation. Whether therecipientsof Vince smessagesactually inter-
preted such meaningsfromtheformat of hismessageswasnot exploredinthis
current study but it remainsapointer towardsfurther research possibilities.
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Shifting now to athird perspective of Cc-ing and the operative/manager
relationship, Amandatook adifferent tack assheexplained that sheused Cc-
ingto generate support to bring about adesired outcomein her rel ationships
with Senior Managers. However, shetargeted the Manager’ ssupport staff as
well asthe actual Manager involved. “If | want to doubly make sure that
something’ sgoingto happen, I’ Il evenlobby their [ Section Manager’ sPer-
sonal] Assistants[by Cc-ingthemacopy of her request].”

Again, thisraisesinteresting questionsabout the potential gap betweenthe
sender’ sintentionsand expectationscompared withwhat thereceiver actually
doesinresponsetothecommunication. Berghel discussed thisdouble-blind
process back in 1997. “The sender doesn’t know how a message is being
handled and thereceiver doesn’ t know the circumstances under which the
messagewassent” (p. 12).

Amandaal so provided detail s of another way that she used the email copy
functionintermsof her relationshipwithher Manager. Whenit wasappropri-
ate, sheincluded her bossasaCc on her email messages. “ And, for me, the
emailsare actually arecord, in oneway, of what I’ ve been up to, what my
activitiesare.” Shewent on, “I’ll just send acopy so that they’ reup withit
becauseit’|l bereally hard for meto catch them sometimeand haveachat.”
Amandawasusing the Cc-ing functionasan upwardreporting tool, perhaps
withtheaimof positively enhancing her work profileasaneffectiveand efficient
staff member.

Station 99 staff were discovering and creating opportunitiesto use email,
particularly theCc-ingfunction, to shapetheir interactionswith othersinsubtle
aswell asin more obviousways. Further research will provide additional
insightsabout how individual sare Cc-ing email messagesinstrategicways,
whichinturncould havemajor implicationsfor management practice.

Discoveries and Managerial | mplications
of the Study

This research is practice-oriented and the aim has been to seek deeper
understandings about CMC technologies (specifically email) in
intraorgani sational communication. The messageweb concept emergedasa
useful organising framework to describethecommunicativefabric of Station
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99’ soperations. Inthe study, thedistribution and copying aspectsof email
wereconstructed asbeinginfluential threadswithintheir messageweb. The
pertinent findingsarenow summarised al ongsi detheimplicationsthat follow for
managersseeking to ensurethat email supportsorganisational objectives.

* Information distribution withinthe messageweb. Theissue of access
tospecificinformationbeing circulated viadistributionlistsaswell asmore
general accesstoemail itself wassignificant. It appeared asthoughthey
werenow beingtakenfor granted, thussupporting theview that email is
becoming part of our living space: Ducheneaut & Bellotti’ s(2001) work
habitat, Muller & Gruen’swork on IBM Watson Research Centre’'s
Reinventing Email project (2002). Choi cesmadeconcerningemail distri-
butionlistscan severely impact onintraorganisational communication
effectiveness, particularly intermsof gettingthemessageto theappropri-
ate people. Thereisalso huge potential for holesin the message web
resulting fromthedoubl e-blind processof email interactions(thatis, the
sender’ sintentions and the receiver’ s subsequent actions may be un-
known to each other). This can contribute to multiple, and possibly
contradictory, meaningsresultinginmisunderstandings, |ost productivity
andeveninterpersonal conflict. Andfinally, latent opportunitiesexistatal
level sof theorgani sationfor questionabl eethi cal behaviour within mes-
sagewebs, achallengefor management.

»  Srategic copying amid the message web. Second level uses of email
based ontactical manoeuvrings(such ascopying email messagesstrate-
gically) wereinusewithin Station 99' smessageweb. New opportunities
wereopeningupfor thoseskilful intheart of organisational politicsas
individualssoughttoinfluenceothersinsatisfyingtheir goas: goalswhich
could betheorgani sation’ sbut werenot necessarily so. To consider such
practicesas”weaknesses” intheway that Ruggeri Stevens& McElhill
(2000) classifies them on the People Influences dimension of their
positioning model appearsto ignoretheinherent complexities of the
political factorsof organisational life. Inaddition, suchactivitiesgenerally
arisefrominnovativeand creativethinking and understanding boththe
originsandtheexpression of resourceful thinking evidentinsuchpolitical
usesof email can beval uabl easorgani sationsmoveaway fromthemore
traditional, bureaucraticand hierarchical structuresof the past.
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Looking to the Future

Being both explanatory and exploratory in nature, thisresearch generated
intriguing hintsof research questionsthat werebeyondthescopeof thiscurrent
work.

*  Further consideration of themessageweb concept toinvestigatewhether
it continuesto beauseful framework uponwhich explanationsabout what
isgoing oninorganisationswith CM Ctechnol ogiescan beconstructed.

* A moreintenseexplorationof theemail strategiesthat staff (at al levels)
usein seekingtoinfluence (and manipulate) othersand the subsequent
behavioursthat thesestrategiesevoke(forinstance, Vince' sbelief that the
format of hismessage suggested themethod to beused in responding to
aspecificsituation).

*  Ongoinginvestigation into waysto manage better the distribution of
information el ectronically through an organi sation’ smessageweb.

Asnew technol ogiesenter human society, webuild up commonresponsesover
timeregarding the place such technol ogiesoccupy inour lives. Inacollective
sense, we construct thishabitat and thisiswhat | believewas happening at
Station 99. However, our ability (as a society) to enter into this debate
regardingemail’ splaceinour livesprogressively diminishesover timeuntil it
disappearsentirely, At which point email will havemoved away frombeinga
new technology anditsroleor placewill havebecometakenfor granted. This
takenfor grantednesswill evolvefrom, and be shaped by, themoredominant
view of what email actually is. Anditisprobablethat thiswill shapeandtosome
extent fix, the standard or common view of what is accepted and what is
acceptableabout email inthefuture.

My discovery of thecurrent stateof flux andfluidity at Station99inregardto
their thinking about email’ splaceanditsacceptability or otherwisewasamajor
finding of thisresearch. Accordingly, further exploration of the waysthat
peopleconstruct criteriaor standardsof acceptability versusnon-acceptability
inregardtoemail would appear to beaval uableexerciseto boththeacademic
population and the more widespread general public community including
managersand othersin organisations. Such areflectiononwhat iscurrently
happeningwill ensurethat, although specificwaysof thinking about email will
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beendorsed asthedominant frameat somepointinthefuture, alternativeswill
not disappear without extensive discussion now. Asmessage webswithin
organisationsgrow inimportance, effectivemanagement will requirestrategies
tobein placetorespondtothedynamic demandsof thelnteraction Age.

In finishing this chapter, you may now be interested in reading the final
two journal extracts about the completion of theinitial draft, my interac-
tion with the book editor and my responseto the comments| received from
the two anonymous peer reviewers.® 4
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Endnotes —
Pertinent Reflective Journal Extracts

1 ReflectiveJournal Extract No.1: Theguidelinesprovided by Mikael
(as book editor) clearly indicates an expectation the chapter would
present “ issues, controversies, problems” associated with the main
thrust of the chapter and then provide “ solutions and recommenda-
tionsin dealing with them.” | wondered though, like Rafaeli did, if
effectsarethe only focus of study? He argued “ that some of the more
important contributions of communication research are in a better
understanding of what goes on, even without these ‘goings on’
necessarily getting anyone anywhere. Intended effects or salient
dangers play an important part, but there is much more to studying
communication than just documenting what it actually does to
people” (Newhagen & Rafaeli, 1996, para. 30). | agree. Hence,
under standing mor e about, and r efl ecting on, what occursfor people
and their interactions with others at work as they use email encap-
sulatesmy aimwith thischapter rather than the seeking of “ solutions
or recommendations” in dealing with the issues. However, | will
include a brief exploration of some of the management implications
that flow from my study at the end of the chapter.

2 Reflective Journal Extract No.2 ... Hopeit’ sclear that my research
interests centre on under standing mor e about the social phenomena
of email in anintraorganisational context and then telling engaging
stories about it. One of my aims with the stories | tell is to craft a
vicarious experience for readersthat illuminates email asa compo-
nent of organisational lifecompletewithitsinherent social complex-
ityandrichness. Tothisend, | includearangeof extractsquoted from
the ethnographic conversations | had with the study participants:
some are quite succinct while others reflect more fully the rich
flavour of the spoken conversations. My aimisto portray what was
said aswell aswhat wasunsaid (for example, non-speech eventssuch
as laughter, pauses and even umms and uhhhs are sometimes in-
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cluded in these extracts). By providing such thick descriptions of the
data, | seek to engage my readers with a sense of déja vu. | am not
seeking the truth about email rather | am opening a dialogue where
others may find themselves in the text alongside me and the social
world that | am describing.

3 Reflective Journal Extract No.3 ... Now that my chapter iswritten,
I’'m wondering how well it will “fit,’ particularly with the book
coming from an informatics perspective. It's a cross-disciplinary
jump for me but | believe that such interactions help paint a more
reflective pictureof just what is happening. | emailed my concernsto
Mikael about my chapter being appropriate and his response was
“the idea with the book is to give an overall picture of the emerging
I nter action Soci ety enabled by moder ninfor mati on technology which
is kind of a broad theme so don’t worry too much about the fit and
the scope.” Then he said, “ Good luck.”

4 Final Reflective Journal Extract ... Well, | have now received the
two reviewers feedback and the comments clearly show that the
contemporary style of representation did not fit at all well. While
support was evident that my work was relevant and appropriate for
the book, both suggested | abandon the ethnographic writing style.
The story-telling format was soundly rejected by both, as was my
writing in the first person. The dialogue opened up by my journal
extracts also seemed confusing and they were similarly frowned
upon. However, some useful suggestions were made re positioning
the theoretical framework more firmly within the IT ethnographic
literature and advicere: teasing out the implications of the message
web concept more specifically, particularly in the final part of the
chapter was also helpful. So, what to do? Do | want to make
significant changes to the chapter (in both structure and style) to
conformto “ the traditionally right way of doing things” ?, to enable
my chapter to be an acceptable contributionto thisbook. Inresolving
this dilemma, I’ ve done some restructuring of the chapter (included
amethod section and I’ ve al so moved thesejournal extractsfromthe
body of the chapter into these endnotes). One reviewer specifically
mentioned an article about the publication process wher e the author
discusses what battles to fight with advice to “ only stick your neck
intooneguillotine” . Thereviewer goeson to suggest that | “ let go of
the guillotine of theformof the chapter, i.e., thel-formaswell asthe
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‘storytelling’.” After pondering this for some time, | have decided
that even though it is important to get my work ‘out there’ and
legitimatised through publication, some battlesareworth fighting—
I’ ve chosen to keep the ethnographic techniques |’ ve used in writing
this chapter.
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Chapter |11

Social Exileand

Virtual Hrig:
Computer-Mediated
| nteraction and Cybercafé
Culture in Morocco

Said Graiouid
University Mohammed V, Morocco and
Al Akhawayn University, Morocco

“| haveindeed — praise beto God —attained my desirein thisworld, which was
to travel through the earth, and | have attained in this respect what no other

person has attained to my knowledge.” 2
Ibn Battuta, a 14" century Moroccan traveler

“ Do you think that 1bn Battuta would’ ve travel ed the world if he' d had access

to the Internet?!”
A cybercafé user

Abstract

This chapter exploresways in which computer-mediated interaction and
cybercafécultureareappropriated by individual sand groupsin Morocco.
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It argues that computer-mediated communication mediates the
construction of cyber neticidentitiesand promotestherehearsal of invented
social and gender relations. Thisinventiveaccommodation of the I nter net
(known among young Moroccan Net communicants as “ virtual hrig”)
makes computer-mediated interaction, especially through the discursive
forum of chatrooms and email discussion groups, act as a backtalk to
dominant patriarchal and conservative power structures. By using a
gualitative ethnographic approach while sounding the depth of the
“ cultural noises’ andincrustations, whichareaccompanying theexpansion
of cyber culture, the author also hopes to foreground the prospective
implications of New Media and Information Technologies in a non-
Western environment. While it is too early to draw conclusions on the
extent of theimpact of new mediatechnol ogiesonindividual subjectivities
and groupidentities, the pointismadethat cyber interactioniscontributing
to the expansion of the public sphere in Morocco.

InaFriday sermonbroadcast on M oroccan national television, thelmam (the
Friday sermon preacher and prayer |eader) focused onthecontribution of the
Internet and cybercafé culture to the expansion of spatial production in
Morocco. He made the point that the cyberworld should be viewed as a
workablealternativeto sitesof viceand moral deviance, which permeatethe
real world. Citing asareferencethe mosque’ smiddleclassneighborhoodin
Rabat, hedepl ored theabsenceof libraries, museumsor other resourcecenters
that could shieldtheyouthfromtherisksof idlenessand moral deviance. For
thelmam, itistheemancipatory dimension of cyberspacethat must bestressed.
Inaway, the Imam’sview isin tune with the perception of the important
contribution of thelnternet totheexpansion of interactionand communication
inthepublicsphere. Thecentral argument onthissideisthat new information
technol ogiesarehel pingtodismantletraditional power structuresby allowing
previously disenfranchised groupsto publicizetheir concerns.

Alongwiththisview, thereisaconcernamongthegeneral publicthat highlights
therisksof computer-mediated interaction ontheaffectiveand performative
identities of Internet users. A therapist who runs aweekly section on sex
educationinaMoroccan daily newspaper reportsthe story of awomanwho
blames Internet chat for turning her 17 year old son into ahomosexual: “|
accidentally cameacrossaletterinmy son’ sroom{...] andthat’ show | found
outhewasgay. | can’t believethat my only sonisahomosexual andit’ sinternet
chat which hasturned himinto one” (Harakat, 2002, p. 9). Theauthor also
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reportsthestory of athirty year-old womanwho sought therapy to* survive”
an addiction to Internet chat and an “emotional dependence” on virtual
correspondence. Thetherapi st explainsthat both casessupport theargument
that virtual exile provides an alternative space to the inhibitory world of
everyday life. Theargument hereisthat instead of regul ating accessto the
I nternet or passing |l egisl ationto ban accessto cybercaf ésto underagechildren
— assomeM oroccan parliament membershave proposed— thealternative
approach would be to sensitize the public about the risks of a“mindless
addiction” totheworld of computer-mediatedinteraction.®

Thesevignettesreiterate someethical and psychol ogical concernsthat have
traditionally accompani ed the expansion of technol ogical innovations. The
freedomintrinsictoanew technol ogy hasoften been bracketed betweenthe
promiseof amoreeffectivetransmission and dissemination communication
model andtheanticipated risksof aritual of interactionthat could jeopardize
theorganizational order of lifeworldrelations. Incontemporary Morocco, the
ongoing deregul ation of telecommuni cationspolicy ismediatinganexpansion
of the public sphere and reconstruction of gender and power relations.
However, thisliberationisal so generating attemptsby conservativeforcesto
reproduce the dominant normative model of spatial production onto the
emergent space of the new mediaand communi cation technol ogies.*

Thischapter arguesthat virtual hrigistobeviewed asagrassrootsalternative
totherestrictivenormsof thepublic sphererather thanan escapefromreal life
limitations. Similarly, | contend that the construction of cyberneticidentities
providesdisenfranchised communitieswith aresistance spaceto deal with
global exclusionand marginalization. Cutting acrossbotharguments, | maintain
that computer-mediatedinteraction, especially throughthediscursiveforumof
chat roomsand email discussiongroups, underlinesan expansion of thepublic
sphereand callsfor thearti cul ation of acommuni cativemoded whosenormative
conditionscan reconstruct thedividebetween the publicand privatespheres
andtranscend theborderlinesbetweenvirtual reality and social space.

| beginwith somereflectionsonthe method of approachto I nternet research
and computer-mediated interaction. Inthesecond section, | provideabrief
discussion of theexpansion of Internet and cybercafécultureineveryday life
of Moroccans. Thethird section attemptsadescription of sitesinwhichvirtual
interaction may bereconstructing gender and power relationsinMorocco. In
the concluding section, | highlight waysin which Internet culture may be
expanding the public sphere and rewriting the normative conditions of its
devel opment.
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On Method: Research and I nter net
Culture

In The Second Self: Computer sand theHuman Spirit, Sherry Turkle (1985)
arguesthatinan*“ethnography of ascienceof mind,” theessential questionis
“how ideasdevelopedintheworld of ‘highscience’ are* appropriated’ by the
cultureatlarge.” Turklerightly statesthat suchinvestigation*callsfor agenre
of field research with some special qualities’ (p. 317). Though | have not
borrowedfromtheclinical interview style, | maintainthat an understanding of
theinterrel ation between thoughtsandfeelingsand computer-mediatedinter-
action requires a special field approach. In The Anthropology of Online
Communities, S. Wilson & L. Peterson (2002) review dominant research
guestionsthat haveinfluenced the study of thelnternet. Quoting Hakken's
insightful statement that theincorporation of popular rhetoricontechnologyin
scholarly Internet research hascreated “ multiple, diffuse, disconnected dis-
courseswhichmirror thehypeof popular cyberspacetalk” (ascitedinWilson
& Peterson, 2002), Wilson & Peterson go on to suggest that research be
brought back from:

cyberspaceand virtual reality into geographical, social spaces, to
address a variety of issues such as the ways in which new partici-
pants are socialized into online practices, how gendered and
radicalized identities are negotiated, reproduced, and indexed in
onlineinteractions; and how I nter net and computing practicesare
becoming normalized or institutionalized in a variety of contexts
(Wilson & Peterson, 2002).

Wilson & Peterson (2002) also call for asimultaneousinterestinonlineand
offlineinteractions*to addressimportant issuesof thesocial roleof technology,
therel ationship between languageand technol ogy, and questionsof accessto
technol ogiesintraditionally marginalized communities.”

Inhisstudy of cyberspace community organizing, Stoecker (2002) concludes
that the I nternet contributesto the construction of both weak and, at times,
strongties. Stoecker prai sesthelnternet and computer-mediatedinteraction
for their important contribution to the emergence and devel opment of an
internationally organi zed oppositiontoglobal capitalismgoingasfar asto state
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thatitis“difficulttosay whether thisinternational level of community organizing
could haveoccurredwithout thelnternet” andthat [ at] thevery least, itwould
havebeenal ot much moreexpensiveandtime-consumingfor activiststofind,
devel op, and coordinate mobilizablenetworks” (p. 153).

Referringtotheldamicporta “1damOnline,” J. Anderson (2001), for example,
showshow thissiteservicesM uslimsacrosstheglobeand playstheroleof the
traditional “ Shaykh” by providingformal andinformal counsel onreligiousand
mundaneissues, especially for Muslimwomenin Diaspora. Anderson makes
thepointthat:

the medium [ cyber space] affordsa continuum not only of formats
from counseling to religious ruling but also a continuum of
interaction fromsilent and self-directed seeker to actively engag-
ing the shaykh. Moreover, they are accessible internationally,
effectively creating a new public that itself combines traditional
elements with modern technology (2001).

Inamorefocused study, V. Mamadouh (2001) analyzestherol eof computer-
mediated interaction in the design and construction of aDutch Moroccan
identity. Mamadouhrefersto Websitesas* agendasettersand gatekeepers’
becausethey mediatethe construction of identitieson the basisof selected
content they proposetotarget publics. Moregenerally, Mamadouh concludes
that for young Dutch Moroccans, “the Internet may also provide waysto
escapethe closed group of peersat school andinthestreetsand widentheir
horizons while constructing a self-defined identity and deciding to which
group(s) they want torelate(most)” (p. 262).

It seemsthat irrespectiveof approach or methodol ogical design, most I nternet
researchisnow keenontranscendingthedividing linebetween virtual and
social reality, ononehand, and computer-mediatedinteractionand other forms
of communi cation and networking, ontheother. Theonline/offlinedichotomy
or theelevation of aform of interaction over othersdisplacesthedynamicsite
whereidentitiesarenegotiated and overlookstheimportant role of agency.
Computer-mediated interactionislikely to extend to mobile phoneand, at
times, toface-to-facecommunication. Itisnow quitecommonin Moroccan
cybercaf ésto seel nternet userschatting onthe phoneat thesametimeasina
privatechat box. What must beunderlinedisthat onlineperformancesarenot
only simul ated rehearsal sin adisembodied virtual world but, for regular Net
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communi cants, they havebecomeanintegrated part of everyday experiences.
Inthewordsof Mitra& Schwartz (2001), a* metaphoric shift” isneeded “to
understandtheroleof thelnternetineveryday lifeand moveaway fromthe
naturalized understanding that the I nternet isatool for entering cyberspace
only. Itisindeed atool for livingbothin cyberspaceandreal lifeand thusthe
understanding of thelnternet liesintherealm of cybernetic space.”

To accelerate this metaphoric shift, Mitraand Schwartz propose the term
“cybernetic” asthespacein-between cyber spaceandreal life. They point out
that most I nternet research hasfocused either onthediscursiveor behavioral
aspectsof Internet useand hasconsequently failed to conceptualizethe space
where the discursive and behavioral merge. To overcome this conceptual
limitation, Mitraand Schwartz proposethenotion of “ cybernetic space” to
alow for “thesimultaneousunderstanding of boththereal andthecyber asone
conceptual wholeandthelnternet can beanal yzed fromboth perspectives.” In
addition, they arguethat:

The emphasis on the cybernetic space [...] makesit important to
see how people behave when they are faced with the discour se of
Internet as they are able to re-negotiate their identitiesin cyber-
netic space. The behavioral in the real can become influenced by
the discourse encountered in the cyber and it is the sum of the
behavior sand the discour sesthat need to be studied together when
looking at cyber netic space. Thisrecognition could lead to a new
set of resear ch agendas and goal s as we examine the I nter net and
the many technologies that are being built to make it easier for
people to access the discourses and then live in cybernetic space
(Mitra & Schwartz, 2001).

Themetaphor of cybernetic spaceallowsobservation of thezoneof interplay
betweenthereal andthevirtual. However, evenif diasporic peoplecreatetheir
ownvirtual communitiesand construct autonomousidentities, theelementsof
“location, nationality, and movement” may remainasimportantintheinvented
virtual world asthey areinreal life. In chat rooms, auser’ sidentity isfirst
established by announcing his/her sex, age, andlocation (gender, class, and
geographical location). Information on sex, age, andlocation (ASL) isoften
decisiveintriggering theinterest of other chat usersor starting individual
relationships. Likewise, chat usersmay prefer certainvirtual locationsto others
and, infact, tendto becomeregul arsof selected chat sites. Such behavior may
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bemotivated by thedesireto*home” thevirtual locationandturnitintoone's
private cybernetic space. However, theemergence of diasporicvirtual com-
munitiesor cyberneticrel ationshipsislargely mediated by theuser’ sidentity
“in” and“out” of thecyberworld. Whilecybercaf éownersagreethat themost
popular chat sites are “www.caramail.com,” “www.amitié.fr” or
“www.abcoeur.com,” most of my femaleinformantsstatethat they areal so
regularsat “www.arabia.com” becauseitisthecongregationsitefor Arabs
from different geographiclocations. Accordingto my informants, Moroccan
femalechat usersprefer cybernetic correspondencewithfellow Muslimsfrom
Europeor North Americabecause, in casethevirtual correspondencedevel-
opsintoamore* serious’ relationship, itwouldbeethically viableand socially
moreacceptablefor themtowedaMuslim. Thisiswhy most of them prefer not
tocommittoacorrespondencewhentheuser’ sidentity doesnot correspond
totheprofilethey seek.

From aconceptual perspective, the idea of cybernetic space validatesthe
notionof virtual community by tyingittoreality. Also, emphasisontheinterplay
between “real life” and “cyber identities’” corresponds to the dial ectical
interaction between what Victor Turner (1982) calls “social drama’ and
“liminality.” Turner definessocial dramaasan* experiential matrix” which
consistsof “[b]reach, crisisandreintegrativeor divisiveoutcomes’ (p. 78). The
cultural life-world of social dramarestsupon adialectical process, which
engagestheseriousandtheplayful, structureand liminality, and order and
randomness. Thisdialectical processfindsitsarticulationinliminal spheres
wheremoral, artistic, analytical, andritual ordersof culturearesimultaneously
inploy andinquestion. This* betwixt and between” phase, Turner asserts, is
“humankind’ sthorny problem[...] [and at] thesametime[...] our nativeway
of manifesting ourselves to ourselves and, of declaring where power and
meaning lieand how they are distributed” (Turner, 1982, p. 78).° Liminal
spacesand interactionscan mediate conditionsfor community formation by
channeling subversiveand oppositional perceptionsthat act asabacktalk to
dominant worldviews. Thus, cyberneti c spacebecomes, along Geertz' s(1973)
definitionof culture, asitewhereindividual screateaweb of symbolicsocia and
power relationstorehearsetheir identitiesand subject positions.

In conducting the present study, | sharewith J. Abdel nour Nocera(2002) the
epistemol ogical foundationshelistsfor cyber research. | startfromthepremise
that:
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A person living in virtual settlements is [...] conceived as a
responsible creating agent with a history of itsown. Asinreal life,
significationin cybercommunitiesisa collective achievement, and
each one of the members inside that collective recreates, repro-
duces and changesit (Fernandez, 1994). This vision of the know-
ing process turnsinquiry not into a simple discovery or a critical
method of analysis, but into a complicituous partner within the
meaningful systems in which we live, whether virtual or real.
Cyber research, as any other sociocultural inquiry, is part of the
reality-producing enterprise (Anderson, 1992; Caputo, 1992).

Inaddition, asageneral rule, conceptsare constructed ideas/idealsand as
such, they areresiduesof commitmentsand expectati onsbut al so of apprehen-
sion and skepticism. Thereliance on “concepts” to define forms of social
organizationand waysof lifeisanarduousendeavor that needsclarification.
Theconstructionof anideal isinitself anact with manifoldimplicationssince
it bearsdirectly ontherel ationship betweentheory and praxis. Societiesand
cultureshavenhistorically drawn onhome-designed andimported constructed
idealsfor self-identificationandfor bestowing“ meanings’ onthesystemsthat
regul aterel ationsamong group members. Myth, magic, art, religion, science,
and technol ogy are examplesof constructed ideal sthat have organized the
lifeworldsand systemsof human societiesfromthemostisolated and nomadic
tribestothe post-modernvirtual and cyberneticcommunities.

Thisperspectiveinformsmy reflectionsontheorganizinginteractionprinciples
between real life and cybernetic spatial relations. However, | have been
interested in cybernetic spaceonly insofar asitrelatestothepoliticsof the
public sphere and cultural politics. Similarly, | define the importance of
cybernetic cultureintermsof itscontribution to the ongoing reconstruction
processes of power relationsin contemporary Morocco. | approach com-
puter-mediatedinteraction, ingeneral, andthelnternetin particular, asmedia
of emancipation. My perspectiveonthecyberneticworldiscommittedtothe
view that the Internet has “produced new public spheres and spaces of
information, debate, and participationthat containthepotential toinvigorate
democracy andtoincreasethedissemination of critical and progressiveideas’
(Kellner, 1998, ascited in Dahlberg, 2001). However, even concerning the
frequently cited case of Internet use by the Zapatista activistsin Mexico,
theoristshavewarned against romanti cizedinterpretationsof I nternet commu-
nication.® AsWilson and Peterson have noted, case studieswhich research
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onlinecommunitiesinthecontext of geographical groupformation*illustrate
how offline social rolesand existing cultural identitiesare played out, and
sometimesexaggerated, inonlinecommunication” (Wilson& Peterson, 2002).
| alsotakenoteof their statement that “ researchinmultilingual, multisided
Internet experienceswould contributeto debatesintheliteraturewhich seeks
to position studiesof mediated communication and technology inlocal social
and communicativepractices’ (Wilson& Peterson, 2002).

Thisresearch seeksto extend theexpl oration of computer-mediatedinterac-
tionand appropriation of new mediaand communication technol ogiesto non-
Westernsocial and cultural environments. Theoretical designsgaininstrength
andrichnesswhenthey travel to new and diversetest-grounds. Intraveling
theory, asClifford hasnoted, “ the organic, naturalising biasof culture—seen
asarooted body that grows, lives, dies, etc. —isquestioned. Constructed and
disrupted historicities, sitesof displacement, interference, andinteractioncome
moresharply intoview” (ascitedinBelghazi, 1995, p. 166). Furthermore, an
interpretationof cultural and communi cationstudiesintermsof travelingtheory
isof “particular interestintheM oroccan context” since, asBelghazi (1995, p.
166) argues:

(...) there has always been a powerful trend among Moroccan
intellectual sto conceptualize scholar ship asa site of travel and to
perceive uprootedness as inextricably linked to dissent. Thus,
when schools were founded in the fourteenth century during the
reign of the Merinid dynasty, one of the most outstanding scholars
of the time, Cheikh Abili, objected to them on the ground that they
tied scholarsto particular placesand madethemdependent onthe
authorities which paid them (Al Wancharissi, 1981: 479).

Thereisalesson for cultural workersto take from thisfourteenth-century
thinker. If scholars back then resisted placement and containment within
circumscribed borderlands, it would be untenable on our part to insist on
dwellinganarrow worldof cultural and mediatheory intheageof theWorld
WideWeb. Furthermore, thenotionof virtual hrigisitself anathematoborders
or frontiers. Hrigisprimarily about transgression and theimpl osion of borders.
Itisabout navigation, displacement, and estrangement. At thesametimeasit
implodesborders, it al so setsoff aninteraction processbetween social space
and virtual habitat, local geographiesand global networks and beginsthe
conversationonidentity, subjectivity, and power relations.
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Asacultural worker, | have been receptive to both popular and scholarly
conversationson cybercaf é cultureand computer-mediatedinteraction. While
qualitativeresearchfindingsmakethespineof thisresearch, | haveal sobeen
attentivetoall the* noises’” accompanying theexpansion of new mediaand
communication technologies. | have observed how, in acybercafé near a
mosquein Rabat, at thecall for theprayer, Net communi cantsexit the* profane’
World Wide Web and cross over to the sacred realm of the mosque. The
smoothnessof thetransition givesinsightintothetrans-border zoneintowhich
identitiesemerge. | havetraced the beginning of apopular construction of
cybercafécultureand computer-mediatedinteractioninprint and visual media
andgrapevinestories. Inparalel, | haveborrowedfromthegeneral guidelines
of ethnographicresearch. | havedoneobservationin cybercafés, conducted
unstructured andin-depthinterviewswithInternet users, and organizedfocus
and debategroup meetingsonissuesinvol ving technology and cultural implica
tionsof computer-mediatedinteraction. Intotal, | havemet with 220 young
people aged between 18 and 25 years. Femal es constitute about 65% of the
samplepublicl haveinterviewed. Thechoiceof thisageand gender category
of Internet usersispremised onthe personal observationthat youngwomen
represent adominant segment of cybercaféclienteles. Thisdecisionisalso
based onthe assumptionthat women’ sonlineand cybercaf é experience may
provideabetter insightintotheinterplay between computer-mediatedinterac-
tionandidentity construction.

Finally, though | havevisited cybercafésin middleand lower middleclass
neighborhoods in Rabat, Casablanca, and El-Jadida, three Northwestern
Moroccancities, issuesof classor statushavenot beentaken ascriteriafor the
selection of the sample. Also, my primary interest has been the study of
emergent cybernetic culturewhichonlineinteractionisgenerating. Rather than
onlinediscourse or performance, my interest isin the textual tapestry that
accompaniestheexpansion of chat and Internet culture. Though| donotclaim
that thisresearchallowsfor extrapol ationson theeffectsof computer-mediated
interaction onthedominant culturein contemporary Morocco, it nonethel ess
indicatessomeof thestrategiesavailabletotheyouthtoreconstruct power and
social relations. In the next section, | proceed with adescription of online
interactionand cybercaf éculturein Morocco.
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Online Interaction and Cybercafé
Culture in Morocco

Likemost African countries, Morocco suffersaseriousdelay inintegratingthe
global information society. Whether intermsof policy, cost or teledensity,
accesstoinformation and communicationtechnol ogiesisnot yet possiblefor
the mgjority of the population. Whileit isone of the high-ranking African
countriesintelecommunications*” policy,” Moroccostill lagsbehindintermsof
fixed line teledensity. By 2001 there were only 5.03 telephones per 100
inhabitants. Connectivity, too, isvery limited sinceonly 0.35% of Moroccans
arelnternet users(Hafkin, 2002).” Whiletheremarkabl e expansion of mobile
telephony hasbrought theratio of Moroccanswith accessto atel ephoneto 1
out of 4, thedeclineof thefixed serviceisaffecting thegrowth of thelnternet.®
HaaBagain,anArab AdvisorsGroup’ sanalyst, hasinsightfully observedthat
it may bethat “thelack of interestinthefixed servicestender istherelative
underdevel opment of the I nternet and datacomm segmentsin the country,
whichmakesinvestinginfixedservicesevenriskier” (ascitedinHatif Telecom,
n.d.).

However, though Internet serviceisstill at afledgling state, therehasbeenan
extraordinary interestincyber cultureover thelast fiveyears. Theexpansion
of computer-mediated i nteraction hasgenerated new jobsand affected the
urbanlandscape. Thebusinessof I nternet serviceprovidershasboomed and
thereishardly aneighborhood today that doesnot haveitslocal cybercafé.®
Quiteafew caf éshavetransformed their upstairssectionsinto cybercafés.
Though updated estimates put the number of Internet usersat 500,000, itis
quiteinterestingto know that thisnumber may have exceeded that of readers
(Zyne, 2002).%° Despitethe competitive environment created by the recent
introduction of theprovider Maroc Connect (asubsidiary of French Telecom),
only 5% of M oroccan housesare connectedto thelnternet, whilethisservice
isyetinaccessibleinpublic schoolsand universitiesand remainstheprivilege
of topmanagersin privateand publicinstitutions. A recent government agency
survey intheworkplacehasreveal ed that so far morethan 60% of small and
mid-sized enterprisesare not connected to thelnternet. The samestudy has
shownthat only bigorgani zationsareinvestinginthenew technol ogies, while
only 25,000 enterprises out of 75,000 industrial unitsare connected to the
Internet service (ascitedinMouhcine, 2003, pp. 1-2).
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For the general public, cybercafés have played a substantial role in the
expansionof cyberculture. For aprice, whichrangesfromeightto 11 dirhams
an hour depending onlocationand avail able services(about $1), cybercafés
areopentothegeneral publicincludingchildren. Initseveningnewson April
8, 2002, Channel 2M ranareport onthegrowingimportanceof cyberculture
inthelifeof Moroccanyouth. Thecyber clientsinterviewedfor thereport stated
that they spent an average of four hoursaday inthecybercaf é chattingonthe
Internet and most of them admitted an addiction to computer-mediated
interaction: “ Chat hasbecomean essential performanceinmy everyday life.
Just likel need my morning coffee, | also need achat sessionto start theday
with,” oneinformant said. Another intervieweeconfessed that heoften stayed
inthecybercafétill hestarted dozing onthekeyboard: “| canspendupto 12
hoursaday inthiscybercaféand morethan 100 dirhams($10). My parentsare
now more and more concerned about the time and money | spend in the
cyber.” 1t

Morocco is apromising market for new information and communication
technol ogies, ashasbeen shown by theamazing expansi on of mobilephones
andthepriceof $1,200,000,000tel ecommunicationsgiant Vivendi haspaidfor
the exploitation of a second phone license. In the words of its president,
Forcom, anannual meetingwhichbringstogether telecommunicationsexperts
and policy makers, aims at developing the infrastructure and content of
information and communi cationtechnol ogies(mediaandthelnternet) “tofind
solutionsso asto reduce and attenuatethe phenomenon of ‘ digital fracture’
which leadsto exclusion” (ascited in Oudoud, 2002). In an inaugurating
statement to Forcom 2002, ahighgovernment official statedthat thelnforma-
tionand Communi cation Technol ogi essector madeadecisivecontributionto
thedevel opment of thecountry between 1995-2000: “ The[sector’ s] contribu-
tionconsi stedinthemost important sectoria investmentsnever matched by any
other economic activity inMorocco[....] They enabled usto catch up with
yearsof considerabledelay andto createan important valueadded” (ascited
in Oudoud, 2002). In his turn, the Secretary of State of the Post and
Information Technol ogieshasbeen aggressively pushingfor a“10million
Internet usersby 2010” project. Heisconfident that theannual statefundsof
1billiondirhams(about $100 million) set for thesubsidy of I nternet devel op-
ment makesthisambitiousproject very realizable: “Wemust acceleratethe
establishment of thefundsto be abletoimplement our strategy concerning
information technologies.” Inhisopinion, if Moroccan economy isto stay
competitiveinaglobal market, thestate should usethesefundsto subsidize
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I nternet connectionfor administrations, school s, and small enterprises(ascited
inOudoud, 2002). Thenext section exploressomeof thewaysinwhichcyber-
interaction may be contributing to the expansion of the public spherein
Morocco.

Cyber-Interaction and the Public
Sphere

Accessto thelnternetisgenerating spheresand culturesto predominantly
young publics.*? For school and university students and researchers, the
Internetisused asastrategi c alternativetotheshortageinacademicand public
libraries. TheM oroccan soci ol ogi st FatimaM erniss hashumorously remarked
that instead of vainattemptsto maintainweak university structures, it might be
morebeneficial for thestateto“ convert cybercafésinto school sand colleges’

(Mernissi, 2003, p. 35). For most studentsand academics, the cybercafé may
betheonly resourcecentre: “1 regularly usethelnternet for my research paper.
Infact, there’ shardly aday when| don’ tvisitacybercafé. | alsousethelnternet
tocorrespondwithmy friendsfor | don’ t haveenoughtimetowriteletters,” a
university student told me. For others, theInternetisthefastest, cheapest, and
maost efficient resource centreto get information about European and North
Americanacademicinstitutions. Likewise, managersand sel f-employed pub-
licsarebecoming dependent on I nternet servicestotrack businessopportuni-
ties, carry out transactions, and stay competitive. AsillustratedinFigurel, the
cybercaféhasabout 70% of thetotal distribution of leisureand socio-cultural

resourcecenterswhiletheuniversity hasnomorethan8%. Inrural areaswhere
thereareno cinemas, theatersor sportscenters, thecybercaféisoneof thevery
few resource centersavailabletotheyouth. For both malesand females, the
Internet seemsto bethefourth most practiced|eisureactivity (Figure2).

Another segment of Internet publics, especially adol escents, usesthelnternet
toaccessaworldthat isotherwiseunder thestrict control of social and state
censoring authorities. For thisyoung public, regular visitsto adult siteshave
becomeanintegrated part of their quest experiencefor identity formation: “I’'m
not ashamedtosay that | tendtovisit sitesthat show adult material. Thosewho
havedigital TV arenobetter than | am sincethey useit for the same purpose.
In addition, I'd rather spend money on this service than develop deviant
behavior. | only watch picturesand | try tobeasdiscreet aspossible” (ascited
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Figure 1. Distribution of leisure and socio-cultural resource centersin
rural and urban zones (%)*3

Place Urban | Rural
Mosque 96.6 96.1
Téléboutiques 95.6 45.7
(providers of pay phone
service)
Kindergarten 935 51
Café 90 58.6
Primary school 86.6 86.6
Secondary School 731 59.30
Middle School 73.1 30.4
Neighborhood Hospital 73.1 57.9
Cybercafé 70 25
High School 59.3 8.7
Stadium 51.9 42.1
Women's Center 43.8 16
Y outh’s Center 39.8 11.9
Library 35.2 3.6
Cinema 24.3 0
Conservatory 14.6 0
Sports Center 13.6 0
Theater 9.8 0
University 8 0

inM. F., 2002, p. 5). Though cybercaf éownerscannot technically monitor the
sitestheir customersvisit, most of them adopt the strategy of “ open-view”
position of computer screensto deter usersfrom downloadingillicit adult
material. Somemanagersview their cybercafésascultural centersandtheirrole
asmoral guardians. They resent thethought that their businesspremisesbeused
tomediatemoral corruption: “When| caught a10-year-old child downloading
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adult material, | cleaned all stationsfrom children’ sgamesand decided to
prohibit entry tountutored children,” acybercaféowner explainedtome. The
mediaalsoreport hilariousstoriesabout I nternet usersand adult sites. Two
reporters, for example, tell the case of two ten-year-old boyswho said they
weresearchingfor “islamway” but ranintoan adult siteinstead, or that of a
recently wedded young manwho confessed hewashopingtoget adult material
fromthelnternetto* spiceup” hismarital life(Bentaleb & Tribek, 2003, p. 7).

Another integrated part of cyber-interactionis®chat.” Most of my informants
state that “chat” constitutes one of their most entertaining and “liminal”
cybernetic performances. For cybercafé owners, chat addicts are “good
clients” sincethey generally spend morefor their cyberneticjourney. Chat
addictswillingly admit that they almost alwaysend up spending moretimeon
theNetthanthey initially intendto: “1 comehereto spend oneor two hoursand
| alwaysend up staying four to five hours,” oneinformant said. “| start by
answeringmail, then| visitsitesof relevantinterests, and | alwaysfinishwitha
chat sessionthat may last uptothreeor four hours.” Another high school chat
addict admitsthat hisparentsarebecomingincreasingly concerned about the
timehespendsat cybercaf ésand theamount of pocket money henow requests:
“My father doesn’ t know much about the I nternet and al most nothing about
chat, so he can’'t understand why | need to spend three or four hours at a
cybercafé.” Evenintheworkplacewherelnternet chat isnot tolerated, M SN
M essenger ismediating anew cybernetic behavior: “1 nolonger havetoleave
my work stationto get adocument fromacolleague. Now, it’ sall doneon-line.

Figure 2. Distribution of leisure activities (%)

Leisure Activity | Male | Female | Total
Reading 56.5 55.4 56
Sport 717 35.3 55.3
Travel 46.7 44 455
I nter net 24.4 194 22.2
Cinema 22.3 9.6 16.8
Music 8.7 3 6.2
Arts 7 6.9 7
Theater 5.1 3.6 45
Other 6.8 6.9 6.9
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Chat hasal sobecomeanoutlet toreleasework stressandtension. It feel sgood
tochat withfriendsand exchangefunny documentsbeforeyouresumework,”
aninformation engineer confesses(ascitedin* ¢atchatche,” 2002, p. 45).

Others, still, use computer-mediated interaction asastrategic approach to
break freefromaninhibiting spatial exileimposed onthem. Thecombination of
agrowing cultureof despair among theunemployed and theyouthingeneral
and the daunting requirements European and North American embassies
imposeonvisaapplicantsurgemany exileseekersto usethelnternet to“ hunt”
for potential partners, asoneof my informantsput it, and bypassthedeterrent
regulationsframed by | egislatorsand policy makersin European and North
American capitals. Stories about Moroccan young men and women who
encountered their spousesin chatroomsand who now enjoy thestatusof legal
residentsin Europeor North Americaconstituteanimportant body of Moroc-
can youth culture. Iman tells of three “wonder” storiesin her immediate
entourage. Her brother, for example, met ayoung Moroccanresidentin Spain
inachatroom and hasbeen maintainingasolidrelationshipwith her. Whentheir
cyberneticinteraction devel opedinto astrongrel ationship, shecametovisit
and stayed with hisfamily for onemonth. Imaniscertainthat her brother’s
relationshipwithhislinternet correspondent will culminateinmarriage. Sheal so
tellsthestory of acybercaféowner who chatted with aCanadian womanfor
morethanayear beforeshedecidedtopay himavisit. Their real lifeencounter
further cementedtheir rel ationship. They married shortly after andthecybercafé
ownerisnow “happily” settledinMontreal . Imantellsalsothesad story of a
relativewho chatted withan American correspondent for about fiveyears. His
family blessed their engagement and everyonewasl ookingforwardtotheir real
lifeencounter. So, whenthenewscamethat hisAmericanfiancéesuccumbed
to cancer, thewholefamily wasmovedtotears. Imantold how for weeksher
relativereceived condolencesfromfamily andfriends, asisthecasewhena
family losesabel ovedrel ativeor acquaintance.

Moroccanyouth culturenow thriveswith storiesandtaleslikelman’s. Ina
focusgroup, Hicham, a23-year-old middle school dropout, saysheusesthe
I nternet asastrategic meansto negotiatethe* socio-economic pressure” in
Morocco. Hegivesasexamplethecaseof ayoungwomanin her latetwenties
who met an Italian in achatroom, cyber-interacted with him for about six
monthsbeforethey marriedand movedtoItaly. With aslightly envioustone,
Hicham adds that “lucky are those who have had similar opportunitiesto
migrateabroad.” When pressed to say whether hereally believedthat I nternet
chat wasan effectivesol utionto one’ sproblems, hetoldthegroupthat if hehad
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had abetter mastery of French, hewould havemarried amiddle-aged French
woman and would havelong beenlivingin Europe.

“Success stories’ about young men and women who married foreigners
encounteredinvirtual chat roomsand migrated to Europeor North America
havegenerated apopul ar enthusiasm about the power of thisnew interaction
medium. Aninformant hasstated that in someworking classneighborhoods,
familiesarenow encouragingtheir childrentotakeupto I nternet chat withthe
hopeof encountering potential partnersto hel p them get thenecessary papers
forimmigrationvisa. Under thetitle, “ Chatroomsleadtojail,” aMoroccan
newspaper reports the case of afamily feud in which the 21 year convict
assaultshiscousin becausethelatter fail ed to use hisInternet competenceto
findwork for hissisterintheU.S. Thecase, asdocumentedinthecourtfiles,
tellsof how thevictim hasused the I nternet to get hissister an employment
contract asababy-sitter for an Americanfamily and how hemanagedtoget her
all therequired paper work for immigration. When the news spread in the
family, thevictimwasapproached by many of hisrelativeswhowantedhimto
find them employment contractsabroad. Hisunclepaid him $150tofind his
daughter ajobintheU.S. However, hisclients soon becameimpatient and
family relations started deteriorating. Soon, aquarrel betweenhimandhis
cousinledtoafightinwhichthevictimwasaggressively assaulted. Hewas
miraculously saved from death and hisassailant washeldin court awaiting
judgment (Y assine, 2002, p. 7).

Inthiscontext, theissueisnot whether chat can actually mediateamarriagededl
or an employment contract abroad. Rather, what should beunderlinedisthe
fact that computer-mediated informationisnolonger merely amediumto get
tocyberspaceor interact withvirtual beings, butthatitisincreasingly affecting
people’ severyday life. Cybercultureisnow strategically appropriated by
different groupsto upstagetheexclusivepoliticsof the* global village.” For
thesegroupsand publics, statementssuch as” porousborders” are“not” mere
figuresof speech but expressionsof alternative possibilities. Thefact that
aternativepossihilitiesaresoughtinthecyberneticworld of thel nternet makes
for aninterestinginteraction between spatial productionand new communica-
tiontechnologies.

Net communicants also assert that the world of chat isopen to all kinds of
participants, including perverts. Femal echat usersconstitute primetargetsfor
thistypeof chat roomvisitor. For most femal eusers, malesare not asmuch
interestedininteracting asthey areinweavingintimaterel ationships. M ost
femal eintervieweescomplainthat malelnternetinterlocutorsaretoo quick to
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ask for thepersonal mobile phonenumber or email address. Femalechat users
also resent the visitors who break the decorum of chat debate by using
improper language (“flaming”), lack of respectful listening to others and
continuousinterruption of discussions. Somemalechat userstry tobeprovoca
tiveby choosing plaindegenerate pseudonyms. Inthesameway, thereseems
tobeageneral convictionamong I nternet usersthat somefemal esappropriate
thespaceof chatroomsto“hunt” for clientsor establish*lewd” relationships.
My informantsal so seemto know of acommon practicewhereinsomefemale
I nternet users choose to get back at their forlorn boyfriends or partners by
giving away their phone numbersto correspondents met in chatroomsand
deliberately misleadingthemto believeinthe prospectsof apervertedliaison.
Insuchsituations, thevictimized mal eprotagoni st usually endsup changing his
phonenumber to stop theflow of callerswhotakehimfor thefemal eauthor of
theprovocativevirtual messages.

Chatroom performance also involves the “risk” of encountering the
counterdiscourseof sexual pervertsor gays. A newspaper articlereportsthe
story of achat user whotellsof hiscorrespondencewith agay Net communi-
cant. Theinformant admitsthat hischat pseudonym* Réveur doux” (Tender
dreamer) may haveattracted thegay surfer who started the correspondence.
Theinformant alsotell sof how hechoseto keep the correspondenceinorder
“toquenchthethirst of hiscuriosity” concerningthe* psychological make-up of
thisunusual communicant.” Oncehegot hiscorrespondenttoconfideinhimhis
innermost fantasi es, theinformant realized that the*” playful interaction” was
leading into grey areas and decided to put an end to the correspondence
(Chatbi, 2002, p. 16).**Whilethey confirmthe premisethat I nternet spaceis
shot throughwith conflictsand contradictions, theseexperiencesal sohighlight
thecontribution of computer-mediatedinteractiontotheon-going deregul ation
of the public sphereand opening up of debateontoissueswhichtheconserva-
tivepower structureinsi stson subordinating and silencing. Inthenext section,
| draft aninterpretiveanalysisof aset of cultural implicationsthat cybernetic
interaction may behaving on gender relationsin Morocco.

Gender and Cybernetic I nteraction

Thelnternet’ scontributiontotheongoing reconstruction of gender relationsin
Moroccoisbetter viewedinlight of thenormsthat rulethedistribution of space.
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In M oroccan society, i nteraction between men and womenisproduced and
reconstructed through ahierarchical mapping of space. Thegender divideis
institutionalizedthrough astrict definition of spatial practices: “ (strict) space
boundariesdivideM oroccan soci ety into sub-universes. theuniverseof men,
theUmmay(nation) universeof religionand power and theuniverseof sexuality
andthefamily” (Mernissi, 1975, p. 81). Ingeneral, thoughwomen haveaccess
to public spaces, stepping out into the street isstill felt by many asan act of
trespassing into ahostile male domain. Thismay explain why female Net
communi cantsenjoy theanonymity of theWorld WideWeb, whichallowsthem
tobuildrelationshipswithout compromising themsel ves.

Ineveryday life, theissueof gender relationsreveal sthat performanceina
patriarchal structuremay involvelife-threateningrisks. Theguardiansof the
traditional patriarchal order take very seriously the playful strategies of
subversivediscoursesand do not hesitateto useintimidating tacticsto smother
emergent voicesof dissent. FatimaMernissi hasrepeatedly denouncedthe
“terrorist practices’ of thistraditional patriarchal system. Inanarticleentitled
“Laconversation desaloncommepratiquetérroriste” [ Salon Conversationas
aTerrorist Practice], shetellsof how, inthecourseof afriendly conversation,
themasculinist discoursecan abruptly turninto aterrorist practiceif “ threat-
ened” by afeminist counterdiscourse. Sheal soreportsthat she hasoften been
tyrannized by thearbitrary allegationthat sheis“totally cut off fromthereality
of her society,” that sheis*ignorant of ISamandtheTradition” or that what she
saysis“simply” plain“stupid” (Mernissi, 1982, pp. 37-39). Conversely, inthe
WorldWideWeb, Internet chat partici pantscan say “ anything” intheprivacy
of theelectronic network.

Theriposte of the self-proclaimed guardians of tradition can beeven more
violentinthecaseof femal esubjectswho defy thedelimited spatialized spheres,
asis“dramatized” inthetragicincidentaM oroccanwomenrightsactivist was
victimof in1991. TouriaJebrane, apopul ar stage actressand outspokencritic
of women’ sconditioninMorocco, wasschedul ed to appear onahighly rated
television program onthe M oroccan cablechannel 2M. Theshow, hosted by
awomanjournalist, wasparadoxically called“ L’ Hommeenquestion” (“The
ManinQuestion”). T. Jebranewasgoingto bethefirst femaleguest onthis
show. Two daysbeforetheschedul ed livebroadcast, shewaskidnapped and
subjectedtoviolent physical abuse. To makesureshewould not makeapublic
appearanceinthenear future, her kidnappersshaved her head: “ Thisisthekind
of treatment wereservefor womenwho dareassumeaman’ srole!” shewas
told (as cited in Daoud, 1993, p. 323). In parallel, while online identity
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constructionmay involveadegreeof risk, “ nobody can punchyouinthenose,”
asRheingold (1994, p. 3) hasputit.

Whether at the level of identity reconstruction or spatial and discursive
rehearsal s, thelnternet playsanimportant rolein mediating areconstruction of
gender relationsincontemporary Morocco. Thethriving businessof cybercafés
inmiddleand working classneighborhoodsisallowingfemal estoinvent new
spatial practicesand challengedominant power rel ations. Unlikecaf és, which
havetraditionally beenamaleterritory, theperception of thecybercaféasa
“neutral” cultural spaceinMoroccoismediatingwomen’ sappropriationof this
spatial practice. Thiscanbeobserved not only innewly opened cybercaf ésbut
alsointhereorganization of spatial productioninneighborhood caf ésthat have
transformed aninsidesectionintoacyber. Current femalecybercaféregulars
might haveonly occasionally, if ever, experienced acaféspacebefore. Ina
neighborhood café/cybercaféin Rabat, | have observed how the behavior of
femal e customerschangesasthey crossthecaf éterraceandinsidesectionto
gettothecyber intheupstairssection. Fromaswift and upright walk with eyes
level as she crossesthefirst two sections of the café, the femal e customer
immediately adopts a more relaxed attitude when she getsto the upstairs
section. Thefact that theupstairssectionis*hidden” fromthepubliceyemay
account for themore*® off-guard” position of femalecustomers. Y et, what is
important isthat thefemal e cybercaf é user takesadvantagefromthefact that
her visitstothisnew technol ogy spacearesocialy tolerated. Inacafé, afemale
runsmorerisksof “ staining” her reputation, afact that explainswhy evenacafé
regular tendsto avoid placesfrequented by her relativesor acquaintances.
Hind, an 18-year-old I nternet user whowearstheveil, statesthat shedoesnot
feel shetransgressessocial order by frequenting her neighborhood caf é/cyber
becauseshevisitsthecyber notthecafé. LikeHind, most femal elnternet users
are accommodating new information and communication technol ogiesto
rewritespatial production.

However, maleusersstill constitutethe mgjority of cybercafépublics. My
femaleinformantshaveal so confirmed thefact that therearemoremal ethan
femalepseudonymsinchat rooms.’> Asageneral observation, onemay say that
theappropriation of cybernetic spacecorrespondsto dominant cultural politics
that regul ate spatial productionanddistributioninMorocco. Also, thefact that
Internet serviceismainly availablein cybercaf és may act asadeterrent to
women’ sonlineexperience. Inthiscase, when Internet serviceisavailableto
morehousehol ds, onewoul d expect to seemorefemal e Net communi cants.
Y et, when asked if Internet service at home will substantiate their online
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experience, femal ecybercaféregularsshow anambival ent attitude. Whilethey
admit that homelnternet connectionmay further revitalizetheir onlineinterac-
tion, they alsofear | est thisadvantagewoul d affect their accessto public space.
Despitetheinconveniencesavisit tothecybercaféinvolves, femalelnternet
users seem to agree that such visits create more opportunities for them to
experience*real-life” publicspace. Theambival ent attitudeof femal el nternet
userstowardsthe cybercaf € providesinsight into the on-going interaction
between new information and communi cation technol ogiesand the public-
privatedividein Moroccansociety.

Though still at asmall scale, the cybernetic experienceiscontributingto a
reconstructionof gender relations. Theritual of chatinvolvessocializationinto
etiquetteof discursiveexchangeandintersubjectivepositioning. All female
informantsacknowledgethat achat roomisanon-regul ated spacewhereinone
encountersparticipantswith different motivationsandintentions. Myriam, 21
years, saysthat chat rooms’ visitorsnolonger surpriseher: “ Somedeliberately
seek tooffendyou. Therearealot of liars‘ out there,” racists, misogynists, and
someareplainsick intheir minds. But now theM SN Instant Messenger allows
you to interact only with those who are ready to meet the principles of
interaction you set.” Myriam asserts that she surfs chatroomsin search of
genuinerelationshipsand resentsdiscussionson sex issues. Layla, also 21,
adoptsdiscursivestrategiesto marginalizedisrespectful or discourteouspar-
ticipants. Sheself-contentedly tell sabout her experienceswith participantsshe
has*“tamed” and“ converted” into considerateand attentivedebaters. Laylais
consciousof thefact that her achievementsareimportant triumphsinwhat she
takesto beadeclared onlinewar against women.*®

Y et, at thisstage, onlinegender relations seemto foreground the degree of
mi sunderstanding and skepti cism, which characterizestheopinionthat Moroc-
canwomen and men haveof each other. Intheview of my femaleinformants,
mal e chat usersare poorly conversant with the etiquette of interaction and
discussion. Ingeneral, they hold against themal ack of genuinecommitmentto
thevirtual relationshipsthey start and anear total absenceof tact and sensitivity.
Myriamtellsof how, after shehasbecomequiteinvolvedinasix-monthonline
relationshipwithaMoroccanresidentintheU.S., her correspondent “ disap-
peared” without warning. For Myriam, “ only aM oroccan can behaveinsuch
arude and impolite way.” For her, it isinconceivable to “walk out” of a
relationship— beit avirtual one— without explaining thereasonsfor sucha
decisiontoher correspondent. Infact, malechat usersseemtofindincommen-
surablepleasureinventingflattering self-portraits. Y oussef, 19years, explains
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that, “themost effectivestrategy consistsinchoosinganenticingintroductory
statement to act asbait.” Onereliabletactic Y oussef recommendsisto*”be
smart enoughtowelcomethenew arrival by incorporating her pseudonymin
thewelcoming statement.” Asamatter of fact, Net communicantsseemto
agreethat thepseudonym playsakey roleinattracting correspondentsbecause
itisperceived asawindow ontotheuser’ sreal-lifeidentity. Thisexplainswhy
pseudonyms such as Mehdi, Zack, Hicham, or Moonlight (suggestive of
creativeand enterprising young men) arepopul ar among M oroccan malechat
users. Tofurther embellishtheirimage, most Internet malesurfersclaimthey
majorinMarketingor Advertisingand planto pursuetheir higher educationin
the U.S. or Canada. Omar justifies the reason behind the creation of an
embellished cyberneticidentity by claimingthat “ girlsalwaysfall for thiskind
of profile.” Omar al sobelievesthat I nternet usersarefurther encouraged by the
fact that“ sinceyou know youmay never meet your correspondent, youfeel free
toinvent thekind of identity youfancy!” (“catchatche,” 2002, p. 45).

ThenegativeimageM oroccanfemal echat usershaveof their malecompatriots
partly accountsfor their interestsin correspondentsfromother countries. Inthis
respect, “www.arabia.com” isoneof their favoritesitesbecauseit actsasa
forumfor Arabsfromdifferent partsof theworld. Accordingtomy informants,
M oroccanfemaleNet communicantshaveapreferencefor Arab expatriatesin
North Americaor Europeor correspondentsfromtheMiddle East and the Gul f
countries. AsNawal, 23 yearsputsit, Middle Eastern correspondentsshow “ a
disarming rhetoric and uninhibited affectiveand emotional sensibility,” an
opinionthat contrastswiththeimageshehasof theM oroccan I nternet user who
sheviewsas" arude, discourteous, and disrespectful conversant.” Conversely,
Moroccanmal el nternet usersprovideadifferent explanationfor themisunder-
standing that underlines M oroccan cybernetic gender relations. Rafik, 26
years, believesthat “Moroccanwomenfindit difficult tonegotiatetherealist
approach of M oroccan Net communi cantsbecausethey havebeen socialized
into aseductive style mediated by Egyptian and M exican soap operas and
enhanced by L ebanesevideoclips.” OthersblameMoroccan cultural repre-
sentations, whichlegitimize® macho” behavior whilestigmatizingfeminine
sensibility. Samir, 21years, admitsthat heis” quiteexpressiveandforthcoming
with Net communicantsfrom other culturesbut that assoon asheinteractswith
aMoroccanfemale, languagefail shimand hebecomestactless.”

L ast but not | east, cyberspacefunctionsasameeting spacewherefriendships
aremadeandrel ationshipsstarted and devel oped. Chat users,ingeneral, tend
tonursethehopeof extending cyber correspondenceto real-lifeencounters.
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Thepotential convergenceof cyber uponreal world experiencemakesof chat
andvirtual correspondence an alternativeto dominant gendered politicsof
gpatial productionanddistribution. Inthefaceof astrict regulation of gender
relationsal ong spatial boundaries, cyberneticinteraction mediatesliberating
experiences, which act asabacktal k to dominant conservativeculture. The
privacy of themedium providesNet communi cantswith uncheckedfreedomto
meet, debate, exchangeinformation, tell jokesor play pranksaway fromthe
alertandwatchful eyesof social censors. Oncethecybernetic correspondence
laysout thefoundationsof apotential friendship, thecorrespondentsextendthe
medium of interaction to phoneconversations. Itisnow quitecommonto see
cybercaf éuserssimultaneously engagedin cyberneticinteraction and phone
conversationwiththeir correspondents. Quiteafew of my informantsnotethat
themusi ctapestry of mobile phonesand the sustained rhythm of loud phone
conversationsinside cybercaf ésunderminethefeeling of “privacy andinti-
macy” cybernauts need at times. The next stage in the construction of a
rel ationshipmay involvetheexchangeof picturesbeforethecorrespondentsset
an appointment inareal-world space, usually acaf éor acybercafé (Parks&
Floyd, 1996). In thisrespect, the simulated world of cybernetics actsasa
subversivebackdroptodominant conservativeculture, whichinsistsonpolic-
inggender relationsalongterritorial borderlines.

Though the Internet and cybernetics are not yet integrated into Moroccan
mainstream practi ces, cyber cultureisrichwithfabul ousstoriesabout online
romanticinvolvement. Thestory of Hajar and Mokhtar, whichaninformant has
reported, bearstheingredientsof aHollywood production.'” Hajar, 23 years,
and Mokhtar, 27, wereneighborsbut did not get along at all. They resented
each other so much that they picked a quarrel every time they met. Their
reciprocal feelingsof hostility turnedinto aversionand noneof their respective
friendscouldbank ontheir reconciliation. Hgjar reproached himhisinsensitivity
andrudenesswhileM okhtar did not likeher al oofness. Theturningpointintheir
relationship occurred whenthey metinachatroom. ItwasnotlongsinceHajar
started frequenting acybercaféwhen, inthecourse of achat session, shefelt
attracted to a new arrival. Hajar remembers that even though the guest
introduced himself as* Mokhtar,” it did not occur to her that it could havebeen
her neighbor. They immediately connected and Hgjarinvitedhimtomeetina
private chat room. In their subsequent correspondence, Hajar gathered
unfailinginformationthat her correspondent wasnone but her neighborhood
acquaintance. For her, thisdiscovery wasastounding. Shecould not makeout
how apersoncouldbesointolerably rudeinreal-lifeand soirresistibly sensitive
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inthevirtual world. Mokhtar had the samereaction when heknew about the
real-worldidentity of hiscorrespondent. Theprotagonists' cyberneticrelation-
shipdevelopedintoareal-lifelovestory culminatingintheir engagement. Itwas
movingto hear that thisstory had asad ending because M okhtar diedinaroad
accident afew monthsbeforethewedding.

Hajar and Mokhtar’ sstory isinteresting in more than onerespect. First, it
highlightsthegradual incorporation of anemergent cybercultureinto everyday
lifeof Moroccans. Storiesabout onlineromanceareopeningabreachinthe
opaguevVeil of conservative cultureby short-circuiting thegendered spatial
divisionengineered by apatriarchal power structureandrewritingthesimulated
world of cybernetics to rehearse new identities and alternative relations.
Second, this story announces the discovery of anew space in the mind of
cybernautsand addressesalternative possibilitiestoreal-world social con-
straints. Thepoliticsof spatial divisionwhich consistinregulating accessto
social spaces and meeting places are being undermined by the world of
cybernetics, which opensup more spatial freedomto meet and interact away
fromthesanctioning social and cultural authorities. Also, whether thestory of
Hajar and Mokhtar correspondstoreal -lifeeventsor whether itincorporates
thefigmentsof itsauthors’ imaginationisof secondary importance. Thefactis
that it underlinesaninteraction between cybernetic and everyday lifeexperi-
encesand pointstotherepercussion of suchinteractiononsocial relationsand
human communication. Theimportanceof suchinteractionisthatitisinventing
unprecedented experiencesin Moroccan culture.

However, whilethisstory readslikeHajar wasthelead agentinthecybernetic
interaction, thefact isthat cyber interaction may bereproducing dominant
gender relations. My informants, for example, assert that they wouldrather give
up achat correspondencethan engagein conversationsor debateson “taboo”
issueslikesex, religionor politics. Evenif virtual correspondencewarrants
participants’ absoluteanonymity, femalelnternet usersarereluctant tostate
their personal viewsor opinionsand commit to an exchangethey would not
allowinreal life. They arealso generally overcautiousin their cybernetic
interactionandafemal echat participantislesslikely tobethefirsttoask amale
correspondent for personal information or invitehimto aprivate chat room.
Also, whileafemal echat user cankeep morethan onecyberneticrelationship
going at the same time, she is generally reluctant to extend a cybernetic
relationshiptoarea-lifeencounter for suchadecisioninvolves*risks’ shemay
not beready totake. Inadditiontotherisksareal-lifecommitment may entail,
thereisfirstthat of “falling” on*abad catch.” Layla, 21 years, tellsof atwo-
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year cyberneticrel ationship shehad withacorrespondent fromthe Gulf and her
total disappointment when shemet thereal personwhenhemadethetriptovisit
her. Shesayshewasas* sweetandnice” inreal lifeassheexpectedhimtobe
but that she, nonethel ess, did not connect with him, afact which made her
positiondifficulttonegotiate. Overall, onlinefemalebehaviorisstill framed
within dominant normsof Moroccan culture, afactindicativeof theenduring
impact of thepatriarchal cultureanditssocializinginstitutions.

Concluding Thoughts

Thischapter hasnot sought to arguethat thelnternet or cyber-interactionis
profoundly transforming Moroccan society. The cost of Internet accessin
Moroccoisstill too highfor most phone subscribersto afford homel nternet
service. For that matter, sincetheintroduction of anindependent mobilephone
provider, thetendency hasbeento end home phonelinesubscriptionwiththe
state-owned telecommuni cationsagency Ittissalt al-Maghriband useamobile
instead. Inadditiontoitspractical advantages, most userswouldalso confirm
that amobilephoneisway cheaper than ahomelinesubscription. Informants
have admitted that, given the current rates of local callsand the high taxes
charged by Ittissalat al-Maghrib, home Internet connection isfinancially
unaffordablefor most households. Also, though I nternet caf ésarebecomingan
integrated part of urban landscape, they too remain inaccessibleto awide
publicbecauseof cost, know-how or other limitationssuch asproximity, café
reputation or location. Additionally, most users complain about the slow
Internet linesin cybercaf ésand thefrequent disconnectionsof theservice.'®

Conversely, what | havesought to demonstratearewaysinwhich Internet and
computer-mediated i nteraction permeate peopl e’ severyday practicesand
helpintheinvention of new identities, performances, and experiences. | have
sought to pin down the ongoing changesby documenting samplesof incrusta-
tions and subtexts computer-mediated interaction iswriting on Moroccan
culture. Thecontributionsof I nternet totheexpansion of thepublic spherein
Morocco aremulti-fold. Thepublichasaccessto previously undreamed-for
information sourcesandforumsfor debate. Asan| SPmanager explains, “there
isno ‘usage contract’ which needsto be signed or agreed to by the Internet
subscriber whether purchasing an hour inthecybercafé, adial-up account, or
aleasedline” andthat, onthecontrary, “ al Internet subscribersinMoroccocan
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be completely anonymousif they wish” (ascited in Human Rights Watch,
1999).

Inaclosely regul ated newsmediaenvironment, unfettered accessto newsand
online speech maintainspublic opinion enlightened and channel sinto public
debatemarginalized and subversivevoices. Different publicsusethel nternetto
cometotermswiththeir social, economicor cultural exclusion. For students,
thelnternetisauniversal library; for free-lanceentrepreneurs, itisaglobal
market; for humanrightsactivists, itisawindow onto theworldto project
Moroccanreality whiletheunemployed, thepoor, and the dispossessed pin
their hopesonthelnternet to generateal ternativeidentitiesand possibilitiesto
anoppressiveeveryday environment. Also, thelnternet, initsspatial dimension
of cybercafés, isallowingwomen accessto public spacestraditionally appro-
priated by men. Onlineforumsand public chatroomsprovide subjectswith
space and opportunitiesto rehearse new positionsand identitiesand, thus,
contributeinwayswhich may still be undetected, to the reconstruction of
gender and social relations.

Thischapter hasal so argued that conservative powersare putting up astiff
resistance to the freedoms generated by new media technologies. From
proposal swhich seek to ban underage usersaccessto cybercafésto resol u-
tionswhich proposeto extend theenforcement of “red lines” policy which
regulatecommentary intraditional mediato I nternet usage, proponentsof the
statusquo aretryingvery hardto containthespaceof freedomsthenew media
technologies have generated. Besides attemptsto legislate forms of legal
liability concerning I nternet usageor material sinternet ServiceProviderscarry,
theforcesof reaction havefiltered popular culturewith storiesthat represent
thelnternet asan alienating technology which carriesapotential danger for
social order. Dalil al-1nternet, anewspaper that specializesinInternet news
inArabic, recently ranastory about therisksof Internet usagethat epitomizes
thenegativerepresentationsinwhichreactionary forcestry to couch thenew
technology. Thestory, entitled“ TheWolvesof Chat,” tellsof theseductionand
tragicfall of ahomemaker. Writteninfirst-person narration, thestory tellsof
how an upper middle class virtuous wife and mother becomes an addict to
Internet chat and devel opsan onlineromanticrelationship.*® Thenarrative
provides“realistic” detail sthat tracethestepsand processesthroughwhichthis
virtuoushomemaker becomesenticedinto“theweb of sin,” how sheforsakes
her marital and parental duties, andiseventually caughtintoatrap set by a“ chat
wolf” who, taking advantage of her naiveté, abuses of her emotionally and
physically. Thestory endsby depi cting how theoncejoyful and generouswife
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and mother hasbecomeamani c-depressive and unpl easant beingwho under-
goestherapy to copewith her tragic experience.? Theideol ogical implication
behindthisstory isthat thefreedomsprovided by thenew technol ogy must not
beextendedto bear onthenormsof thereal world. FemaleNet usersmust be
reminded, themessagein such storiesseemsto be, that preyingwol veshunt the
virtual world aswell and that they had better fill their timewith*“ moreuseful”
activitiesthanroamchatrooms* unchaperoned.” Obvioudly, traditional intimi-
dation tactics are being adapted to the environment created by the new
technology to curb awoman’ s freedom and keep under check her virtual
rehearsal sfor self-recognition and self-assertion.

Thisisnottosay that virtual interactionwarrantsasafeenvironment for its
users. A femaleNet userisstill proneto substantial dangers, which couldhave
serious consequenceson her life. Inthe courseof thisresearch, | wasquite
frequently compelled to forego the position of a researcher to draw an
informant’ sattentionto certainrealities. Asageneral observation, | realized
that most young Internet users were impressed by the idea of receiving
invitationsfromforeign correspondentsmet inchatrooms. Evenif | knew that
most wouldturndownsuchoffers, | felt | had to bequiteemphaticwith afew
young informantswho hinted that they seriously considered responding to
certaininvitations. Thecaseof Iman, 21, required that | spenttimetryingtotalk
her out of what seemed to be animminent misadventure. Iman had aDutch
correspondent who offeredto send her areturnticket and provideher withan
apartmentin Amsterdamfor her visit. Imanwasani ceattractiveyoungwoman
whoworked asashop assistant. Inthe courseof theinterview, sheconfided
that sheused thelnternet to search for migration opportunitiesbecause her
family waspoor and shehad | ow prospectsabout her futurein her country. For
her, virtual hrigwasonly apreludetoapromisingreal lifeexperienceinexile.
| realized she was so desperate to go that she seemed ready to take
unnecessary risks. | also concluded that her Dutch correspondent must have
reached the same conclusion sincehemadehisoffer quiteirresistible. | was
astoundedtofind out that shedidnot even consider thepossibility that shewas
beingluredintoadangerousnetwork. | hadtotry hardtomakeher realizethe
risksshewasfacing. Inshort, theenvironment may bevirtual, but therisksfor
afemaleNet communicant arereal.

Inthefinal course, it should berememberedthat theimportanceof thelnternet
does not only lie in the unfathomable pool of information it now makes
accessibletoitsusers. For that matter, asPhilip Bereano hasputit, “[only] the
naiveor thescurrilousbelievethe Third Waveclaimthat ‘ informationispower.’
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Power ispower, andinformationisparticularly useful tothosewho arealready
powerful” (ascitedin Stoecker, 2002, p. 148). Moreover, following Mowlana
(1994), one can make the point that Moroccan society has long been an
information society. WhileMoroccanshavetraditionally appropriated folk
culture(Haddad, 2001), folk mediaand public spacesfor informationtrans-
mission (Graiouid, 1998, 2003) and grassrootsorgani zational channelsinthe
caseof socia movements(Belghazi & Madani, 2001), traditional communica-
tionstendto reproduceexisting power rel ationsand spatial division.

Thelnternet, by contrast, providesaspacewhereindividualscanimplode
bordersandrehearse multipleidentities. Itistoo early tohaveaclear view of
how I nternet useisaffecting usersand society at large. Cummings, Butler, &
Kraut (2002) areright toinsist that “ [only] by examining people’ sfull set of
social behavior and examiningtheir full inventory of social tiescanweassess
thenet social impact of onlinesocial relationships’ (p. 108). Y et, itisalready
evident that oneimportant contribution of new mediaand communication
technologiesliesintheir appropriation by different groupsand communitiesas
forumforinteractionand therehearsal of inventedidentitiesand rel ations.
Giventhestrict spatial dividewhich regulatesgender and social relationsin
Morocco, thelnternet actsasapalliative channel to the separation between
men and women and asasphere of i nteraction whereparticipantsexchange
opinionsabout issuesof general concern. Attimes, relationsbuiltinthisvirtual
spacemigrateto other settingsand may evendevelopintoglobal partnerships.
However, we need to remember that emancipation or empowerment isnot
mapped onto onlineinteraction. Rather, theWorld WideWebisbetter viewed
asanexusinwhichrelationsarenegotiated, contested, but al so reproduced.
Eventually, virtual hrig comesout not asan escapi st exercise practiced by
dysfunctional individual sbut asan engaging rehearsal for moretolerant and
accessibleworlds, bothvirtual andreal.
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Endnotes

1 FromtheMoroccan Arabicverb h'rag (“toburn”), theword hrig has
beenusedinthecontext of “ burningthetrafficlight” beforeit hasbecome
thehouseholdtermfor “illegal migration.” Hrighasbeen predominantly
usedtodescribetheattemptsof desperateyoung migrantswhorisk their
liveson board of pateras (small boats) or hidden in the asphyxiating
trunksof lorriesand trucksto makeit to the Spanish shores. Theterm
“virtual hrig” hasbeenrecently appropriated by cyberneticcommunities
todescribeonlineinteractioninsearch of virtual partners.

2 CitedinR. Dudd (1989, p. 310).

3 Similar concernsabout theroleandimplicationsof new technologiesand
cyberculturehavebeen madeby anumber of thinkers. Howard Reingold,
oneof thefirst theoristsof virtual communities, notedthat to* themillions
who havebeendrawnintoit, therichnessand vitality of computer-linked
cultures are attractive, even addictive” (1994, p. 3). C. Odone, for
exampl e, hasal so noted theempowering dimension of computer-medi-
atedinteraction: “... theweb could serveasthefirst building block inthe
creation of awholenew social solidarity, founded upon cross-cultural,
interdisciplinary dialoguesand cementedinan‘ empowerment’ and* en-
franchisement’ of marginalised individuals’ (1995, 10). By contrast,
Sobchack believesthat “ thenew el ectronicfrontier promotesan ecstatic
dream of disembodiment,” anestrangement hecalls“ alienationraisedto
thelevel of ekstasis’ (ascitedin Culcutt, 1999, p. 21). M. Poster (1990)
lamentsthedispersionanddid ocation of thesubject throughelectronically
mediatedinteractionwhileK evinRobinsperceivesin new technologies* a
negativeagenda’ and“thedesiretoriseaboveredlity, asif we' vebeen
livingascaterpillarsand new techwill turnusinto butterflies’ (ascitedin
Culcutt, 1999, pp. 20-21).

4 Inthisrespect, | note, with Brian Winston, thepitfall sof technological
determinism: “when considering theimpact of technol ogy itisabsolutely
necessary to keep therealitiesof our socio-cultural-economicarrange-
ments-includingtheir dynamics-inmind. Itisnot enough simply tolook
at technology anditsdynamicand assume, inadeterministicfashion, that
because a technology exists or is possible its diffusion is therefore
inevitable” (1995, p. 226). However, | alsounderline Andrew Feenberg's
(1995, pp. 14-15) celebration of the democratic potential intrinsic to
technology: “ Coupling the technical design process to aesthetic and
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ethical normsand national identitiesthrough new and moredemocratic
proceduresisno utopia. M oderntechnol ogiesopennot only possibilities
internal tothe particular worldthey shapebut metapossibilitiescorre-
sponding to other worldsthey can betransformed to serve. Technical
changeisnot ssmply progressor regressalong thecontinuumsofar traced
by theWest; it may al so cometoinclude movement between different
continua.”

5 Turner evenpinsthesurvival of societiesontheavailability of liminal
spheres: “ any society that hopesto beimperishablemust carveout for
itself apieceof spaceand aperiod of timeinwhichit canlook honestly
atitself. Thishonesty isnot that of thesci entist, who exchangesthehonesty
of hisegofor theobjectivity of thegaze. Itis, rather, akintothesupreme
honesty of thecreativeartist[...] All generalizationsarein someway
skewed, andartistswithcandidvision‘ labor well theminuteparticulars,’
asBlakeknew. Thismay beametalanguage, but all thismeansisthat the
“meta” part of itisnot at an abstract remove from what goesoninthe
worldof “gettingand spending,” but rather seesit moreclearly, whether
morepassionately or dispassionately isbesidemy present point. Whether
anthropology canignorethisincandescent objectivity andstill lay claimto
being“thestudy of man” | gravely doubt” (Victor Turner, 1984, p. 40).

6 I note herethat even in the frequently cited case about the use of the
Internet by Zapatistarebel sin Mexico, theimpact of thisnew technology
must bekept withinperspective. Asoneactivist haswarned: “ Despiteall
themediahypewhich camewiththediscovery of theroleof cyberspace
incirculating Zapati stawordsandideas, subcommandante M arcosisnot
sittingin somejunglecamp uploading EZL N communiquésviamobile
telephonemoderndirectly tothelnternet. Zapati stamessageshavetobe
hand-carried throughthelinesof military encirclement and upl oaded by
others to the networks of solidarity” (Cleaver 1999, as cited in R.
Stoecker, 2002, pp. 151-152). See also “ Zapatistasin Cyberspace: A
GuidetoAnalysisand Resources’ at http://www.eco.utexas.edu/faculty/
Cleaver/zapsincyber.html

' SeeHafkin (2002) for ahistorical account with progressindex of the
AfricanInformation Society I nitiativecovering theperiod 1996-2002.

8 See"Latéléphoniemobiletoucheaujourd’ hui 1 marocainsur4” inLavie
économique, (2003, April 4, NO. 4210). For a historical survey of
telecom liberalization processin Morocco, see Hatif Telecom New:
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Retrieved June 13, 2003 from the World Wide Web:
http.www.hatiftel ecom.com/news/morocco.html/.

Maroc Telecom, the public telephone service provider, has further
reduced the rate of connectivity for cybercafés by about 47%. This
decisionwill most likely constituteasignificantimpetustothecybercafé
businessand to the extension of democratic accesstoinformationand
communicationtechnologies. Inarecent pressrel ease, theMinistry of
Industry, Trade, and Telecommunicationshasindicated that thereare 7
millionmobilephonesubscribersinMorocco (they were3millionin2000,
5millionin2001, and 6 millionin 2002) whilefixed phonesubscribers
stoppedat 1, 990,167. Accordingto the same document, thereare now
2,500 cybercafésinthecountry and, whilethereare only about 45,000
I nternet subscribers, the number of I nternet usersisestimated at about
1,000,0000 (al-Ahdat al-Maghribia, 2003, December 24, NO. 1796,
p. 10).

Seealsoaspecial report onthecrisisof readinginMorocco (Lacrisede
lalécture. InL’ Opinion (2002, April 21).

A courtrulinginCairo, Egypt, grantedtheright todivorcetoawomanwho
accused her husband of I nternet addiction. Theplaintiff explainedtothe
court that her husband spent an average of 14 hoursaday onlineand
mostly visitingadult sites, afact whichthecourt thought madehimfail his
marital duties. Theinformationwasreported by the Egyptiandaily al-
GomhouriyainitsDecember 18 2002issue(ascitedin Tel Quel, (2002,
December 21-27, NO. 57, p. 40).

Chatbi quotesacybercaf é owner who assertsthat up to 60% of I nternet
usersareteenagers(Chatbi, 2002, p. 16). My own observationtendsto
confirmthat therepresentation of cybercaféclientelesislargely under the
age of 25.

DatainTables1and 2 comesfrom an exhaustive 2001 national study,
which sought to analyzethebehavior andlifestyleof Moroccanyouth.
Funded by the M oroccan government, the study surveyed about 18,000
young peopl e acrossthe country (Consultation national e des jeunes,
2001, MinisteredelaJeunesse et des Sports).

Inal-Ahdat al-Maghribia’ scontroversia sectionFromHearttoHeart,”
agay correspondent writesthat whilehefeel salienated by hisimmediate
socia environment, hehasfoundin chatroomsenough solacetohelphim
negotiatehhishomosexuality (al-Ahdat al-Maghribia, 2003, January 7,
NO. 1447, p. 10).
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Though Savicki, Lingenfelter, and Kelley (1996) call for “ caution” inthe
interpretation of gender proportionin I nternet discussion groups, the
findingsof their quantitativeresearch demonstratethat the percentage of
onlinemal esubj ectsand messagesoutnumber femal eonlineexperience.

Inthis, Laylasupportstheclaim of disillusioned feministswhofindthat
computer-mediated interaction hasnot kept itsemanci patory promises
concerning the construction of an alternative spaceto the patriarchal
structure (see Savicki, Lingenfelter & Kelley, 1996; Soukup, 1999;
Dahlberg, 2001).

Thisstory readsvery muchlikeNoraEphron’s*Y ou’ veGot Mail” which
starsMeg Ryanand TomHanks.

In 1998, Internet accessin Morocco cost about U.S. $40-50 per month
for a subscription that included 15 hours online plus the cost of the
tel ephone connection (approximately $2 per hour). Thiscost wasquite
highfor acountry withoneof theregion’ slowest per capitagrossnational
products(Morocco’ sGNP per capitawasU.S.$1,250in 1997, accord-
ingto TheWorld Bank, Wor |d Devel opment Report, 1998/99, p. 191).
By 1999, the average subscription dropped by about $20 per monthfor
unlimited access, withtelephonechargesremaining at about $2 per hour.
The owner of a major Casablanca-based Internet Service Provider
“pointed out that Internet growth was impeded by the structure of
telecommuni cationsinthecountry. For theservicesit providesthemwith,
IAM (Ittissalat Al-Maghrib) ‘imposed whatever pricesit wants while
competing with them as an ISP itself” (Human Rights Watch, “Mo-
rocco,” June1999).

For viewsof mental healthworkersandtherapistsonthenatureof Internet
addiction, seeR. W. Greene (1998), “IsInternet addiction for worry-
warts or a genuine problem?’ in CNN.Com, posted September 23.
Retrieved October 10, 2003.

Dalil al-Internet, 2002, March, NO. 21, p. 7.
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Chapter |V

Keeping Track
of Notes—

| mplications for
Mobile Information and
Communication Technology
IN Homecare Practice

Carljohan Orre
Umea University, Sweden

Abstract

This chapter provides a case and an investigation of how a particular
mobile ICT support has been used within an established practice of
homecare work. The discussion shows a perspective of how technology
and practice coevolves and gets enmeshed together. The importance of
seeingtheinterfaceof either the mobiledevicesor the stationary computer
as common information spacesis stressed, sincethe single-user interface
the current system offers is not enough support for the collaborative
activities the mobile workforce of homecare work is engaged in. The
problemresidesinthiscaseintherelationsto predecessors of the system,
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foundindiariesand coordination tools. A modest suggestion posed by the
author isthat an under standing of the work maintaining the role of these
predecessors can provide beneficial information for the future design of
these technol ogical supports.

I ntroduction

Research onmobileinformationand communi cationtechnol ogy has, duringthe
few last years, expanded alongwithitsemployment inbothwork andleisure
(see, forinstance, O’ Haraet al., 2001; Esbjornssonet al ., 2002; Hedestig et
al., 2002; Weilenman, 2003, Ling, 1997). Weilenmann (2003) arguesthat
thereisalack of studiesontheuseof mobiletechnol ogiesin situationswhere
peoplemoveandwheretheactivitiesthey areengagedinoccur. Until today ,
studiesof mobilework and mobiletechnol ogy have (1) had awork-oriented
focus, (2) given an extraattentionto officework, (3) treated some placesas
basesandfinally (4) treated mobility and mobilework asmeansof transpor-
tation (Weilenmann, 2003). One could arguethat many of thesestudiesal so
providean account for work environmentsthat already aretechnology inten-
sive. It is easy to accept such organisations as default examples, where
technol ogy istakenfor granted asonestandard component. | will inthischapter
emphasi seorgani sationswhereinformation and communi cation technol ogy
(ICT) havehistorically not yet been supportingwork at all, and wheremobile
information and communication systemshavebecomethefirst encounter. One
challengeinformationtechnol ogiesneedto deal withintheseenvironmentsis
traditional systems that have been shaped by the tradition and culture of
practice, especially resourcesused in collaboration and coordination. One
couldarguethat studying such anenvironment would belikewal king downthe
memory laneof technol ogy implementati onand design, acknowledgingthat the
lessonstaught have been|earned, and that timewoul d have equipped uswith
the knowledge to present solutions that account for identified needs. Or
perhapsfacetheopposite, and |l earn yet another lesson that needsto betol d.

Homecarework isafield of practicethat hasahistory contradictory to other
sectorsof healthcareingeneral. Thissector hasinthelast few yearsattracted
alot of attention, and homecare work in Sweden is about to meet a huge
challengein the next couple of years. The number of elderly continuously
increasesinmost western countries, and higher demandson performanceand
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thequality of servicewill becritical. Involved partiesareforcedtofind new
waysthat meet futureexpectations. Oneinitiativetowardsthisisto employ
mobileinformationand communicationtechnology. Theintentionistogivea
technological support to homecare workers, and generate possibilitiesto
measurework performancemoreeffectively. State-of-the-art technology is
seen asonepossi blecontributor to secureand assessthequality and efficiency
of mobilework, andwiththevery sametechnol ogy s multaneously supportthe
mobile practice. Asorganisational needsand practiceareto beserved by one
solution, critical voiceshavebeenraised arguing that thelong-term effect of
these systemsisthat predefined categorieswill deviatethelineof work and
prioritisearticul ated categoriesthat only account for alimited part of thework
asawhole. Thereby, theconsequencewoul d bethat important aspectsof work
areset asideinfavour of others. Thecritics worriesresideinthefear that the
practice, over time, throughinstrumental guidance of documentation, slowly
will starvethework practi ceof val uableknowledge (Christensen, 1999). Thus,
studiesareneededtoidentify implicationsthat thistechnol ogy bringsalongin
homecarework aswell asinmobilepracticewheremobil etechnol ogiesareput
inuse.

Thischapter buildson aninvestigation of two homecareorgani sationswhere
mobileinformation and communi cationtechnology havebeen employed. One
of these organisations has used the system for two years and the other has
recently employedthesystemintheir practice. Moreover, inneither of these
organisationshas| CT beenusedinthehandsof thehomecareworkersbefore.
Questionsthat haveguidedthisresearchare, firstly, howisthissystemusedin
practice, and secondly, how doestheuseof thesystem correlatetoimportant
mechanismsof practice?Togivedirectionfor answering thesequestions, the
chapter will draw onaninterpretativecasestudy, wheremainly ethnographic
study techniqueshavebeen used and wheretraditional conceptsdevel oped by
the community of computer supported cooperative work (CSCW) have
guided theanalysisof theinvestigation. Theremainder of thischapterisas
follows. First, adiscussion of theconceptsused for theanalysisispresented.
Thisexposestrongly focusesontherelation between new technol ogiesandits
predecessors, andtechnol ogy asasupport for collectiveactivities. Second, the
researchmethodisbriefly presented. Finally, adiscussionismade, wherethe
practiceof homecarework isdeconstructed revealing dimensionsthat call for
our attention. Thisbothintermsof understandingtheroleof different reposi-
toriesandtheir relationsthrough practical uses, and furthermore, asbasefor
further work, intermsof how these systemscould bedesignedinthefuture.
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Tools and Social Organisation of
Resour ces

A recently published study by Pinell et al. (2003) that directly concerns
homecarework deliversaproposal based on extensivefield studiesfor how
homecarework can besupportedby ICT. They haveintheir work explored
how the characteristics of loosely coupled mobile groups found in multi-
disciplinary teamsof homecareworkerscan besupported by technology using
awideareamobilegroupware. Their studiesshow that groupwareapplications
can be afavourable approach to support homecare work, even though the
homecareworkerswereautonomousin boththeplanning and execution phases
of work, and mostly relied on asynchronouscommunicationthat provided an
awarenessof other persons’ activities. Intheir study, thelatter dimensionwas
an important aspect of how the communication in the system should be
designed; bothduetothereliability of network access, and duetothework as
such, especially insituationswhen communi cation with coll eagueswasinap-
propriate, i.e., whiletendingtoapatient or theelderly. Their work pinpoints
well thecontext thefollowingtext will discuss: their focusishow theflow of
information goes, and how awareness can be attained due to the complex
conditionsthecontextimply. Frommy point of view, their perspectiveisthat
of design, whilethischapter aimsat understanding the usesof asystem that
already hasbeenemployed.

Strugyling with Predecessors and Mechanisms

A starting point to understandtheculturehomecareworkersareinvolvedinis
tofollow researchersthat have studiedimplementati onsof informationtech-
nologiesin similar contexts. Berg (1997) bringsin his studies of the new
technol ogy implementationsin medical work forward, that the predecessors
always will be the standard or the reference when its users’ judge new
technology. Berg addresses the embedded logic artefacts carry and the
importance of having an intention to understand its relation to practice,
especially how these tools get involved and get incorporated into work
practice. Berg stressestheimportanceto seetheinner logic that technol ogy
carries.

Groupwarehasbeen onecoreissuefor the CSCW community, and onescholar
that hasbrought intriguing insightsinto therol e of these systemsis Schmidt
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(1991). Heprovidesuswith amodest suggestion that design of groupware
applicationsshould aimto support the coordinativeand collaborativedimen-
sionsof awork practiceinorder tofitinto organisational practice. Hestates
further that embedded mechanisms within a work practice that involves
coordinationand collaborationareimportant dimensions, asthey areuniquefor
each context. (Schmidt & Simone, 1996). Thus, if theseaspectswereconsid-
ered, onecoul d arguethat technol ogy would meltinto practiceinamorenatural
way than if one needsto reconfigure practice according to technology de-
mands, a discussion that aligns to the problems of customisation versus
standardisation.

Theexpectationshomecare organi sationsseemto have on theempl oyment of
mobileinformation and communication technology arevery similar towhat
Sellen & Harper (2001) see as the advantages of paper, and why paper
accordingtotheminthefuturewill still beanatural pieceof officework. Sellen
& Harper (2001) discusstheroleof paper inofficesfromthestandpoint of its
affordanceanditsroleinhumanactivities. They concludethat paper functions
asatool for managing and coordinating action among co-workersinashared
environment, paper providesamaterial for discussionand exchangeof relevant
informationamong co-workers, and thefact that paper iseasy tocarry, store,
file, andreuseif necessary, makesit even moreuseful .

Distributed Cog_]nition

Distributed cognition (Dcog) wasoriginally developed by Hutchinsand his
colleaguesinthemidtolate 1980s. Theapproach givesusmeansto understand
how tool sandtechnol ogiesareintertwined with humansincollectiveactivities.
Earlier studiesarefoundinwork on navigation of naval vessels(Hutchins,
1995), air traffic control (Halverson, 1994), and constructionwork (Perry,
1997). Hutchins (1995) states that the same model used within cognitive
science where computations take place by means of the propagation of
representational statesacrossrepresentational mediaal so can beappliedto
reveal thecognitiveworkincollectiveand external activities. Followingthisline
of thinking meansthat acollectiveactivity needsto beseenasa“ computational
or information-processing system” (Hutchins, 1995, p. 49). Thesolution here
isto seecollectivework towardscommon goal sasacomputational activity,
whichinHutchinstermsissocially distributed cognition. Key conceptsthat
Dcog comprisearerepresentational statesand the propagation of thesestates
inrepresentational media(Hutchins, 1995). A representational stateaccording
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toHutchins (1995, p. 117)is, “aconfiguration of theelementsinamediumthat
canbeinterpreted asarepresentation.” Therepresentationrefersto amean-
ingful aspect of thepractice, asinHutchins' case, asymbolic abstractionand
representation of the ship by pointersfound at thenaval chart. Thenaval chart
is,inHutchins’ case, oneexampleof arepresentational media. Thesemedia
may either beinternal or external resources, e.g., theindividual memory, or
foundindifferenttools, e.g., manuals, calendars, coordinationtools, drawings
on paper, andinan ICT artefact, etc.

AccordingtoHalverson (1998), the sequence of analysisthat Dcog provides
can be seen as an action in three phases. The first phase is to work out a
functional definition of thecognitivesystem. Thesecond phaseisto makealist
of therepresentational statesand processesinthesystem. Thethird phaseis
todeterminethephysical instantiation of therepresentations, what Halverson
callsthealgorithm(s) that control theprocesses. A work contextisfromthelens
of Dcog seen as functional system. This system in turn involves several
functional levels, which encompass shared task knowledge and a shared
understanding of the conditionsthat structure the work situation. In these
differentfunctional levels,informationfollowscertaintrail sincorporating both
individual sandtechnology. If onefollowsthesetrailsof information, onealso
will havean opportunity to grasp an understanding of thecognitivework, and
thereby understand therol etechnol ogy hasintheseactivities. Throughthese
activities, the actors devel op acommon ground, maintai n an awareness of
ongoingactivities, and build uptheshared body of knowledgethat continuoudy
isdevel oped over time. Thus, onehasan opportunity to uncover theroleand
transformation of tool sandtechnol ogy inthecontext, but moreimportantly, one
hastheopportunity toinformthedesign of representationa mediainaparticular
practice. Astheunit of analysisconcernsthespecific practice, wearefacingan
activity-centred approach of events(Thereau & Filippi, 2001) rather thanuser-
centred approach (Norman & Draper, 1986).

Coordinative Tools and Common Information Spaces

In collective work, the social organisations of distributed cognition are,
accordingtoPerry (1997), embodiedinartefactswhereacommoninformation
space, discussed by Bannon & Badker (1997), would beoneexampleof such
atool. Representations of suchtoolscan befoundin paper andfilesor, for
example, asaninterfaceinagroupwareapplicationor similar application,
which offer commonviewsof informationtoits’ users. Commoninformation
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spaces are negotiated and established by the involved actors (Bannon &
Badker, 1997); the spacefunctionsasanimportant factor when co-coordinat-
ingactivities.

Theunderstanding of thecommon information spaceassuch, however, does
not needto beidentical among actors, but simply common enoughto coordi-
natetheir work activities(Reddy et al., 2001). Asindividuals, weinterpret the
information provided by thecommoninformation spaceasit bestwill suitand
berelevant for our work and us. Thisimplies, asargued by Reddy et al. (2001),
that peopleengagingindifferent work, but sharing thesameinformation, will
frameandinterpretit differently fromdifferent perspectives. Thework main-
taining such aninformation spaceiswhat it takesto balanceand accommodate
thesedifferent perspectives. Onemust assumethat thisbal ancing and accom-
modationismanaged through everyday communicationandinteraction, andnot
necessarily through prescribed structuresof work.

What wehave hereare coordinativetool sand col laborative meansthat canbe
seen as representations of mechanisms embedded in practice. In order to
understand why certaintoolsarepreferredinrelationto others, weneed to
identify thosemechanismsthat structuretheworl d of thespecificpractice. Such
apositionwould easetheidentification of designincentivesfor information
technol ogiesthat aimto support practice.

Resear ch M ethod

Theempirical material presentedinthistext hasbeen collected by astudy of
two different homecare organisationsthat have empl oyed the samemobile
information and communi cation system. These organi sationswill bedenoted
Alfaand Betainthefollowingtext. Alfaisan organisation that had used the
systemfor period of twoyearsand Betahad used the systemfor half of ayear
when the study was performed. One could have chosen to study onesingle
organisation that hasemployed, and onethat hasnot yet employed, mobile
informationand communicationtechnology intheir work. However, sincethe
focusisupontherel ation betweentraditional tool sand mobileinformationand
communicationtechnology, suchanoptionfallsout of thescopeof thisstudy.

Datawasgenerated fromanumber of visitsand an observational study during
threeweeksinthefall of 2002. Sellen & Harper (2001) emphasisearel ational
perspectiveontheuseof technology and other artefacts. Themethod | have
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used followsasimilar approach, directed towardstherel ation betweenthe
collectiveactivitiesand technology andtoolsusedin practice. Thegoal has
beentounderstandthework that peopledo and engagein, onadaily basis, and
from there understand how practice and technology coevolves and gets
integratedtogether.

Inthisstudy, ethnographic observations(see Hutchins, 1995; Harper, 1998;
Orr, 1996, Weilenmann, 2003) have been the main source of information.
Theseobservationshavebeen complemented withinformal discussionsand
interviews, providing anunderstanding of knowledgeembeddedinpractice. In
my investigationsof themobileworkplace, | haveused anumber of strategies,
which all take different dimensions of the workplace into account. These
strategieshavea sobeenused successfully by other scholarssuchasWellenmann
(2003) and Harper (1998). Onestrategy hasbeentofollowtheactors, which
inthiscaseilluminated what theactorsdid and how they handl ed thetechnol ogy
indifferent situations. Theactorsthat | followed werecarrying out their work
inmany locations, e.g., people’ shomes, and what the approach especially
hel ped meto understand wassituationswherethetechnol ogy wasleft aside,
evenif onecould have supposed to observeausesituation accordingtothe
rational eof thesystemand other incentives. Analternativeapproach hasbeen
tofollowthetechnol ogy, whichinthiscasemeantofollow thetechnology and
observewhenthetechnology isused. Thisstrategy illuminated placeswherethe
technology waskept, carried, and used. A third approach wasto follow the
informationanditsway inandthroughdifferent artefacts. Inthiscase, theuse
of theseapproachesilluminated connectionsbetween themicroand themacro
level sof themobilework place, which discoveredthe purposeand strategies
theinformationispart and parcel of.

Thestrategiesabovereveal awholefield of study, andtheresultsareajoint
effort of themall, describingthefunctional systemstheworkersactwithin. The
datapresentedinthischapter havemainly been obtained while studyingthe
workers' actionsout inthefield, and theactionsoccurringinthehomecare
office. | haverecorded meetingsandinterviewsonvideo and ontapefromboth
organisations, which in part have been transcribed. Regarding one of the
organisations, | have paid extraattentiontothehistorical dimensionandthe
development of the system. Thiswasbecausethehomecareworkersfromthis
organisation had animportant roleinthedesign of thesystem, which currently
both organi sationsuse. Inthereconstruction of thedevel opmental processand
implementation, | haverelied ondocumentsand other informati on documented
through processes, e.g., photographsand accessto key persons, fromboththe
homecare organi sation and the softwarecompany.
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The Structure of Homecare Wor k
Pr actice

Homecarework isadefinitionthat gathersmany different occupationsunder
one roof providing patients or the elderly services in their homes. The
occupations this investigation focused on have been home help aids and
assistant nurses. Inthischapter, thesetwo occupationswill both bedenoted as
homecare workers, because the difference is hard to distinguish as they
performthesamework together. To separatethemis, frommy point of view,
not necessary andfillsno purposeinorder toanswer thequestionsposedinthe
introduction. Homecarework isautonomous, asthework mainly iscarried out
individually inthehomesof theelderly. However, the degree of autonomy
differs according to the organisation of work and to restrictions in work
descriptions. For instance, restrictionsinthework description emphasi sethat
sometasks must bedealt withworkingin pairs, which requirean effective
coordination of eventsif collaborationamong theworkersisto besolvedwith
ease, bringingintimeand placerestrictionsthat inturnal so need to besolved.

Thework | havestudied can bedivided into three separate dimensions, the
organising, the performing, and the networking. | have chosen to define
thesedimensionsnot asfunctional level seventhoughthey easily and correctly
can bediscussed in such terms. These dimensions are the core structure of
homecarework, andwithinthesedimensions, functional |evel soperatebuilding
thedimensions, guiding our attention further towards mechanismsthat are
central for theorgani sation of work and theusesof technology. Thedimension
that thistext mainly exploresistheorganising dimension, primarily sincethe
materialshaveshownthat thisdimensioniscrucial for theworkers' perfor-
mance, and the usesof the application designed to support their work.

The Organising Dimension of Homecare Wor k

Theorganising dimension consistsinturn of anumber of functional levels.
Thesearetheadministration and thecoordinationlevels. Thelatter inturn,
isconstructed of two sublevel sthat aredefined asthefunctional sublevel of
articulationandthefunctional sublevel of notification. Thesublevel of notifica-
tionconcernsall communi cation mediated through technol ogy andtools. Face-
to-facecommunicationisdenoted asface-to-face communication, when such
denotationisnecessary. Thefunctional sublevel of notification hasaparticular
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role, asit functionsasabridgebetweentheother dimensionsof performingand
networking.

All assignmentsareorgani sed and coordinated during morning meetingseach
day. The static plan that is produced most often needs to be changed and
renegotiated, sinceconditionscan changerapidly. Accesstoinformationisin
thesesituationsimportant and theworkersoften discussand exchangeinfor-
mation about how thework isperformed, mainly to beawareof each other’ s
activities. Information about the el derly hasalwaysbeen accessiblein paper
binderslocatedinthefiling cabinetsintheoffice. Theinformationisfoundin
severa different binders, whichcorrespondto certain services, suchasdelivery
statisticsabout |unch boxesand assi stancedeci sions. | nformation about their
ownwork haslongbeen heldintheir own private calendarsinaccessiblefor
others.

Thefragmentation of informationisacrucial problemtodeal with, especially
for newcomers, asonereally needstoknow wherecrucial informationistobe
found, inparti cular whentheunexpected occurs, aswhen an unplanned house
call needstobedealt with, or anemergency call comesinthat requiresadirect
attention. If such situationsoccur, theworkersneed to have quick and easy
accesstorelevant information. Since homecarework until recently hasbeen
forcedto managewithout theaid of computers, themanual information system
hasbeenthemainresource.

Table 1. The organising dimension of homecare work

Functional level Hierarchy Focus ICT Role Degreeof support  ICT used in
by ICT practice
Division of
Coordination Main Group labor, Fully Partly
coordination
-Articulation Sub Group Articulation Fully Yes
-Notification Sub Group/ Awareness, Fully No
Individual Backtracking,
coordination
Administration Main Group and Backtracking Partly Partly
management  and preparation,
reports

Copyright © 2005, Idea Group Inc. Copying or distributing in print or electronic forms without written
permission of ldea Group Inc. is prohibited.



Keeping Track of Notes 103

The use of these traditional resources has evolved a culture of practice
maintai ning theresourcesanditsinterwoven parts. Thiscultureresultsinthe
way inwhich communicationand notificationarehandled, particularly inthat
asynchronouscommunication setstheagendafor how communicationand
messages are managed, as pointed out by Pinell et al. (2003). Today, this
cultureanditswaysof communication are chall enged by theempl oyment of
informationtechnol ogy andtheinner logic of thesystem.

Toeasethemanagement of information, thehomecareorgani sationshaveused
acomputer-basedinformation system. The system consistsof aserver soft-
ware application distributed on two interrelated components, a desktop
computer and anumber of PDAs. Themobileinformationand communication
system hasslowly been deployedinto both homecaregroupsandisnow, step
by step, taking over moreand moreof thoserol estraditional repositorieshave
had earlier. Instead of memorizing the content of different filesheldinthe
archivecupboard, asbefore, theworkersarenow ableto carry information
abouttheelderly storedinthe PDAs. Beforeleaving theoffice, thePDAsare
synchronisedwiththestationary PC.

The management of information is possible both on the PDAs and on the
desktop computer. However, thelatter istheresourcewherealmost all the
changesof informationaremade. Onereasonfor thisisthat theinteraction
stylesandthesmall screen onthe PDA providelesssupport to managethese
taskseffectively. Tablel showsthat theapplication supportsall thefunctional
levels of the organising dimension, the only functional level that is partly
supportedistheadministrationlevel. Thereasonsfor thisisthat someimportant
filesand documentsareonly found on paper storedinbinders, and havenot yet
been convertedto el ectronicdocuments. Thefunctional level of notificationis
alsosupported, butisinreality not usedat all. Thefollowing discussionwill
focusontwofunctional level sintheorganising dimension, namely, thecoordi-
nationandthenotificationlevels.

The Functional Level of Coordination

Theusesof repositoriesinthesefunctional levelshave no connectiontoan
obvioushierarchal structureof power amongtheworkers. Thus, noneof the
workersismorein chargethan any of theothers. Homecarework isindepen-
dent and autonomous, carried out towardsacollectivegoal andwhereall the
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Figure 1. The wallboard

workersshould becapableof handlingall tasks. Everyonehasaspecificarea
of responsibility. Each person handlesthe mai ntenancework of specificfiles
connectedtotheir areaof responsibility. Evenif all theworkershavespecific
knowledgeandinterest areas, theworkers’ knowledgecoincides. Thisisone
of thecollectivestrengthsutilisedintheorganisation of work.

Oneof therolestheuseof theapplication hastakenisassistingthearticulation
and coordination of work onadaily basis. Theorgani zation of basichomecare
work ismoreor |essthe samethroughout the country, and similar toolsand
waysof handling artefactshavebeen established over time. Inthisrespect, to
usethesystemisachallengefor thewholebranch. Oneof theartefactsthat can
be seen as its predecessors is the wallboard concept (see Figure 1). The
concept of thewallboardisoneimportant cognitivetool thedesignersmanaged
toencapsulate, and thesoftwarecarriesseveral similaritiesonthat account.
Currently, thedivisionof workisexclusively prepared by meansof thesoftware
inboth organisations, functioning asvirtual representation of thewallboard
(Orre, 2002).

Articulation Work Assisted by the Software Application

Thepersonnel divideand coordinatetheir work in concert each morningand
theprocedureissimilar tothat of anauction. All theelderly arerepresented by
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numbersand oneof theworkers, theapplicationoperator, sitsby thedesktop
computer and callsout the numbersto the others. For her eyesonly, all the
numbersaredisplayed on an assignment list that automatically listsall the
assignmentsfor theparticul ar day.

Theassignmentspop-up automatically accordingto serviceplansscheduledin
the system for each elderly person. The assistant, who wants to accept a
particular call, doesso by saying“I’ Il takehimor her.” What happensnextis
that the application operator dragsthe number fromtheframe onthescreen
containingtheassignment list, to abutton corresponding to thespecificname
of theworker that hasacceptedthecall. Thedutiesrequiring collaboration of
twoworkersare not accepted by the application beforetwo assistantshave
accepted the call and the application operator has assigned it twice. The
application operator only articul atesthe assignments. She doesnot do any
coordination astowhen thesetasksare supposed to be carried out morethan
prioritising assignmentsthat need to beattended to during themorning hours,
thoseit concernsduring themeeting negotiatethe coordination of activitieson
theirown.

Previously, thetaskswerecoordinated within threesmaller groupsof four to
fiveworkers. What thesystem doesisto display theinformation and thetasks
onaspecificinformation spacethat providesan overview that easily canbe

Figure 2. The assignment list

Assigned
workers
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handled by the application operator. In Alfa, the application has made a
considerabledifference, and changed boththestructureof thework groupand
the“talk about theelderly” (Orre, 2002). If onefollowstheimportanceof war
stories, “ Talkingabout machines,” discussed by Orr (1996), thisisanimportant
dimension that functionsasacarrier of knowledge, not only providing an
awarenessof other workers’ activitiesbut al so asan exchangeof experiences
that can be useful for the future development of one’s own practice. One
important aspect hereistheautomaticdelivery by thesystem of assignmentson
theassignment list. Theapplication manager only needstofocusonthetasks
that need to be performed during aspecific day. During thisprocedure, no
efforts are in to planning actions towards the elderly for a whole week,
indicating that thelong-term coordination of actionsisdonethrough other
means. Theroleof theapplicationisfrommy observationstherepository that
isused to determine what is going to be done, and not to keep track of the
ongoingactivitiesfor themembersof thegroup, eventhough suchactivitiesand
actionstowardstheel derly arerecorded after their completion. Theuseof the
systeminthisrespectinismoreinlinewith what to do and what weredone
guestions, rather than questionssearching for what isgoingon, whicharemore
relevant for practiceand the activitiesof micro-coordination and exception
handling.

Uses of Tools at the Functional Level of Coordination

Thediscussionabovemay givetheideathat the softwareistheonly support
used during the procedure of coordination. At first glance, these morning
meetingsareamessof voices, tel ephonesignal's, mobilephonesconversations,
PDAs, papersand binders, jokesand laughter, anditisdifficulttoseewhatis
being decided and coordinated. After awhile, one can see patternsandroles
amongtheworkers, and especially how different artefactsareused duringthis
procedure. Theapplication operator and thecomputer, asdiscussed above,
play onedistinctrole. Sheistheonly persondoingthearticulationtaskswhile
theotherscanfocusonthecoordination of tasksand events. However, what
about theother tool sat hand? T he pi cture bel ow givesan account of tool sthat
areused during the coordination of work, providing amap of thefunctional
systemintermsof actorsandtools, wherethethick black linesdrawn between
toolsand theapplication manager or theworkersasagroupindicateadirect
useinrelationtotheaccomplishment of theprocedure. Thegrey and spotted
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Figure 3. Anillustration of the tools used during the meetings
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linespoint out usesof tool sthat areused, but havelessor noimmediaterole
inthecoordination procedure.

What wecan seeinthefigureisthat thecomputer providesno other assistance
thanfirst- hand support for the application operator accomplishing her task,
thatisarticulationwork, andlater, providingtheothersafter synchronisingthe
PDAswithupdatedinformation. Thedenotation of theapplicationmanageris
mine, mainly to separateher fromtheother workers. Thecomplex network of
theother tool sthat areusedinorder to organiseand preparethework through
the procedure of coordination highlightstool sfunctioning asimportant re-
sourcesin practice. Theapplicationanditsconnected mobiledevicesarenot
aloneinthisprocedure. Thestationary computer providesthegroupduringthis
procedurewithasingleuser interfacethat will proveimportantinthefollowing
discussionof thefunctional systemof notification. Another resourcethat needs
to be mentionedistheuseof mobilephones. Thereareanumber of mobiles
usedtostand guardfor thesaf ety and emergency systeminstalledinthehomes
of the elderly. These phones, three in number, together with the personal
mobilesthestaff haveaccessto areanimportant resourcefor coordination of
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meeting points, etc. During themorning meetingscall snot connected tothe

work at hand arehandled, which can beseen asadistractionfromthetask, but
alsoanatural part of thedaily work.

The Functional Sublevel of Notification

The use of notes and messages is one central aspect and can be seen asa
continuum of actionstaken during themorning meeting. Notesand messages
caninthiscontext bediscussedintermsof what Sellen & Harper (2001) define
ashot andwarmfiles—frequently used documentsintheworkplace. Hot and
warm documents in this case function as a means for coordination and
awarenessof ongoing activitiesinthemobilework place. Notificationisone
important factor intheaccomplishment of thecoll ectivestrategy for thewhole
group. Onerepository that playsaleadingroleinthisworkisadiary found on
thedesk intheoffice.

Thediarieshaveacentral roleat both sitesbut theusesof themdiffer. Different
usesof similar tool sindicatedissimilaritiesin how thesocial organisationsof

Figure 4. A page of the diary
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toolsandwork arestructured (Hutchins, 1995). Followingthisindication, one
needstogofurther and seewherethesedifferencescanbeidentified andwhy
they occur, especially inrelationtotheuseof thesoftwareapplicationand other
tools.

A Cultural Transformation of the Diary According to
New Circumstances

The diaries are used to memorise and communicate events and actions,
initiating follow-up errandsfrom previoushousecalls, or justinforming the
othersabout certaineventsthat it can beuseful to haveknowledgeabout. If we
goback, tracing thedevel opmental processof diary usesin Alfa, anumber of
interestinglandmarkscan beidentified closely related totheintroduction of the
softwareapplication and how the coordination procedure changed thestruc-
tureof thegroup. BeforethesystemswereintroducedinAlfa, several diaries
wereinuse. Thehomecaregroup aswhol econsi sted of threesub-groups. Each
of thesegroupshad acertainresponsibility for aparticular group of elderly,
eachgroup alsohadadiary of their own, and theresult wasthat three separate
communi cation spaceswere maintained using thediaries. The boundaries
between these groupsweretightly drawn and each group solved their own
problemsand worked autonomously, only caring for thoseelderly that “ be-
longed” totheir owngroup. Oneclear indicationhereisthediary’ sroleasa
commoninformation space, wherethepracticeof usingthediary wasoneof the
components that isolated information within the group’ s boundaries, and
consequently, noinformationwasshared over theseboundaries. Therewas
onediary though, used by workerswhoworked the evening shift, whichwas
sharedamongall of thegroups. It contai nedimportant informationabout certain
eventsand conditionsof theel derly that needed attention during theevening or
needed afollow-up housecall thenext morning.

Whenthesoftwareapplicationwasfully implemented, thethreegroupsmerged
into one. Thiscan be seen as an effect of the particular use the application
required. If onefollowstheearlier discussion of how thecoordinationduring
themorning meeting washandled, onecan clearly seethe consequenceif the
applicationwereto be used by three groups simultaneously assisted by one
desktop computer only. Thenew order that the software applicationintro-
duced was negotiated among the actors, which resulted in that the whole
structure of themorning meetingsisbeing changed. Consequently, theuse of
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thediary went throughasimilar process. Thenumber of diarieswasreduced
totwo, onefor theday shift and onefor the evening shift. Information hadto
be transferred between these diaries and the workers had to decide which
informationto giveandwhichto consider important depending ontask or task
content. Asthisprocedurewashardto maintaininthelongrun, adecisionwas
madeto useonly oneof thediaries. The pagesof thediary weredividedinto
an upper section and onelatter sectionfor each day; theformer wasused for
day activitiesandthelatter for evening activities. At thismoment, theworkers
only hadto view onepageinorder to seeeventsthat had taken placeduring
aparticular day andthefollowing night. Thehistory of eventsin Alfaconnected
tothediary show how embeddedthediary isin practice. Thedevel opmental
processof thediary isonewhereaneed for acommon information spaceis
negotiated (Reddy et al., 2001). Thework withthediary hascertainrulesas
to how it should be used and how the space should be managed in order to
functioninpractice. Theserulesstructuretheuseof thediary, and arearesult
of anevolutionrather thanadesign. The processcan be seen asan adaptation
toaltering circumstancesin theenvironment wherethe practice, that isthe
collectiveactivity, searchesfor reasonablewaysto solvepractical problems
(Hutchins, 1996).

Unfortunately, no story is available for Beta regarding this matter. The
applicationhadjust beenup and runningfor ashort whilewhen| conducted my
study. But what coul d beidentified wasthat the procedureof coordinationwas
continuously negotiated and that the di sagreements of thisprocess had an
impact on how both thediary and the applicationwere used. Thefollowing
discussionwill illustratedifferentimplicationsthat diversesocial organisations
haveon practicewhenthediary isusedinrelationtotheapplication.

Uses of Tools in the Functional Subsystem of
Notification

Thetoolsthat are used in the functional subsystem of notification can be
extracted fromthepreviouspictureof thefunctional system of coordination.
Thesamerelationsarefound betweentheworkers, thediary and themobiles,
indicating that thereexistsacertain structure of communication acrossfunc-
tional level sof work. Theserel ationsconcern coordination of other timesthan
during themorning meetings. Thecomputer andthe PDA arenot usedinthis
functional sublevel. Thediariesseemto bethetool that, morethan any of the
others, mediates human activity and it clearly playsanimportant role. An
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interesting notehereisthat mobilephonesare part of thefunctional system of
notification. Both personal mobilesand mobilesdedicated tohandleemergency
callsareusedinconcert by theworkers, mainly to micro-coordinateactivities
outinthefieldthat function asnotificationsand awarenessof actionstoprovide
information about del aysand new meeting places. Astheapplicationisnot used
atall,andif westrivetowardsan understanding that canassist toinformdesign
of informationtechnol ogies, weneedto comparethediarieswiththesoftware
application’ sfunctionality handling notification.

Uses of the Diary in Alfa: Collective Mean as a
Mnemonic Tool

Informationrecordedinthediary doesnot containregul ar taskssuch asthose
listed ontheassignment list. Thenatureof thisinformationisadded withthe
intention of informing: tellingwhether an ass gnment hasbeen accomplished, or
theoutcomeof aparticular housecall, or about actionsand eventsthat aregoing
tobedealt withinnear future. Thisinformationisstrongly connectedtothe
condition of theelderly and errandsthat need to befoll owed-up on because of
aparticular housecall. Thisalsomeansthat ahousecall ismoreafluidthanfixed
activity, inthesensethat it not a wayscorrel atestothestipul ated timegivenon
theassignment list. Thus, thediary helpstoinformtheother workersabout
ongoing activitiesor to providean awarenessof actionsand conditionsthat
otherwisewouldbedifficulttoattain.

Astheroutineduringthemorningsgivesapossibility tostructuretheactivities
accordingtoindividual interestsand strategies, thereisaconcern amongthe
actors to have all the tasks on the assignment list each morning. What is
requestedisto havethoseerrandslistedinthediary to pop up ontheassignment
list each morning, an initiative that would provide a bridge between the
applicationandthediary. Anindication of thecentral roleof thediary hasis
foundinthediaryinAlfa. It containscross-referencestoinformationheldinthe
system or to paper binders concerning information important for tasks or
events. Thefact thatinformationavailableintheapplicationisnotedinthediary
asareferenceindicatesfirstly that thediary isoneof themain communication
tools, but al sothat theworkershavestrategiesto handletwo diverseset of tools
that lowly get enmeshedtogether inthelineof practice. Their different usesare
based on the suitability for their particular function and the need these
repositoriesefficiently support.
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Examplesof usescan beillustrated by thefollowing situationsand show how
different strategiestowardsthediariesaredevel oped. Inthefirst situation, one
actor leavesanoteabout an older personwhoisabout to haveavisit by adental
hygienist. Thenoteconcernsthewholegroupandwill benoticedandtakencare
of assuch, sinceit containsuseful informationfor all theactors. Thesecond
situationexemplifiesanother strategy wherethediary functionsasmemory for
onesingleworker. Theworker wanted, inthiscase, toremind herself about the
day and time when she had promised to follow one of the elderly to the
hairdresser, something shemost likely had forgotten about if shehad put the
noteinher owndiary or wallet. Thesetwo situationsareexamplesof usesthat
clearly show the collective and shared affordances the diary has and the
intentionsthat theworkershavewhenthey approachthediary.

Uses of the Diary in Beta: The Diary as a Depot

Thediary isfrequently used in Beta, but plays quite adifferent role. The
assignment listisnot only usedtohandleregular tasks. Errandsthatin Alfaare
handledthroughthediary areherelisted ontheassignmentlist. If theseerrands
andfollow-upassignmentsaretobeincludedintotheassignmentlist, they al'so
need to beaddedintothecomputer application. Someof theactorsexperience
thework with the computer uncomfortable and chooseto put forthcoming
assignmentsintothediary instead. Thisinformationisinmost casesadded as
paper notesattached tothediary pagefor thespecificday whentheinformation
isto beused. Theuse of paper notesindicate that messages not alwaysare
writtendirectly intothediary, andthediary hasmainly, sincetheimplementation
of the system, functioned as adepot of assignments. Since the application
manager articulatesregular assignmentsand errandsat thesametimefromthe
assignment list, they areseldomforgotten about, which al so provideacontrol
of thework asawhole. Butit alsoimposesthat theresponsibility of certain
errands among the personal islost, and especially concerning the task the
application manager does every morning. The communication of ongoing
events through the diary are also hampered since the diary rather solves
problemsattached to the handling and work with the computer, rather than
giving awarenessof other workers' whereabouts.

Moreover, theresult of these actionsisthat theapplication operator may have
alist of ten or more additional assignments to record into the system the
following morning. Theseneed to behandled beforeany articulationwork can
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be managed, as the assignments need to be on the assignment list. The
procedurein Betadiffersinthat theapplication manager isresponsiblefor both
thearti cul ation of assignments, but moreover, shea so needstoarticul atethem,
asthey aretobecoordinated at thesametime. Thiswasin Alfasolved by doing
thistask in concert each morning. Thisisaproblem, sincethe application
manager only hashalf an hour for thetask. Whenassignmentsneedto beadded
totheassignment list, thetimefor thistask shrinksthetime-frameby tento
fifteen minutes, whichisavery short timemanaging aproper arrangement for
ten persons. Thisapproach of usingthearticulationfunctioninthesystemstress
that skillsandfamiliarity withthesystemisneeded.

Thetask appointed to theapplication manager duringthemorningisstressful
and someof theworkersavoidthetask becauseof this. Thisinturnexcludes
someof theworkersfromlearning how thetechnology can beusedin practice.
They not only missan opportunity tolearn how to managethesystem, they also
reducethepossibility of anunderstandingitspractical implications, forin-
stance, theconsequenceof | eaving thetasksto bedeal t with thefol lowing day
onpaper notes. Inadditiontothis, thosewho can copewithboththestressand
thetask |earntheskillsat the sametimeasthey aregivenanother positionto
havecontrol over their ownwork situation.

Oneway of handlingthissituationisthat oneof thetwo personsworkingwith
thedivision of tasksduring themorning hasmore experiencethantheother
person, which is a standard routine. This use of the system can also be
connected totheuseof thediary. Asdiscussed above, thediary isusedasa
depot of assignmentsthat needsto berecordedinthesystem. Theworkersthat
arrivelater haveno control over theplanof their daily work, sincesomeoneel se
settlestheplan. Thearrangement of procedurein Betahinderscommunication
and notification both through the diary and the system; both are part of the
articulation of work, and neither for notification of eventsor actions.

Theobservationsindicatethat thecoordinationwork in Betaisnot anoverall
collectiveachievement asitisin Alfa. Moreover, hierarchiesand differences
are established among the personnel in Betamainly dueto lack of skillsin
computer useand knowledge of how thistechnology functionsin practice,
which createsafear of thetechnology. Furthermore, it alsoindicatesthat the
cultures and the roles the coordinative tools play are different in the two
organisations. However, theobservationsunderlinethat theuseof thediary and
itsrelationtothe system needsto befurther investigated, asanintegration of
theapplicationandthefunction of thediariesseemsto beapromisingway to
takein both cases.
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Disagreements of How Notifications are Handled
Through the System

During a user meeting arranged by the system designers, usersfrom both
homecaregroups, representativesfromthemunicipality, and other interest
groupsdiscussed their experienceswiththesystem. Oneproblemthehomecare
groupsagreed uponthat neededto beredesigned wasthenotificationfunction
intheapplication. V ery strong opi nionsfrom both thehomecaregroupswere
articulated about how thisnotefunction currently wasmanaged by thesystem,
and how it counterworked their intentions. Theassistantsdo not usethenote
functionat all, asthey feel it to beunmotivated and cumbersometo handle. A
consequencewasthat whenthefunctionwasusedinformationranabigger risk
of being lost or forgotten, sincethe softwareinitscurrent design separates
crucial informationintotwo sectionsthat areimpossibletoview at thesame
time,

Thereply fromthedesignersof thesystemwasthat they considered thefunction
manageableandtriedtoavoidthe problem, sincethey believeditworked. A
disagreement of what wasworking or not whenit cameto softwareand systems
solutioncanbeputinBergs' (1997) remark:

“ Advocates overlook how tools are always located; how a local
context and reflections of past negotiationsare built into the heart
of the rational tool” (Berg, 1997, p. 169)

During my discussionsandinterviewswiththeactors, they werevery decisive
about thefact that thenotefunction needed to behandled accordingtotheir line
of work. The workers wanted to get the full picture of aparticular day’s
activitiesdisplayedinoneview, e.g., theassignmentlist, whichisclosely related
intermsof need of acommoninformati on spacethat givesthesimilar affordance
astherepresentation of thediary.
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What Kind of Support Do the Tools
Provide?

Theidentification of thefunctional levelsof interest hasarrived at the point
where the propagation of representational states can be discussed. The
coordination seemsto beworkinginbothgroups, eventhoughtheusesandthe
procedure differ. These uses can be understood as a matter of cultural
interpretation whereemployment of informationtechnol ogiesisstraightfor-
ward and whereit allowsdifferent approachestowardsitsuse. Betaisina
situationwherethenegotiation of how thissystemisgoingto beused hasjust
started. Onecould arguethat technol ogy through negotiationisstartingtofind
itsroleamongtheworkersand other repositories. Thefinal stepintheanalysis
istoidentify therepresentational statesthetoolsoffer andtheir propagations
andthereby givean explanationwhy thediary ispreferred.

Theroleof thediary can beillustratedintermsof thefollowing dimensions.
Firstly, accessibility, asthetool iseasy to accessfor all themembersof the
group. Secondly, wehavethesharedinformation spaceit provides. Thirdly, we
seetheoverview of thestateof affairs. Fourthly andfinally, how thecommu-
nication of eventsgivesan awarenessof urgent and important task that goes
beyondtheordinary ishandled. All thesedimensionsarenegotiatedinpractice,
which haveledto an adaptiveroleof thediary. Negotiation of thepurposeand
function of specifictools’ maintenanceand developmentisacrucial aspect,
which is hardly considered from a systems designer’s perspective. The
propagation of thedimensionsaboveandtheir representational statesisfound
in the simplicity of the affordance of the paper diaries. Using one's own
handwriting, small paper notesattached with paper clips, businesscardsthat
holdimportantinformation, or writing directed messagesto specific colleagues,
and knowingthat theinformationwill beaddressed, arewhat makesthewhole
differencewhen choosing betweenthediary and the software.

Theweaknessthat thetechnol ogy seemsto haveinthiscaseisthat almost all
information is displayed on asingle user interface and that the use of the
softwarerequirescertainskillsincomputer use. Another problem connected
tothesingleuser interfaceisthat theworker, if therelevantinformationistobe
attained or noted down, needstowork through several stepsinthestructure
of thesoftware. ThisalsoappliestothePDA, whichisexperienced asdifficult
touseintermsof writing information into the device. The propagations of
representational statesof thedimensionsabovewereharshly rejectedwhenthe
two user groupsdiscussed thenotificationfunctioninthesoftware.
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The application and the mobile devices are not as tools excluded by the
homecareworkers. Rather, onecan seethat thesetool sareslowly interwoven
with practice. Oneof theserolesistheuseof the softwareinthe coordination
anddivisionof work sincetheapplication easestheburdenfor thearticul ation
of activities. Furthermore, thefact that themobiledevicesallow theworkersto
carry informationwhenworkingtendingtotheelderly givesafeeling of safety
andreadinessamongthestaff. Theworkersexpressed anideathat if thenotes
wereto be held in the software instead of the diary, these notes should be
displayed ontheassignment list for an easy access. If implemented, thisidea
would mergetwofunctional systemsintoonetool. Thisstudy cannottell if such
solutionwouldbebeneficial, but thesingleuser interfaceof thecomputer would
still beacrucial problemto overcome.

Table 2. The functionality of different tools in the functional sublevel of
notification

Shared
Dimensions Accessibility information  Overview Communication Negotiated
space of events
Tools Propagation of representational states
The software Requiresalog  Theapplication Provided by Not provided asthe Only ashow it
application in, then you provideasingle different identification of should be
need to work user interface windows e.g. the natification is redesigned in order
your way assignment list found at the bottom  to be used.
through severa and the of the structure
menu choices. notification list
The application Requiresalog  Thedevice Provided by Though information Only as how it
on the PDA in, then you offersa different can be recorded and should be
need to work personal user windows e.g. the synchronised, the  redesigned in order
your way interface, assignment list cumbersome to be used.
through several  displayingthe  and the operation of the
menu levels. assignment list  notification list,  device hindersthis.
for each worker the deviceis
cumbersome to
manage
regarding these
features
The mobile Immediate Not provided Not provided Initiated by the Not negotiated,
phones caller rather taken for
granted
Thediary Immediate The spaceis Immediate access Visibility of Denoted and
visible for to information ongoing activities  negotiated on daily
many at the and sources basis
same time
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Conclusions

Thisstudy hastheintentiontoinvestigatehow aparticular ICT supportisused
withinan established practiceof homecarework. Thediscussionhasdealt with
acase showing aperspective of how technol ogy and practice coevolvesand
getsenmeshedtogether. To put forwardtheconclusionthat thenew technol ogy
support slowly isintegrated with other repositoriesand tool sintheenvironment
would not beasurprise. However, isthistheresult of thestudy’ sdesign, or
what other aspectscan beidentified?Thesetwo organi sationshavehadtheir
first encounter with ICT through these systems. It has been a bottom-up
implementation of technology in both cases, which meansthat no overall
organisational strategy says, “ thisisit, fromnow onthisisthecomputer system
that wewill use, andwedoit for theseparticular reasons.” Thepersonnel have
instead been forced to jointly negotiate the role of the system. As their
knowledgeof technology isfoundintheir own practiceand repositoriesused
by tradition, the key problems in the their negotiations have been those
affordancesthetoolscarry, related to situationswherethe specifictoolsare
found applicable. In somesituations, the new technol ogy hasbeen accepted
andinanother, it hasbeenrejected, butin every negotiation of thetools, the
practical benefitistheunderlined outcome. Thisisshownby theimportanceof
thediary, and by theobservationthat thedesign of theapplicationhasmanaged
to encapsul ate mechanismsof practice, such asinthecaseof thearticulation
part of the coordinationwork. Theimplicationwhenthefunctionality of the
systempartly isaccepted, isthat these partsslowly areinterwovenintheweb
of toolsof practice.

What also isrevealed by this study isthat if one wantsto propose a new
technol ogy supportinaspecificenvironment, oneneedsto pay attentiontothe
collaborativedimensionsof thework practice. Onceagain, theexampleof the
diary showsthat the notion of thecommon information spaceiscrucial. The
importanceof seeingtheinterfaceof either themobiledevicesor thestationary
computer assuch commoninformation spaces, oneal so needto addressthose
designchallengessuchanoptionimposes. Thesingle-user interfacethecurrent
systemoffersisnot enough support for thecollaborativeactivitiesthemobile
workforceof homecarework isengagedin. Thereisadanger toresideonthe
notionthat mobiledevices, asusedinthiscase, will providetheuserswith such
asupport. Themobiledevicesfunctiononly asacarried safety whileworking
alone, moreover, thetechnical and functional display of themobiledevices
constrains usage and the information is fixed, and, furthermore, the user
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interfaceisnot negotiableby theactors. Instead, relying on established tools
seemsto bearescuewhenthepractical useful nessof thenew toolsislost or
difficulttograsp.

Whenit comestokeepingtrack of ongoing eventsand actions, traditional tools
still havetheworkers' attention, providing flexibleand negotiabl einterfaces.
Thehistory of eventsisclear onthispoint, stressing that moreattention should
be put on an understanding of how different toolsareembedded in practice,
especially if onehasthe purposeof replacing thesewith new technology. This
alsoconcernsmediathat isused for communication. Inthiscase, thediary and
themobilephonesal ongwithface-to-faceencountersaremaincommunication
sourcesfoundinthemobilework place. If onewantstotakeadvantageof these
media and situations, then the technology support should be designed to
account for thosemeans.

Technology isnegotiated per se, and therel ation between new technology and
themeansthat arefamiliar haveapromising potential to generateavaluable
input for design and devel opment of related systemsin thefuture. What is
neededto providefor such ageneration of informationisto get closer tothe
activity, morethantheuser. | donot stressto downplay theroleof theuser, but
| would stressamovetowardsafocusontheactivity theusersareengagedin
—their practice. Foll owing such an approach, onewould beabletoisolate
dimensionsthat giveabetter account for the needsthe practiceimposethan
what pre-described documentation formatscan giveguidancefor, whichin
many casesnow isguidingthedesign of thesesystems. When cultural toolsare
digitally transformed, they areal sogiven new affordancesthat, despitesimilar
procedures, changetheparticul ar situation completely, restructuringrelations
betweenworkersand groups, and givinginformation and communi cation new
pathwaystofollow. Notethat thisaddressestheimportance of understanding
themechanismsthat underliecertain proceduresand dimensionsof work, and
thework maintaining thetool s, which not necessarily ismentioned inwork
descriptionsor astep-by-stepinstructionfor documentation. Themechanisms
crucial for the practicearemanifestedinthecultural tools, asshown by the
diaries, and asintheexampl eof thearticulation of work through the software
application. Theseartefactsareor havebeen central toolsof coordinationand
collaboration. If wemanageto grasp and understand their function, wehave
onepointer giving directionasto how approach established col | aborativework
practicesand thedevel opment of new technol ogical support.
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Chapter V
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Abstract

This chapter reports on the initial results of a study conducted in the
project FunTain. The main purpose was to identify general guidelines/
implications for edutainment games, in order to guide designers of such
games asthey often lack in design guidelines. Usability evaluationswere
conducted on an edutainment game in order to find usability problems.
These findings wer e analyzed and used as input in focus group meetings,
held with joint teams of game designers and HCI experts. The outcome of
the focus groupswas a proposal of alist of ten general design guidelines.
Findingsindicatethat usershad problemsinunder standing theunderlying
model for the game as well asidentifying the knowledge related content.
Experts, further, gave comments about feedback problems and different
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types of consistencies. Some of the implications from the findings are

guidelines for earning and loosing points, scoring and performance
feedback and game object characteristics.

I ntroduction

Currently, both research and practice show agreat interest in studying and
devel oping waysto usecomputersinvariousformsto support and enhance
interaction between humans. Althoughtheissueof human-to-humaninteraction
by use of computersisof great relevance andimportance, westill must not
forget about theinteraction between humansand computers. New factorsand
aspects, not previously grasped by the Human Computer Interaction (HCI)
discipline, are becoming recognized asimportant in theinteraction between
usersandtechnology. A spectssuch asemotions, experiencesand entertain-
ment aremoreand morefrequently considered when designingand devel oping
new computer applicationsinmany different areas.

Entertaining experiencesisoneof thesenew aspectsthat today arebecoming
infocusnot only intraditional areasof entertainment, but arecurrently usedin
previously non-entertai ning contextsasameantoimproveproductsand user/
consumer experiences. Examplesof thiscould befound bothinthephysical
world (i.e., restaurantsand themeparks) but al soin computer contextssuchas
ontheWorldWideWebandindifferent kindsof software(Pinell & Gilmore,
1999; Wolf, 1999). The application of entertainment in previously non-
entertai ning environmentsand contextsopensup new research questions, as
entertainmentisapplied and used with purposesbeyond creating plainamuse-
ment andfunfor theuser. Oneof theareaswhereentertainmentisappliedwith
purposesbeyondjust creating anamus ng experienceistheareaof edutainment,
whereentertainment isused in combinationwith educationinorder tocreatea
motivating and successful environment for learning.

Adams et al. (1996) describe edutainment as a blend of education and
entertainment, pursuedinmultimediasoftware. Thedescription, or definition,
indicatesthat thetwo major dimensionsof importancein edutainmentissome
kind of pedagogy (education) and somekind of “ fun” or entertai ning experience
(entertainment). Edutainment i stheref oreoneexamplewhereresearch onnew
appliancesof entertainmentin previously non-entertainment contextsmay be
conducted.
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Consideringthedefinition of theedutainment concept (asablend of entertain-
ment and education), wemight concludethat design of edutainmentincludesthe
design of both entertainment and educational aspectsinadesignartifact. This
may causesomedifficulties. Thepedagogical aspectsthat areof importancefor
theeducational part of theartifact may in somecasesbeinoppositiontothe
aspectsof importancefor theentertainment part of theartifact. Thereseemsto
be aneed for somekind of trade-off to be made in order to achieve agood
resultinthedesign of boththeentertainment and theeducationintheartifact.
A parallel could be madeto Nielsen’ s(1999) discussion about content and
package of thecontent in aweb page design context. Accordingto Nielsen
(1999) the users of aweb page are focused on the content of the page and
consider theuser interface, or package, asabarrier throughwhichthey reach
for the content they want. Despite a cool, sizzling or "killer” interface or
environment, theusability of aweb pagewould benegatively affectedif the
content of theweb pagefailstodeliver somethingtotheuser (Nielsen, 1999).
Therefore, Nielsen (1999) concludesthat contentisking.

Thereisaneedfor designguidelinesandimplicationswhendesigning edutai nment
under thesecircumstances. Thispaper reportsfromaninitial study conducted
for the purposeof providing guidelines/implicationsfor design of edutainment
games(aninstanceof edutainment), performedwithinthe FunTainproject, a
joint project between HCI academics and game design practitioners. The
purposeof thischapter istoreport thefindingsfrominitial usability evaluations
onan edutainment gamein order to providedesignimplicationsfor design of
edutainment games.

Qualities of an Edutainment Artifact

In related work, suggestions of aspects that are of major importance for
educational softwareand multimediacan befound. Thesesuggestionsshould
beof importanceal soindesign of edutainment artifactssuch asedutainment
games.

Adamsetal. (1996) suggest that multimediaproductsfor educational purposes
should be designed with thefollowing aspectsin mind: effectivelearning,
effectiveteaching, effectivecommunication of thecontent and eff ectiveuse of
technology to achieve the previous aspects. In order to achieve effective
learning, theartifact, or product, should besimple(explaintopicsintermsfor
theuser’ salready knownknowledge), clear (definetopicsintheir entirely) and
unambiguous (di stinguishing specifictopicsfromothers). Effectiveteaching,
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they argue, will beachievedby highlighting perspectivesneeded to master the
topicand by providing appropriatefeedback mechanismstothelearners. They
suggeststhat effectivecommunication coul d beachieved by presenting material
soastoincreasethelearner’ sunderstanding of thetopicinamonotonically
fashion. Technol ogy should then beused to ensurethe previously mentioned
aspects, and not to obscurethem. Indesign of multimediafor education, the
usual human factors must be addressed, and the technology should bring
together thebenefitsthat thedifferent mediaprovide.

Linetal.(2001) highlight the possibility to passcontrol of |earning sequences
from the program designer to the learner in web-based teaching. Good
education softwareshould beactive, not passive, inthat thelearner should be
doing something actively and not watching something passively. Adamset al.
(1996) seem to agree with this recommendation, and they conclude by
suggesting that activeengagement by interactionwith multimediacanincrease
theattention spanfor learnerswith positive effects, such ascustomization of
paceandlearning styletosuit theindividual learner’ sspecific needs.

Thesuggested aspectsand factorsaboveall tend to focus on the education
dimension of edutainment. When desi gning edutainment gamesthisdimension
isof great importance. However, if thegameitself isnot considered entertain-
ing, itislikely that userswill quit playing the game, with no educational
experienceasaresult. Further, theabovesuggestionsgivehigh-level implica-
tionswithno specificguidancefor designing edutainment gamesspecifically. In
HCI thereisalongtradition of development of design guidelinesand overall
thesearevery muchonamicrolevel and specificonthetechnology itself.

The Edutainment Game Prototype

Thegameiscalled“Laser Challenge” andwasdesignedinorder toeducatethe
player/user about appliancesof | aser technique. No specific knowledgeabout
the laser technique was required for playing the game, but the user was
supposed to beinspired by the gameto |earn more about lasers. The game
followed alinear, platform metaphor, and consisted of four episodeswith
increasingdifficulty intheinteractiveparts. Themainthemewasintendedtobe
non-violent and the basiswasthat theuser should collect CDstogiveaparty.
Theplayer controlled and steered acharacter onthescreeninorder to collect
CDsandavoid*“enemy” objectsinthegameenvironment, presentedinthe
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shapeof skateboard kidswhoweretryingto steal theCDsfromtheplayer’s
character. Further, theuser got poi ntswhen answering questionsabout | asers
that were presentedinthegame. Below, somescreen shotsfromthegameare
shown.

Picture 1. Pre-game instructions screen (the overall goalsand objectives
of the game is described, as well as the basic game controls)

Picture2. User controlled character to theleft, a spinning question mark
that leadsto a question that must be answer ed by the user, a CD that must
be collected in order to complete the game and a number (250) that
represent “free” pointsto score
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Picture 3. Character has touched a spinning question mark, and a
guestion boxisshown (Thequestionismultiplechoices, and dealswiththe
topic of laser. Correct answer gives the user a high amount of points.)

Picture4. Character, number srepresenting pointsto score, CDsto collect
in order to achieve the game objectives and the antagonist of this game

level (the Skateboarder)

Evaluation Method

When evaluating educational software, learning and usability need to be
considered asinteractinginorder toavoid superficial evaluation (Jonesetal.,
1999). Giventheinteraction betweenlearningand usability, usability evaluation
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methodsshould bewell suitedfor eval uation of edutainment artifactsinthecase
presented here, sincethe methodswould capture both designimplications
(Karat, 1997) and potentially also the interaction between usability and
learning. Therefore, an approach based on evaluation methods from the
usability disciplinewasusedfor thepurposesof identifying empirical design
implicationsfor edutainment games. Thisapproach wouldthen potentially
addressthelearning aspectsand, most importantly for thefocusof thiscase,
obtainimplicationsfor design.

Previousfindingsintherel ated areaof interactive entertainment eval uation
(Wiberg, 2001a) reveal sthat eval uation of entertainment websitesbased on
methodsfrom theusability discipline, and user testingin particular, tend to
provide findings that are focused on basic usability problems concerning
navigation, design of menu buttons, etc. Thisimpliesthat moresubtlefactors
such asimmersion, absorption and engagement, all potentially important to
both entertainment and education, aredifficult to graspwith theuser testing
method (Wiberg, 2001b). Several studies reveal that usability inspection
methods, such as Design Walkthrough (e.g., Karat, 1997), Cognitive
Walkthrough(e.g., Lewisetal.,1994) and Heuristicevaluation (e.g., Nielsen,
1993, 1994) inmany casesidentifiesproblemsoverlooked by user testing, but
also that user testing may identify problems overlooked in an inspection
(Nielsen, 1994). Inthisstudy, wethereforeused acombination of evaluation
methodsincluding both user testing andinspection methods. A combination of
user testing and inspection would provide abroad picture of theimportant
aspectsandissuesat hand, and seemsto beafruitful approachwhengenerating
afoundationfor deriving designimplications. Inorder to refinetheresults
provided by the user testing and inspection method and to generate a set of
empirical designimplications, thefocusgroup method wasused. In practical
terms, afocusgroupisacollection of peoplegathered together at onetimeto
discussatopic of interest for the researcher. The explicit use of the group
interaction providestheresearcher with dataandinsightsthat would beless
accessiblewithout theinteraction (Sullivan, 1994). By collaboratingtheresults
from the user testing and inspection method in afocus group session, the
intentionwasto createaset of designimplicationsof importancefor edutainment
games, whichisthemajor purposeof thischapter.
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Participants

Subject Age Gender Computer Computer Comment
literacy gaming
(1=Novice, literacy
5=Expert) (1=Novice,
5=Expert)
1 2530 |Femde |3 1 Researcher HCI
2 2530 | Femae |5 5 Researcher HCI
3 50-60 | Made 3 1 Engineer
4 20-25 | Mde 4 4 HCI analyst and
lecturer

A total number of five(5) subjectswereinvited to participateintheuser testing,
of whichfour (4) actually participated.

The subjects performed the test one at atime, and each test took about 30
minutesinall. Theuser testsconsisted of threeparts:

. 10 minutesof freesurf with Think Aloud

*  10minutesof Walkthrough, performed by thetest subjectincollaboration
withthetest|eader (collaborativeevaluation)

*  10minutesof post-interactioninterview

Inthefirst part of thesession, thesubjectsplayed thegamewithout any specific
task to solveor instructionsto becarried out. They wereaskedtoverbalize
their thoughtsthroughout theinteraction, and they finished the sessionwhen
they wishedtodo so. Inthesecond part, thesubjectsperformed aWal kthrough
of thewholegame prototypein collaborationwiththetest leader. Different
aspectsof thegamewerediscussed, and the subjectswereaskedtogivetheir
opinionsabout specificfeaturesand partsof thedesign. They werealsoable
to express any thoughts and comments they wanted to share. The post-
interactioninterview gavethesubjectsan opportunity to givecommentsand
thoughtsongeneral aspectsof thegame, theinteractionand the performed test
procedure. Here, the subjectscould develop or refinetheir opinionsandideas
fromthepreviouspartsof thetest, and thetest leader couldfollow up onissues
that neededtobeclarified.
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Expert Walkthrough

Inthe design walkthrough, or here called expert walkthrough, the experts
investigated and collaborated with thegame prototypeand madecommentson
possibleproblemsor designimprovements. Thecommentswerewrittendown
anddiscussedinthelast part of theeval uation, thefocusgroup. Theinstructions
werevery brief, andtheexpertshad alargedegreeof freedomintheevaluation
procedure. In alarge extent they relied on their personal experience and
opinionsintheir evaluations.

Focus Group

When the User testsand Expert Walkthrough partswerefinished, the HCI
researchersandtest leadersfromtheempirical evaluations, aswell asthegame
designers, performed ajoint focus group meeting. In the focus group, the
findingsfromthepreviouspartsof thestudy werereported and discussed. The
firststepinthisprocesswastoanalyzeand categorizethedifferent findingsfrom
boththeempirical andthe expert evaluationsinto problem areasor groups.
Fromthegrouped findings, the parti cipantsconstructed amoregeneral picture
of thereportedissuesintheprototype. Thispicturewasthen usedto generate
anumber of implicationsfor thenext stepintheoverall design process; design
implications. Thegeneral picturewasthoroughly discussed, withfocusonhow
theproblem picturecould bereconstructedinto guidelinesor implicationsthat
designerswouldbenefitfrom.

Eachgroup of problemsinthepicturewerediscussedintermsof: whichpart(s)
of thegame prototypedesign that wasrel ated to the problems, what kind of
moregeneral usability issuetheproblemscoul d beinterpreted asdemonstrating
different aspectsof, and eventually how theessence of the usability problem
expressed by the problem group could beformulated into aguidelineor an
implicationfor design.

Since the study was performed as a collaborative part of the process of
designing the edutainment game, implicationswerekept at alevel that was
consideredto bemeaningful for theoverall design processintermsof guidance
for designerswhen conducting re-design. That is, implicationsthat would be
possi bletouseasmeaningful input tothedesignersinthenext step of thedesign
process.
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Usability Problems Identified

In order to highlight the research process, some of the usability problems
identified arestated below. Thesearekept short, with the purposeto pinpoint
theoverall picture of what occurred. Most of the usability problemsin the
examplesoccurredbothintheexpert walkthroughsaswell asintheempirical
usability eval uations, however notinall theempirical sessions.

Expert Walkthroughs

* Itwasunclear which actionstheplayer should performinordertogain
pointsinthegame. Strangequestion marksand other moving obj ectswere
confusing, and searching after hidden objects that gave points was
fruitless.

* Itisnotobviouswhat“ enemiesanddangers’ theplayer shouldbeaware
of inthegame. What other charactersand objectsarereally dangerousin
thegame?What actionsand obj ects should be avoided?

»  Theskateboard kid seemed somewhat dangerous, however it was not
clear at all how andinwhat wayshecould harmtheplayer’ scharacter.

*  Overal, feedback problemsoccurredinthegame. Whenfeedback was
expected (when different actionssuggestsfeedback to beexpected) it did
onmany occasi onsnot occur.

Empirical Usability Evaluations

* Alackofinterest (fromthetest players) inreadinginitial instructions
resultsinfrustration later ingamewhen events, objectivesand actions
becomedifficulttointerpret and understand.

*  Lossof only somegamepointsasaresult of an actionwasconfused and
mixed upwithatotal lossof all pointsearned, whichledtounnecessary
(and unmotivated by thegame) di sappointmentsamongthetest players.

»  Themusicinthegameisnot connectedtotheactionstaking placeinthe
game, which confusesplayers, asit doesnot highlight level sof danger
(whichwould beconsi stent with other games).
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* Thelevel of difficulty in playing the game is by many test players
experienced to beto low. The gameistoo easy and does not have an
increasinglevel of difficulty, whichwasexpected by many test players.

»  Testplayersreveal frustrationover alack of consistency with other arcade
gamessimilartothisgame, likefor instancethepossibility tojumpon (and
“kill”) “bad guys” inorder togain points.

»  Thelack of possibility to moveinformation pop-up windows, revealed
when questionsconcerning lasersareasked, frustratesthetest players.
Thepop-upwindowsprevent the playersfromreading additional infor-
mation placedinwindowshidden by thepop-ups.

» Testplayersarefrustrated over thefact that someobjects, forinstancea
plasticroad cone, do not work/behaveasinreal life. Inreal lifearoad
conecould bepushed over, butinthegametheplayer hasto go around
theconesincetheconebehavesmorelikeafixed object (similar to, for
instance, afirepost or afence).

Design | mplications

The above stated usability problems are examples of some of the issues
identifiedintheexpert walkthroughsand empirical evaluationsof thegame. In
thefocusgroup session, athorough discussion of all previoussessionswas
conducted (see” FocusGroup” abovefor description) and thegeneral list of
guidelines/implicationsbel ow wascreated.

Further, designimplicationsfor thisspecificgamewasa so put forward. These
wereal soimplementedinthedesign process. However, thespecificimplica-
tionsarenot further discussed here. Thegeneral list of guidelines/implications
islisted below.

Earning and Losing Points

Theoverall scoring system should beclear, unambiguousand providedistinct
feedback to theuser concerning changesinthepointsscored or | ost.
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»  Positiveaudioandvisual feedback should beprovidedtonotify theuser
when pointsarescored.

*  Negativeaudioandvisual feedback should beprovidedtonotify theuser
when pointsarel ost dueto someerroneousaction performed by theuser.

Scoring and Performance Feedback

Thepointsshould besummarizedinavisibleand easily interpreted counter,
placed at al ocationintheenvironment according to conventionsinthegame
genre. Themeaning of the sum of pointsshould beunambiguousand clearly
indicatewhat kind of pointsthat arerepresented, if therearemultipletypesof
pointsthat theuser may scoreinthegame.

Differences in Valuable Objects

Thereshould beintuitive, easily understood representati ons of objectsand
actionsthat result in scoring poi ntswhen performed. If thereisvariouslevels
of pointsto bescored, theobjectsusedtorepresent thedifferent level sshould
be easy to interpret and clearly indicate the value of the specific point
represented.

*  Objectsthat represent major amountsof pointsshouldlook morevaluable
than objectsrepresenting minor amountsof points.

Task Performance and Feedback

In order to achieve good gameplay and competition, afailureto achievea
certaintask that successfully performedwill resultinalargeamount of points
scored should lead to the disappearance of the opportunity to score that
particular set of points.

* Iftheuser answersaquestionworthalargeamount of pointsincorrectly,
theopportunity toscorethat particul ar set of poi ntsby answeringthesame
guestionagain correctly should be suspended (theuser should only have
oneopportunity to scoreeach particul ar set of points).
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Promoting Exploration

Thereshould be* hidden points” inthegameenvironment to reward the user
whenexploration of theenvironmentisperformedandto providevariationand
discriminationintheoverall performanceof usersconsidering pointsscored.

*  Ahighscoreshould requireaperformanceabovethenormal fromthe
user, inorder tomotivatetheusersto engageinthegameand achievegood

gameplay.

Game Objects Characteristics

Thedifferencebetween obj ectsthat affect the gaming procedureand objects
that constitutethebackground surroundingsof theenvironment should becl ear
andunambiguous.

*  Objectsthat are*active” and may be manipulated or used by the user
should distinguishthemsel vesfromthebackground andfrom other active
objects.

» “Dangerous’ objectsthat imply something negativefor theuser inthe
gameshould berepresentedinaway that clearly indicatestheir negative
effect ontheuser’ sperformance.

*  Positiveobjectsthat imply scoring pointsor hel pfor theuser inthegame
shouldindicatetheir positiveattributesby their representation.

*  Obgtaclesintheenvironment shouldclearly and unambiguousindicatethat
they areinterferencesthat need to beworked around and not obj ectsthat
may be manipulated by theuser.

*  Theenvironment should demonstratetotheuser whereitispossibleand
not possiblefor theuser’ sagent or character to movearound.

Real World Inheritance

When designing objectsinthegameenvironment, itisimportant to beaware
of theconventionsconsidering the specific object generated by other similar
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typesof games, but al so conventionsand affordancesprovided by real world
connections.

» Ifanobject hasareal world counterpart, the designer must beaware of
the properties of that real world counterpart and consider them when
deciding the propertiesand function of thegame object. Game objects
withreal world counterpartswill, intheuser’ sinterpretationof them, likely
inheritthepropertiesand affordancesfromthereal world, with effectson
theuser’ sassumptionsof thegameobject’ sproperties.

Under standable M enus

M enu buttonsand choicesshould beclear, descriptiveand context sensitive

*  “Back” buttonsshouldlink tothesectionor part previously visited by the
user, and never to asector that isnew to the user.

»  Actionbuttons(that |ead to somekind of action) should clearly describe
theactionthey initiate; submitting ananswer for instance should bedone
by a“submit answer” button rather than by a“done” button.

Supporting Tools and Their L ayout

Pop up menus and additional tools for problem solving (i.e., information
databasesor dictionaries) should never occur ontop of themainelement (i.e.,
aparticular question) which they are supposed to support, but should occur
besidethat particul ar element. Additional toolsofferedto support theuserin
solving aparticul ar task should not hidethedescription of thetask to solve.

Game Instructions

I nstructionsdealingwith basic movementsand actionsinthegameenvironment
should bevisually presented and explainedinashort and compact fashion.
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* Instructionsonhow to control thecharacter and themeaning of different
objectsinthe environment must be kept short and intuitiveinorder to
ensurethat theuser utilizesthem.

*  Themainobjectivesof thegameintermsof theoverall goal that theuser
should strivetoaccomplishand how that goal may bereachedintermsof
actionsshoul d bepresented and explainedinashort andinformativeway.

Conclusions

Inthispaper wehave presented aninitial study withthemain purposetofind
designguidelinesfor edutainment games. After theeval uation process, where
expertwakthroughsaswell asempirical usability eval uationswereconducted,
focusgroup sessionswith HCI expertsand gamedesignerswere performed.
Thisresultedinalist of guidelines. Theseguidelinesincluded: (1) Earningand
loosing points, (2) Scoring and performance feedback, (3) Differencesin
valuableobjects, (4) Task performanceand feedback, (5) Promoting explo-
ration, (6) Gameobjects’ characteristics, (7) Real worldinheritance, (8)Un-
derstandablemenus, (9) Supportingtoolsandtheir layout and, finally, (10)
Gameinstructions.

| ssuesfor futureresearchincludesfurther testing of other typesof edutainment
gamesinorder tofurther verify thegenerality of theabovedevel oped design
guidelinesfor edutainment games.
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Partll: Theories

Making Sense of
Technology-Enabled
| nter action

Thissecond part of thisbook, entitled “ Theories,” takeson atheoretical perspec-
tive on the Interaction Society. In this section, the contributing authors bring
forward various discussions concerning the basic and fundamental concepts of
thelnteraction Society including, e.g., “interaction,” “communication,” “ collabo-
ration,” and “coordination.” The contributing chapters in this second section
also contain models and theories developed to help us to better understand,
analyze and even predict therole and impact of modern information and commu-
nication technologies on us as individuals, social groups, organizations and on
our society. Further on, thissecond part of thebook providesuswith somemodels
for analyzing current efforts made to support both online interaction and inter-
action using mobile devices in ad-hoc networks.

Overall, the purpose of thisthird sectionisthusto provide uswith someanalytical
tools in order to help us better understand computer-supported, and mediated,
interaction. If weareto deal with anew society, whichisright now inthe making,
itisimportant to havetheanalytical tool sto hel p usseewhat i simportant and what
isnot, what isunique and what isnot, what is highly dynamic and what is stable,
and at | east, but maybeforemost, enableustoidentify what isaffected, or changed
by, through, in, and via this new technology and technology use.
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Chapter VI

| nfor mational and
Communicational
Explanationsof
Cor por ationsas
| Nnter action Systems

Richard J. Varey
The Waikato Management School, New Zealand

Abstract

Whilst many proponents of “interactive communication” and “ social
interaction” do not see the concept as problematic, they focus attention
on practices. | choose to re-examine both “interaction” and
“ communication,” and to relate these concepts to the concepts of society
and organisation/cor poration®. Theconcept of “ interaction” isexamined,
and social interactionisconsidered asexchange. The patter ning of social
interaction in markets, bureaucracies, solidarity groupings, and co-
oper ativecollectives, andtheir respective corevaluesareconsidered. The
“ organization” isexplained asacomplex dynamic interaction system. An
alter native sociological analysisof the social iscompared with that of the
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social psychology tradition. Communication is discussed as a mode of
interaction, to reveal monologic and dialogic conceptions of
communication. Conclusionsareraised around thethemesof “ interactive
communication,” I T, and dialogueand appr eciationinasociety constituted
by interaction. Interaction, it is concluded, requires presence, whereas
ICT allows absence.

| ntroduction

Thisisadiscussion of thenatureof humansociality inasociety inwhichmost
interactionismediated by personal communicationtechnologies(PCTs) or
informationand communicationtechnologies(ICTs). My questionis, giventhat
electronic tools of interaction are rapidly approaching ubiquity, and the
incidenceand quantity of interactionsisunguestioned, what kind of interaction
canweexpect, and how doesthisconstitute our society?

What drew meto thisproject wasmy curiosity over the apparent effortless
movefromdiscussing“interaction” toinvokingconcernfor “communication.”

Why dowecommonly usetwo apparently synonymousterms? Dotheseterms
identify asinglephenomenon—* communicating” ?1f so,iscommunicationa
particular formof interaction, and what aretheother forms?1f not, how canwe
distinguishthetwo phenomena, and how canwebeclearer inthealternateuse
of theseterms?

My purposeinthisdiscussion, then, istothink sociologically (meta-theoreti-
cally, reflectively) about theideaof an I nteraction Soci ety, andto producefrom
thisinquiry contrasted accountsto explain social interaction (with particul ar
attentiontotheeventsthat arisewhen peoplework inoccupational settingsand
uselCTsand PCTsin support of working together). See Weber (2003) for
hel pful commentson* speakingtheoretically.”

Weall experience actions of peopleinthesocial world. No onedoubtsthe
occurrenceof social interaction. Thenotion, then, of anInteraction Society
appearsunproblematic, requiring only guidance on effectivenessand effi-
ciency. What doesaccount for differing explanationsof thissocial phenomenon
isdiffering social constructions(theories) drawing upon philosophical differ-
encesof understanding and theory (explanation) of knowledge, value, and
redlity.
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Thischapter will critically overview informationtheory and communication
theory to examinehumaninteractioninorganised co-operativeworking. This
will show that much“ communicationtheory” isnot communicationtheory, but
rather informationtheory. Tobehumanistobesocial — aninteractor.

Theemergenceof theconcept of “information” istraced back tolessthana
century ago, wherethetechnical concept of “information,” first evident as
recently asinHartley’ swork (1928), problematically avoidsany referenceto
ideasor meaning, and, thus, to people. Theemergenceof “informationtheory”
inthe1940s, and usually attributed to Shannon & Weaver, will be charted.
What will beidentifiedisthedesirefor action-at-a-distance.

It will be confirmed that nowadaysashiftinthinking and acting away from
emphasi soninformationtowardsgreater emphasisoninteractionisdiscernable.
Thedifferencesinsocial conditionsthat brought theseideastotheforewill be
characterisedthroughabhistorical analysis. Itwill befurther arguedthat wehave
alwayshad an* Interaction Society,” and that thelocusof attention hasbeen
established asa“ scientised” informational conception of interactionsincethe
nineteenth century, whentheproblem of “communication” becameexplicit.

Theconcept “ communication” allowsfor contact? without presence. Some-
how, reflectsPeters(1999), thenatural history of humansastal kativecannever
losethenotion of wordlesscontact. Theworry of how to connect with people
hasbecomeagiveninour daily lives— evenaswearesurrounded by so many
other people. In the lonely crowd observed by David Riesman (1961),
interactionisalienated— distant, impersona — each afraid of close contact
with another and equally afraid to be alone and have no contact. So what
attractsustotalk of thepossibility of interaction?

Whenwereview theterm“interaction” wefindtwo concepts: inter (between,
among, of ) and action (exertion of energy or influence). Theterminteractionis
usually takentomeantoact reciprocally or to act on each other. Similar terms
— cooperate, coact, engage— are used to expressmutual or reciprocal act
orrelation.

Muchtalk of the* communicating corporation” and the“learning/flexible
organisation” subsumesthesocia phenomenon of interaction. Indeed, inrecent
yearstheadvent of much chatter about “ rel ationship marketing” and“learning
communities” hasincludedthenotionof “interactivecommunication.” Thisis
muddling, and thediscussion herewill seek to reclaimthe corporate social
grouping asapurposeful system (Checkland & Holwell, 1998) and systemfor
interaction (Deetz, 1992, 1995), in which communication is a mode of
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interaction, rather thanthemeans. Can, then, interaction produce emergent
outcomes, suchasa*“thirdway of knowing” (Shotter, 1993) that isnot possible
inmonologue?

Theubiquitousterm* Informationand Communication Technology” (ICT) is
reviewed throughthisphilosophical analysis. Thisisin pursuit of conceptual
synthesis, not merely technol ogical convergence. Deetz’ sanalysisof human
interaction showsthat informati on and communi cationisright— sowheredoes
that |eave uswith aconception of interaction, seemingly synonymouswith
communication, as the locus of attention? This discussion will move the
explanationfrom* Information Technology” to* Interaction Technology” —
thisimportantly reintroducesthepeopleintothesystem—asocial interaction
systemwith supportingtechnologies.

Thediscussionwill recognisethat our technicist notion of communicating
inhibitsthehardwork of connection by attendingtoimprovementstothewiring,
whilstthetask of buildingworldstogether isneglected. Communicationismore
amoral problem than a problem solvable by semantics, psychology, or
telecommuni cations. Theinformational conception of interactionisinherently
monological. Thenaotionof an* Interaction Society” implicatesdial ogue, unless
interactionistakentobenothing morethan mutually reactiveor directivedyadic
monologues(engagedinreciprocal manipulation). Thenotionof a* Communi-
cation Society” seemsto betherapeutically valuable, but carehasto betaken
that “communication” isnot taken merely asthetransmission of cognitions
(productsof cognition) between selves.

Thewidespread adoption of mobiletel ephonesand other ICTsand PCTsmay
indicatethat wearecreatingan Interaction Society. If theadvertising rhetoric
istobebelieved, useof suchdevicesenablesmoretalk, andindeed much social
interactionisnow mediated by el ectronic devices. But when someof uschoose
to“interact” throughtheintermediary of awirel essconnection, even by useof
“text” inplaceof audiblespeech, rather thanto co-locatefor conversation,
what kind of interactionispossible?l claimthat weneedto addressthisasa
political and ethical problem, and not just atechnical problem.

Resourcesdrawn upon for thisphilosophical analysiswill include Peters
history of communication, Deetz’ sanalysisof corporatecommunication pro-
cessesand power relations, Checkland’ sand Vickers' respectiveanalysesof
the social process of appreciative systems, Luhmann’s critical theory of
society, Simmel’ ssociological analysisof humaninteractions, Myerson’'s
reflectionon‘mobilised” communication, and athorough review of thecon-
ceptsof interaction and dialogue, inboth practical and ethical terms.
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I nter action as Problematic

I nteractionisoneof anumber of ideas, such asinformationand communication,
that haverelatively recently entered day-to-day discussionaround our under-
lyinglongingfor actionat adistanceand connection or contact acrossthechasm
of human separation (Peters, 1999). What | find curiousiswhy wenowadays
notice“interaction” and centretheideaasasocial phenomenon and basisfor
action?Katz & Aakhus(2002) report arangeof investigationsontheideal of
“perpetual contact.” I sthenotionof the* Interaction Society” supported, even
prompted, by the presupposed ideal of “ perpetual contact” asthe meansto
interactand communicatesocialy, or at least providing potential contact with
anyoneat any timeor place? Theadvent of “ personal communi cation technol o-
gies’ (PCTs) seemsto manifest the* presumed natural progression of humans
towardtheideal of open, transparent communication” (op. cit., p. 9). Thegood
personcommunicatingwel | maintainsboth contact and avail ability, yetaperson
isbad and communicationispoor whenapersonisprevented frombeingan
open, authenticcommunicator. Nowadays, el ectronicdevicesare® naturally”
includedinwhat would otherwisebeaface-to-facedyad or small group. Our
theories about communication haveignored technology, except asamass
medium, aweaknessthat Katz & Aakhusaspiretosetright.

Thecommon senseeveryday notion of social interactionoriginally centred on
co-presence. Goffman (1983), for exampl e, took interaction astheevent that
occursduring, and by virtueof, co-presence. Social interactiontranspiresin
social situationsinwhichtwo or morepersonsarephysically inoneanother’s
response presence. Thisdoesnot require co-presence, but isaltered by the
insertion of amediatingtechnol ogy. Nowadays, thecommon-placemeaningis
somethinglike” actionat adistance” or “ mutually responsivecommunication.”
Thiscould seemingly bemediated by el ectronic connection.

Wearecurrently goingthroughatransitional period, standing at theintersection
of theindustrial society fromthe past and the so-called I nteraction Soci ety of
thefuture (with many otherslabels: post-industrial society, information age,
communication age, theage of Aquarius— all suggestiveof our longingfor
“being” together). Social criticHillaireBelloc saw capitalism astheunstable
transitional period between two stable periods. Intransitional periods, the
groundsfor activitiesof theoutmoded period will alwayslosesignificance,
whilst new model sof operation comeinto circul ationto replacethem. For the
future, actorsneedtostrivetounderstandtheir actionsinabroader social frame
of reference. Onecharacteristic of thistimeisashift fromamassproduction
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approachtowardssmaller units, bothinwork organi sation and administration.
Small-scalecommunity, inwhich social bondageprevailed, wasdisplaced by
large-scalesociety throughtheprocessof industrialisation, bringing freedomto
participants. Most interactors were then strangers. Now we see the re-
ascendanceof socia unitsonahumanscale. Variousnetworkshaveemerged
to enablecommuni cation betweentheseunits. Indeed, acharacteristicfeature
of the Interaction Society isthe emergence into consciousness of various
networksinwork groupsandinprivatelife.

Theideaof alifeamong othersinwhich social interactionisaprominent and
frequent activity isappealing. Weall feel strongsocial pressuretointeract. How
elsearewetoresolveproblemsof politics, knowledge, religion, rights, and
morals?But, inaneraof inserting (mostly el ectronic) mediationsinto our actual
and potential relationships, are we really justified in our anticipations of
personal security and sati sfaction?What arewehoping for asmembersof the
Interaction Society?Isthisahopeforlorn?

Whilemodernism championedtheindividual, and fragmented theunit of social
community, post-modernism (or whatever we can call what succeeds
industrialisation) attendstotheinteraction of the parts. Recently, too, devel op-
mentsof apredominantly economic/technical nature have underminedthe
sovereignty of theindividual asrational reasoner (Gergen, 1991; Sampson,
1993).

Manuel Castells (1996, for example) has said more than alittle about the
emergenceof thenetwork society (thebasi c structureof which hasanetwork-
inglogic). Several writersontheinformationsociety (especially fromFinland,
for somereason) havesaidthat wecan characterise post-industrial society as
anetwork of networksthat “ processinformation,” withtheprimary production
being moreknowledge.

| want to apply my critical social constructionist review of humaninteraction
(informational vs. communi cational ) to say something about theproblem of the
ideaof interactivecommunication (that isn’t communicational/dialogical —
controlling reproduction, but rather informational/monol ogical — liberating
production).

Arethesetermsreferring to different phenomena? — Interactive Society
(Castells, 1996), I nteraction Society, and Network Society. Isinteraction(in
aparticular manner) afundamental characteristic of aNetwork Society?

Thecentrality of interactioninwork-flow hasidentifiedinteractional processes
(Strauss, 1985) of persuading, teaching, negotiating, manipul ating, and coerc-
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ing in the workplace. Task performanceis articulated with that of others
throughinteractionsbeforeand after thetask (Strauss, 1988). Alignmentinthe
flow of work isaccomplishedthroughinteraction.

Computer M ediated Communication (CM C) isabroad term covering several

configurationsof communication processes— itisreferringnot somuchtoa
form of communication, so much asto aset of arrangements or conditions
withinwhichformsof communication canarise. Withtheadvent of thel nternet
there have emerged new transaction “marketplaces,” which create more
efficient meansof exchange. But canweaccept aconflationof “transaction”

with“interaction?’” Whilst thegrowth of I nformation and Communication
Technology (ICT) use appears to allow more interaction, much of it is
automated between machineand person, or machinewith machine. “High-
touch” interactionscan’ t beautomated, but thecentral economiceffect of ICT
istofreepeoplefrominteractiveactivities— by enabling communi cation—
peoplecanbeintouchinabsencefromadistance. Y et, distance matters(Olson
& Olson, 2000) inthat synchronousand asynchronousinteractionarisein co-
location and mediated/di stributed spatial conditions, respectively. Theadvent
of | CTshasestablished an expectation of easy communicationand coordinated
accomplishment of difficult work eventhough remotely located andrarely
overlappingintime.

Theproblemasl seeitisthat theincreasingly popular ideaof “interaction” is
beingtakenassynonymouswith*transaction.” For me, the Transaction Society
doesn’t sound so good, and this switch of terminology helps to veil the
unpal atabl econtemporary emphasisonimpersonal socia arrangements. George
Soros(2000) concludesfrom hisanalysisof theemerging new economy within
thedominant formsof capitalist society that wecurrently liveinaTransactional

Society — not an I nteraction Soci ety —inwhichrelationsamong peopleare
guided by instrumental rational cal cul ationsof self-interest. TobeaRelational

Society, wewould haveto shift torelationsthat areguided by cal cul ations of
commoninterest. InaTransactional Society wetalk of “touch points” and
“contacts,” rather than of colleagues, acquaintances, friends, rel atives, part-
ners, community, and so on. Scarbrough’ s(1995) critiqueof Williamson's
(1975) concept of transaction costinhis® new institutional economics’ shows
that by definingthetransactionastheunit of analysis, Williamsonaimedtotake
the debate about organi zational formsoutsidethereal mof social relations.
Scarbrough arguesthat whilst transaction isacategory of socioeconomic
interaction, thereisboth economicexchangeand social relationinatransaction
— thelatter underpinstheformer. Theformsof organization governance—
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economic exchange (market-based control through material incentives) and
social control (hierarchy-based control through social rel ations) — areco-
existent mutually dependent dimens onsof atransactional continuum (inwhich
thenetwork isthehybridform of governance).

Social I nteraction

TheSocial Psychology of interaction hasbeenwidely adopted asthe basisfor
understanding social interaction[see, for example, Argyle (1969, 1973)]. The
motivationistounderstandthemaking of alifeamong others, yet today, almost
all of theothersarestrangerstous. Inthisperspective, theterms*interaction”

and* communication” areoften used almost synonymously. For example, in
Porritt (1990), inguiding thebehaviour of healthcareprofessionalsinsituations
of distressandill health, communicationistakento bethebasis(means) of
interaction. A social relationship is a case of enduring social interaction
(temporally extended, withashared history, and surviving of interruptionsof
face-to-face contact), although Goffman (1961) does not accept that a
relationshipismerely a“two-person” group— thetwoformsaredistinct and
different. Later inthisdiscussion, wewill consider analternativeSocia Systems
explanation[drawnfromthework of NiklasL uhmann (1995)]. Bales(1999)
hasmadeextensivestudiesof social interaction systemsinwhich* situations’

arecomprised of multiplesystemsof interacting persons, and hasdevelopeda
rangeof instrumentsof social interactionanalysis. Othershavestudied human
interaction asdiscourse[seevan Dijk (1997) for example].

Inthesociological tradition, symbolicinteraction examineshow each actor
takesaccount of each other’ smeaningsaswell astheir respectiveacts. Inthe
behavioural perspectiveoninteraction, itisassumedthat each actor relatesonly
totheovert behaviour of theother participants. For theadherentsto symbolic
interactionism, society existsasindividualsininteraction. For Simmel [see
Ritzer (1992)], society is merely the name for a number of individuals
connected by interaction. These individuals are constituted only in their
interactions. Thisisastep forward fromimagining autonomousselfswhose
actionsbear upon each other. Such actionsareunderstood aseither expressive
(anend in themselves) or instrumental (as meansto an end). Simmel was
concernedwiththeeffect of spatial conditionsonsocial interaction (intermsof
social, physical, and psychol ogical distance). Interactionisthemutual regula-
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tioninwhichtwo personsarewithinoneanother’ sperceptual fieldsandsignal
their responsivenessto oneanother.

Inthisview of social interaction, at what point doesmereco-presenceescal ate
intointeraction and communication?How doesthiscomeabout? Theunit of
analysisistheinteractor, with attention paid to such dimensionsof interaction
asactor style, purpose, reasonfor (interaction), motivation, outcome, manner
of (interaction), and thecharacteristicfeaturesof theinteraction event. Forms
of interactionincludeexchange (economicaspect of society), conflict (stateor
regulatory aspect of society), and friendship (characterised by intensifying
interaction). | nteractionwithinacommunity (withknown others) differsfrom
that with strangers. Peopl einteract with each other to conduct, and participate
in, oneor acombination of four basi ctypesof rel ationships, seeking, making,
sustaining, repairing, adjusting, judging, construing, and sanctioning their
relationships. Fiske’'s (1992) work identifies the modes of interaction as
communal sharing, authority ranking, equality matching, and market pricing.
Theseareimplemented differently indifferent social domainsandindifferent
relativedegreesindifferent cultural groups. Domainsof thecomplex realm of
social interactioninclude: exchange, decision-making, moral judgement, self-
presentation, consumption, and conversation.

Takenasa(social) process, interaction can be understood as productiveor
reproductiveof some*things:” meanings, interests, negotiation, closure, and so
on. Thus, wecan speak of “ productiveinteractions,” aswell asof “ unproduc-
tive,” “reproductive,” or “ destructive” interactions. Alternatively, isaninterac-
tiona“thing” (social event) or aproperty of athing?

Insociol ogical thinking, society isunderstood asastableandintegrated system
— conditionsbrought about through social interaction. Studieshaveinvesti-
gated how interaction creates, fits into, reproduces, functions within, or
contributesto the social system. Itisassumedintheseinquiriesthat order,
stability, structure, coherence, and organi zation ari sefromface-to-facecom-
munication. Order isassumedin symbolicinteractionism(e.g., Mead), role
theory (e.g., Turner), dramaturgy (e.g., Goffman), and phenomenol ogy (e.g.,
Berger & Luckmanand Garfinkel, following Schutz). Supposedly, then, ICT
enabl es, accel erates, and connectsby creating and extending asocial webin
society. Smith (1992) challengesthisby emphasizing instability. Heargues
convincingly that interactionisbest understood asasel f-organising system,
rather thananidealizedarrangement of “ actors’ performing“roles’ (inasociety
constituted asasystem of roles). Commonly, interaction producesnot order
but misunderstanding, discomfort, estrangement, and conflict—rather than

Copyright © 2005, Idea Group Inc. Copying or distributing in print or electronic forms without written
permission of Idea Group Inc. is prohibited.



148 Varey

meaning and understanding. Weyearnfor theinteraction, but wedon'’t feel
good about what happens, soweinteract inwaysthat don’t requireengage-
ment!

People interact with norms and rules in mind — they have interactional
expectations(of sincerity, brevity, openness, intimacy, and soon). Following
Elias’ (1939) resol ution of theproblem of dichotomisingthepsychological and
the sociological, Stacey (2003) explainsthe “organisation” as patterns of
meaninginiteratedinteraction, aspatternsof power rel ationssustainedin self-
organising patternsof communi cativeinteracting or conversation/meaningin
whichhumanidentitiesemerge. Theindividual isthesingular andthesocial is
theplural of interdependent people. Learningistheactivity of interdependent
people.

| nter action as Exchange

Thesocial exchange perspective complementssymbolicinteractionism by
examining conceptsof value, sanctions, cost, profit, reward, and soon. Blau
(1964), for exampl e, seeksto explain how individual exchangesemergefrom
social attractionsinto personal exchangesand power, and group authority and
opposition.

Peopl eareinterdependent with oneanother and thusattempt, abort, avoid, and
accomplishtheexchangeof things(food, goods, services, money, etc.). This
requiresagreement on who doesand should exchangewhat withwhom for
what reasonsand onwhat terms. Thenecessary interaction, asindividual sand
asagroup member, isthrough shared meaningsand|learnedval ues, and through
socid roleenactment. Notethes milarity herewith commonpl aceexplanations
for“ communication,” Withininteraction, peopleoffer (or don’ t offer) thingsto
oneanother and demand, accept, or avoid thingsfromoneanother. Vickers
(1983) didn’ t accept goal pursuit asthefoundational motivationfor human
behaviour, but rather thepursuit or elusion of humanrel ationships.

Social exchangeisdistinct from strictly economicexchange, and establishes
bondsof friendshipor superordinationover others. Withinaninstitution, social
exchangemay cement peer relationsor producestatusdifferentiation. Social
exchangeisavoluntary action motivated by expected returns.

Commercial interactionisthebasi sfor theMarket System, whichisthesociety-
widesocial processthat bringsabout coordination of human activities, not by
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central command, but by theinteractionsof the participants. Theactionsof
producersarecontrolled and coordinated by the promise of profit-making
revenue from buyersthrough their actionsin expressing preferences and
needs.

Patter ns of Social I nteraction

Thejobandtrading aretwo of anumber of social domainsinwhichinteractions
aresought. Each hascharacteristic particular formsof interaction (intermsof
rules, expectations, conventions, and soon).

A social relationshipisapattern of the coordination of interaction. People
coordinatewith each other sothat their action, affect, eval uation, and thought
arecomplementary. Strauss (1985, 1988) hasinvestigated workplaceinterac-
tion, for example. What each person does, feels, judges, and so on, makes
sense with reference to what other persons do, feel, judge, etc. A social
relationship existswhen apersonactsunder theimplicit assumptionthat they
areinteractingwithreferencetoimputedly shared meanings. Itisnot necessary
that the other peoplebe present or that they perceivetheaction or understand
itasitwasintended, nor eventhat they exist.

Thesocial problemisthe coordination of actors, each of whom can behave
adaptively towards others: they can give something to the other, accept
something fromtheother, leave something of theother’ salone, or notinflict
somethingontheother. For eachactor, thequestiontobeaskedis“Why should
l...?" Theanswerscharacterisealternativeformsof social coordination.

Market: “ becauseif youdo, I will giveyousomethingthat youvaluemorethan
that which| amaskingyoutogiveup”

Tradition/legal/bureaucracy: “becauseitismy righttotell youtodoit, and
your duty todoit”

Solidarity: “ becauseyouvaluemy welfare, and your doing thiswill makeme
better of "

Cooperative: “becausewhat | amaskingyoutodois, inthesecircumstances,
thebest way to achieveyour goal, which| share’
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Markets, bureaucracies, solidarity groups, and cooperativeteamsaredifferent
kindsof social structures, with different rulesfor theconditionsunder which
exchangestakeplace.

Thehierarchical formisconstituted by consciousorgani sationthrough system-
aticadministrationwith overt rules-based control and ahierarchy of authority.
Thepredominant valueisplanned orders. Inthemarket, “ automatic” coordi-
nationisaccomplishedinthepursuit of self-interest by individually motivated
andwelfare-maximisingindividuals, |eadingtothebest outcomethrough*free’
exchanges. The predominant val ueisprice competition. The network com-
prisesinformal andexclusivesocial, political, economicrel ationshipsamong
relatively independent trusting and trusted social agents. The predominant
valuesaretrust and cooperation.

The market and the hierarchy are special cases of the network way of
coordinating among andwithin social units, and theseformsoftenarefound
operatingin mixed mode. Movement (flow) withinanetwork hasreplaced
presenceat alocation asthelocusof power, according to Castells(1995).

Thesedifferent social structureseachrequireaspecial kind of valueconsensus
— amedium of exchange(seeTablel).

Inthisanalysis, adaptationinvolvesobtaining“things’ (matter, energy, human
services, information) fromtheenvironment, disposing of thingstoit, avoiding
thingsthat areinit, and retai ning thingsinsidethat might escapetoit.

Smith (1995) examinesthe market and the hierarchy intermsof interaction
partnersas personsresponsiveto basic attachment needs, and explainsthe
market asadissipativestructureof arrangementsof rational activity. Smithasks
how itisthatitispossiblefor peopletoact asif their interaction partnersare

Table 1. Values of alternate modes of social co-ordination of adaptive
actors (based on the discussion by Bredemeier, 1979)

Market mode The Money symbol substitutes for direct social
interaction
Tradition-Legal-Bureaucratic mode Insignia as symbol of aright, and compliance

with a symbol of respect for right and
acknowledgement of duty

Solidarity mode Demonstration of need by exposure of
dependency

Cooperative mode Expertise and goal acceptance

Coercive mode Weapons
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cold, impersonal, unempathic fictions (theimpersonalized other)?Inthis,
partnersconstrueeach other inwaysthat areinterpersonally distancing. He
also pointsout that thefacilitiesand mediathat enableprofit-oriented market
exchangesyieldinstrumental rel evancesto partners. Smith highlightsthat firm-
based economiesare characterized by competitivepressurebeing primarily
between sellers, whereasinbazaar-typeeconomiescompetitivepressureison
thetransactionsbetween buyersand sellers. Thissupportsimpersonality in
buyer-seller transactions. AsSmithpointsout, “interactionitself isalwaysa
form of market behavior, however imperfect” (p. 226), and*“ many persons,
observing one another in competitive attachment processes, constitute an
interaction systemand formasocial market” (p. 226).

Social Action

Anactionisaunit of intentional behaviour that produces expected conse-
guences. Experienceistheresult of interaction betweenthe personand some
thing(s) — person, object, idea. So, then, interactionisaction donetogether
—apurposiveinterpersonal process. I nteraction, takenliterally, meansrecip-
rocal action or co-action. Transaction, ontheother hand, isacross, beyond,
over, ortotheother (e.g., trans-Atlantic). Inthetermsof symbolicinteractionism,
insocial interactionthe self isobserved and anal ysed as subject and obj ect.
Social interactionisinterpersonal action, or relationsbetween self and other:
thereisnegotiation of meaning, thereisreciprocation, and actionsof self and
other arereflected on. So, issocial interactionmerely the® comingtogether” of
peopleinto co-presence?lssocial action eventsof behaviourin, andbyvirtue
of, thepresence of other(s)?

Social Systems

L uhmann (1995) moved beyondthesocio-psychologica analysisof individuas
todistinguishthreeformsof social systemsor modesof social systemformation:
interaction systems, soci etal systems, and organised social systems.

Thesystem of interaction comprisesthosewho are” present” “together” at a
pointintime, withaset of rules. Interactionis, inthisview, asocial systemthat
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emerges among those who are present to one another. Interactions are
temporally arranged epi sodesof societal process, only possiblewithin pre-
existing and conti nuing societal communication. I nteractionsareembedded
withintheflow of ephemeral individual actions. Interaction systemsinclude
everything that can betreated as* present,” and are ableto decidewho and
what is to be treated as present and who and what is not. Presence is
determined by the perception modeof information.

Society is, onthe other hand, thetotality of all social communication, and
characterised by comprehensiveness(or inclusivity). Thesocietal systemisnot
composed of interactions— soci etal actionisinteraction-free—for example,
demonstratedin masscommunication events.

Theextensivedifferentiation of society andinteractionleadstolessrelianceon
theresol ution of societal problemsof science-politics, economy-education,
and science-religion, by interaction (for deliberativedemocracy). Thereisa
gap between the interaction sequences a person lives through, and the
complexity of thesocietal system (whoseconsequencescannot beinfluenced
or controlled). But interaction hasnot | ost societal relevance. Highly conse-
guential developmentsareinitiatedininteractions. Contemporary society is
moreindifferent to, but also moresensitiveto, interactionthan pre-modern
societieswere.

Inthinking back tothenotion of social action, wecan now seethat thisisevident
whenever one person considers what others would think of their action,
whereassocietal action ariseswhen actionisintended and/or experienced as
communication.

Somesocial actionisfreeof interaction— wecan act without the presence of
othersand cangiveour actionameaning that for us(and any possibleobserver)
referstosociety (e.g., reading, writing, sitting aloneinawaitingroom, and so
on). Solitary actionismuch morecommoninmodern societiesthaninolder
societies, and much of thishasreferenceto society (I’ mwriting thischapter with
someanticipation of somereading by otherssometimeinthefuture). Itisnow
possible, throughwriting, printing, etc., towithdraw frominteraction systems
andto communicatewith far-reaching societal consequences— society isa
result of interactionswith astandardised, disciplined useof alanguage.

Organisations (i.e., organised social systems) are aspecial form of social
system. Formal organisationsregulatetheir boundariesby membershiproles
and control of admissiontomembership. Thus, “ customers’ aremembersof the
extended organisation. What i ssignificant isthat organi sationsstandardisethe
motivesthat guideinteractions.
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Communication as a Mode of
| nter action

So, isinteractionaspecial caseof communi cation?lscommunicationaspecial
caseof social interaction?Whilstinteractioniswidely takentobeamutually
responsiveformor styleof communication, and communicationiscommonly
located asthe site of organisational problems, thisisamuddling and thus
wasteful useof theconcepts. Deetz (1992, 1995) hasexplicated thecentrality
of social interaction. The two modes of interaction are informational and
communicational. Theformer isareproductivetechnology for useinasocietal
systemthat isaclosed, self-referential communicativenexus. Thelatterisa
productivetechnol ogy (better explained asasocial process) for theinteraction
system asthe processing of contingency onthebasisof presence. Luhmann
(2995) distinguishes, in German, Interaktion (presence) from Kommunikation
(absence).

The Informational Conception of Human Interaction

Thisisthecommonsense conception of “communication” —thepresentation
of theindividual’ spoint of view inwhichmeaningsariseintheprivatecognition
of individuals. Thisisareproductivetechnol ogy that isavehiclefor overcoming
differencethrough messageexchangewiththepurposeof arousing aresponse.
Meaningisstrategically reproduced, i.e., for apre-defined purpose, to serve
theinterest of theindividual.

Bornof theemergenceof tel ecommunicationspracti cesinthe 1940s, informa-
tion theory (originally termed communication theory) was developed asa
theory not of significance and meaning but of signals(incopper wires) (see
Shannon & Weaver, 1949). “Information” became a popular idea, and
communication theory became an explanation of meaning as well as of
telegraph andtel ephonechannel signal capacity. Communicationbecame, in
the common sense of everyday talk, the sharing of information. Several
academicdisciplinescameto bedefined intermsof information production,
mani pulation, and i nterpretati onincluding computer science, management
sciences, economics, journalism, and communication studies.

Somepeoplehaveeven suggestedthat all that ishuman should beexplained by
information, communication, and control [ seeBeniger (1986), and Peters’
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critique(1987)]. Y et, in our communi cation wearenot concerned only with
information, but alsothebody it comesfrom. Unfortunately, for it muddiesand
veils unnecessary biases and distortions, the notion of communication as
information exchangetouchesontheancient notion of instant contact between
mindsat adistance, but alsoallowsthat any “thing” that processesinformation
isacommunicator, and thusfor peopleto bereduced toinformation proces-
Sors.

Myerson (2001) hasexaminedthechangeintheideaof “communication” that
hasenabled, andisdriven by, themovetowidespread mobilized communica
tion (the pervasive adoption of PCTs, especially the mobile phone). This
discussioniselaboratedintheend casestudy.

The Communicational Conception of Human
Interaction

Communicationisaprocessfor exploringand negotiating difference. Meaning
isproduced throughinteraction. Thisisaproductivetechnol ogy.

Monol ogism takes communication to be the action of a person as a self-
sufficient whole, whil st dial ogismtakescommunicationto bea” between”
process (Sampson, 1993). The communicative interaction is the unit of
analysis, not individuals, intentions, or abstract language systems. Social
approachesto communicationareinoppositiontoapsychol ogical approach,
and characterised as“organic” rather than “mechanistic,” concerned with
“ritua” rather than*transmission,” andfundamentally “interpretive’ rather than
“scientific” [Leeds-Hurwitz (1995) providesacomprehensive collection of
essaysaroundthis“new paradigm”].

Social approaches to communication describe events occurring between
peopleintheprocessof interacting. Thisisincontrast tothereporting of how
eventsareperceivedthroughasingleindividual’ sunderstanding. Thus, com-
muni cationisthought of asinherently collaborativeand cooperativevisible
behaviour, rather than as merely personal cognition. An utterance, often
referred to as “a communication” in common parlance, is not in itself a
communicativeact. Theinstigator needstheother to* completeit.” Communi-
cativeactionsarecollaborativeaccomplishments. Communi cationistheproject
of reconciling self with other, to makefriendly after estrangement or to adjust
intoaccordance (Peters, 1999). Thenotionthat communicationisinteraction
reduces problems of relationship to problems of contact at “touch points’
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(common jargonesein Customer Relationship Management circles). The
concept of “communication” allowsfor contact without presence. Communi-
cation is then the disembodiment of interaction — contact without touch
(Peters, 1999). | CT-based technol ogiesmediate— thereisinteractionwithout
personal/physical contact.

A particular definition of what constitutescommunicationisadopted. This
focuseson processaswell asproduct or outcome. For example, Carey (1975,
p. 17) defines communication as “a symbolic process whereby reality is
produced, maintained, repaired, and transformed.”

Social reality isnot seenasafact or set of factsexisting prior to humanactivity
—itiscreatedinhumaninteraction[seeBerger & Luckmann (1967) for the
classic exposition of thisview, and Gergen (1985)]. Berger & Luckmann
analysed knowledge in society in the context of atheory of society as a
dialectical processbetween objectiveand subjectivereality. They concluded
that peopl einteract and produce meaningful behaviour patternsthat construct
ashared reality. We create our social world through our words and other
symbols and through our behaviours. Such an approach requires that we
guestionthevalidity of traditional “ scientific” experiments. Thebusinessof the
interpretivistisnottoreveal theworldtousbut to createsomepart of theworld
forus.“Inquiry istheprofessional practiceof thesocial creation of reality”
(Anderson, 1990, p. 14). Interaction is forwarded as a creative social
accomplishment. Deetz feelsvery strongly that, “[1]f the study of human
communicationisnot ultimately thestudy of how wemaketheworldinwhich
wehaveour human existence, thenitisastrivial asour dominant‘ model’ of it
wouldseemtosayitis’ (1995, p. 130). Further, “[cJommunication, then, isthe
processinwhichwecreateand maintainthe‘ objective’ world, and, indoing
S0, createand maintaintheonly human existenceswecanhave’ (Deetz, 1995
p. 203).

Thecentral problemattendedtoishow social meaningsarecreated. Thefocus
is on people not as passive rule followers operating within pre-existing
regulations, but asactiveagents— rule-makerswithin social contexts. Identity
isseenasasocial construction, and study of social roleand cultural identity |ead
to study of power and what happenswhen particul ar identitiesarechosen or
ascribed by others. The concept of cultureiscentral and isdefined asthe
knowledgethat peoplemust |earnto becomeappropriate membersof agiven
society. Cultural contextsincludethecommunity inwhich particular communi-
cativebehavioursarise. Social approachesaremostly holistic— thestudy of
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interactionrequiresthewhol epictureto understand how themultiplecompo-
nentsarerelated.

Reddy (1993) observed that our major metaphor for communication takes
ideasasobjectsthat can be putintowords, languageastheir container, thought
asthemanipulation of theseobjects, and memory asstorage. Thus, inthisview
wesendideasinwordsthrough aconduit— achannel of communication—
to someoneel sewhothen extractstheideasfromthewords. A consequence
of thismetaphor isthat we believethat ideas can be extracted and can exist
independently of people. Weal so expect that when communication occurs
someoneextractsthesameideafromthelanguagethat wasput in by someone
else. Meaningistakento beathing. But theconduit metaphor hidesall of the
effortthat isinvol vedincommunication, and many peopletakeit asadefinition
of communication.

Mantovani (1996) heral dsthe obsol escence of the old model of communica-
tion asthetransportation of informationfromonepersontoanother. Nolonger
should we be sati sfied with an outmoded model, which concei vesof commu-
nicationas*thetransportation of aninert material — theinformationthat actors
exchangewith each other — from one point to another alonga‘ pipeline.’”
Thereisnoaccount of the cooperation, which stimul atesreciprocal responsi-
bility for interaction and theseriesof subtle adaptationswhich occur among
“interlocutors.” Nor does the old model consider that communication is
possibleonly to theextent that parti cipants have some common ground for
shared beliefs, they recognisereciprocal expectations, and accept rulesfor
interaction, which anchor the devel oping conversation. The old theory of
communicationtreatsknowledgeasanobject (i.e., asabody of informationas
independent factsto be processed) existing independently of the participants
that can be carried through channels and possessed by a receiver when
communicationissuccessful. Thedissemination of informationisnon-interac-
tion or suspended interaction.

Thealternative conception of communicationisof acommon construction
of meanings. Informationisnot movedfromoneplacetoanother —itisalways
ameansto an end, produced and used by social actorsto attaintheir goalsin
dailylife.

In the informational conception of social interaction, “I already have my
required meaningfor this(desired) situation, and | talk to you because| want
to change your choices of possible actions — | seek to persuade.” In the
communicational conception of social interaction, “Meaningisalwaysincom-
pleteand partial, andthereasonthat | talk withyouisto better understand what

Copyright © 2005, Idea Group Inc. Copying or distributing in print or electronic forms without written
permission of ldea Group Inc. is prohibited.



Informational and Communicational Explanations of Corporations 157

you and | mean, inthe hopethat we can find more satisfying waysof acting
together — | seek to createand learn.”

Non-interaction is entirely monological. Others are treated as absent and
distant. Informational interactionisahybridformthatisdialogical inintent, but
monological inexecution. Theother istreated asdistantly present. Communi-
cativeinteractionisdialogical. Theother istreated aspresent. Social systems
comeabout only though communication. One cannot not communicateinan
interaction system— onemust withdraw to avoid communicating. Societyis
anautopoi etic system consi sting only of communi cation. Societal communica-
tion, ontheother hand, islargely, but not exclusively, conducted asinteraction.

Conclusions

What now, ismy answer tothequestion | posed at the outset of thischapter?

Social interactions are socially constructed realities — we can see this
phenomenonwhenwelook for it. Two*tribes’ explaintheprovince, purpose,
and product of social interactionquitedifferently, based on competing onto-
logical and epistemol ogical pre-suppositionsand assumptions[seeVarey
(2000) for ameta-review in businessand management literature] . Intalking of
an Interaction Society, we can attend to mattersof technology or morality.
Both, of course, have substantivevalue. Dowewant theformer to determine
thelatter, or viceversa? Humaninteraction both produces, andissubject to,
deep philosophical differences.

Itisnot that i nteraction hasbecomeasocial phenomenon, but rather that we
can usethe concept of interaction to better explain what we can observein
social settings. The* organisation,” for exampl e, ari sesasthepatterning of some
peopl €' sinteractions, and thisproduceslearning. Following Elias(1939), the
social istheplural of interdependent people— interactionisrequisite.

In a capitalist society that is dominated by the market mode of social
coordination, the concept of “interaction” takes on a special meaning —
responsivecommunication. However, communi cation can beinteractional or
interaction-free. Itisbetter toreservetheterm*communication” for dial ogical
interaction, andnot useitinplaceof “informationdissemination.” Social action
isnot societal action: communicationispossiblewithout interaction—i.e.,
without presence.
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A number of themescan behighlighted fromthisdiscussion.

What's Wrong with I nteractive Communication?

Why isthealternativeconception of interaction better than thecommonsense
conception? Castells (1996, p. 359) isnot alonein referring to the idea of
“interactivecommunication,” but | ask what kind of communicationisnot
interactive? Of course, the answer is given by the analysis of modes of
interaction. Thus, wefindthat informational (monological) interactionisnot
communicational (dial ogical). Communicationisaninteractivesocial process.

Muchso-called”interaction” isbetter termed and explained as” reaction” —
the action of a person prompts (catalyses) a response by the other. For
example, someone asks for directions or for a chocolate bar. The other
describesaroute with landmarks, or handsachocolate bar from abox. An
effectisproduced, but thereisnonecessity for reciprocity or mutuality (another
fuzzy termincommon use). We might better speak of “re-action” in place of
interactivewhenwemean responsiveaction. Perhaps* reciprocal” shouldbe
reservedfor situationsof givinginreturn (“give-and-take”) — what wehave
referredto earlier asexchange.

From Information Technology to Interaction Technology

Inconsidering possibleeffectsof theinvolvement of ICTsand PCTs, weare
attendingtotheproblem of thespatial organizationof social relationships. ICTs
and PCTsdo impact on our lives, interms both of relationshipsand social
practices[seeKatz & Aakhus(2002) and Hutchby (2001) for examination of
thisissue]. When personsarenot inthe presenceof theother, their respective
glances, looks, postural shifts, words spoken, tone of voice—that “ carry”
implicationsand meanings— areconcealed or | 0st.

I nformationtechnol ogiesmake possi bl ethemassreproduction of meaningfor
dissemination, yet thecoreprocessesof |earningandinnovationrequireadense
network of face-to-faceinteractionthat shapetheway that, and thedegreeto
which, ICT isabsorbedinto, and usedwithin, societies. |ICT adoptiondoesn’t
necessarily enableanetwork of social interactions. Gergen (inKatz & Aakhus)
explainsthat monol ogi ctechnol ogiesof interactionlead tomonol ogic presence,
providinginformationor simulation, movingfromthecollectivetotheprivate,
removingor minimizingany transformationthroughcollectivedeliberation. TV
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andradioarefineexamplesof this. Ontheother hand, dial ogi ctechnol ogiesof
interaction, especially, for example, email, and al sotel ephoneand print, allow
ahighdegree of dialogicengagement. What iscreated by insertion of these
technol ogies, pointsout Gergen, is* absent presence.” ThegrowthinICT and
PCT usediminishestheimportanceof face-to-facerelations. Thereismore
interaction, but of anincreasingly shallow nature. Thetechnol ogiesdivert and
redirect attention, expanding therangeof actual andimagined rel ationships.
Absent presencemakesacultural shiftintheform of awholesaledevaluation
of depth of acquai ntanceto breadth/number of acquaintances. My Microsoft
Outlook AddressBook hasan ever-increasing number of contact details, and
theproportion of peopl eregisteredthereinwithwho| haveactivecommunica-
tion decreaseseachtimean entry ismade.

Castells(1995) pointsout that CM C hasbeenthemedium for communication
for themost educated and themost af fluent minority of the population of the
most educated and affluent countries—itisnot availableto, nor used by, most
people. Interaction mediated by |CT isaminority sport, it would seem. Habits
of usagewill beshaped by acultural elite.

Castellsalso pointsout that “ the symbolism of power embedded inface-to-
facecommunication hasnot yet founditslanguageinthenew CMC” (p. 360)
(writtenintheearly 1990s). Email isreplacing tel ephone conversation, but not
face-to-faceconversation—thereturn of thewrittenword, accordingto some
commentators. For others, email isanew formof orality. Castell ssuggeststhat
wehavean emergent new medium, mixing formsof communicationthat were
previously separated in different domainsof themind (speech, writing) ina
many-to-many modeof interaction.

CMCreinforcespre-existing social patternsrather than creating new networks
— itisusedinadditiontotel ephony and transportation— it expandsthereach
of networks, and enablesmoreactivity and morechoi cein patternsof timeand
place. However, thisdoesnot apply beyond thecosmopolitanelite, wholive
symbolically inaglobal frameof reference, unlikemost peoplewho hear and
seeonly what happensamong those present.

Themobilephone privatizes public spaces. Thereisphysical presence, but
mental absence. Private conversationsare open and sharedin public places.
They allow instant contact and ensure availability, but is this freedom or
control? PCT enable more and more frequent interaction. In society that
explicitly valuesinteraction, wecanacquirenew contactsand enlargeour socia
network. Wecantalk morewith more people. But how much of thisactivity is
talk withareason?Muchisemotionally empty chatter —textingfor texting’s
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sake. ICTsand PCTs may indeed shorten social distance, but in doing so
weaken emotional bonds. Paradoxically we can bealoneinacrowd —in
contact, but increasingly lonely. Peer pressurein theform of obligationto
chatter without meaningful and emotionally loadedrel ationshipsisnomorethan
constant connection. Maybe (excusethetel ephonic pun), to beengagediswhat
wewant!

Hutchby (2001) hel pfully suggeststhe power of talk-in-interactionandthe
pervasiveuseof | CTsand PCTsfor conversation. Hehighlightstheinherent
strangenessof talk-in-interactionwith othersasif they are co-present, when
they arenot. Thistechnol ogisedinteraction emergesthroughtheeffectsof the
propertiesof thetechnol ogiesthat support many conversations. Thesystems
aredesigned withacomputational model inmind: encoding and decoding of
intended meani ngsasmessages. Hutchby tracesthismindset back to Saussure
(1915) and subsequently Shannon & Weaver’ s(1949) processof monologic
messagetransmission. What thisconcepti on of communi cation missesisthat
perception producesexperience, but not meaning; interactantsmay or may not
accomplishcommunication, andinteractionisfor thecoordinationof action. An
interactional conceptionof communicationisinherently dialogical.

Dialogue and Appreciation in the Interaction Society

Diaoguehasboth practicesand forums. Wehavewitnessed theriseof “team
working,” “ cooperative’ organisation, and similar callspremisedonasocial
hope for “working together” over several decades, resulting in the term
dialogueentering our everyday vocabulary. Participation processeshavebeen
designed and deployedinmany spheresof work andlocal politics, andwehave
beeninvitedtowork towardsandwith communicationandinformationtomake
“better” decisions, and havebeen provided with*“informationage” resources
for this purpose. What seems, however, to be absent in thisisthe logic of
participationincommunicationandinformation processes. Thus, “dialogue” is
productive, rather than reproductive, communicational interaction. Indial ogue,
thereiscontinual social formation of consensusin interaction, beyondthe
intentionsand opinionsof theparticipants. A dialogictheory of communication
isnecessary for the practi cesof working together (Deetz & Simpson, 2003).

Inasociety constituted by interaction, themost likely occupation of members
isinfluencing andbeinginfluencedthroughtalk (conversation), determined by
communicativeacts, events, andstyles.
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Sir Geoffrey Vickers(1983) refocused attention ontheinitiationand pursuit of
desiredrel ationshipsandtheel usion of undesirablerelationships. Thisisquite
different from Herbert Simon’ searlier explanation of human behaviour as
essentially goal-seeking. Every act of apersonisinterpreted by other people
and so becomescommunication only whenmeaningisattributedtoit by the
other(s), i.e., whenitis perceived and appreciated. Vickers could find no
accepted word to describetheattaching of meaning to perceived signalsto
createcommunication. Hethusreferredtothismental activity as*“ apprecia-
tion,” thecodeit usesasits" appreciativesystem,” andthestate of thecodeas
the" appreciativesetting.”

Vickersclarifiedthenatureof thehuman communication problem. Cultureand
communi cation cannot be separated. For usto communi cateand cooperate,
wemust sharesomecommon assumptionsabout theworldwelivein, and some
common standardsby whichtojudgeour ownand each other’ sactions. These
shared epi stemol ogi cal assumptionsmust correspond sufficiently with social
reality tomakecommon action effective. Theshared ethical assumptionsmust
meet the minimal mutual needsthat the membersof our society have of each
other.* Culture” isthe shared basi sof appreci ation and action which commu-
nication developswithinany political system (acorporationissimply asub-
system of wider society).

Philosophically, “the purposeof wordsisto givethesamekind of publicity to
thought asisclaimedfor physical objects’ (Russell, 1979, p. 9). Pragmatically,
“[c]ommuni cationisthemanagement of messagesfor the purposeof creating
meaning” (Freyetal., 1991).

According to Kreps (1990), human communication occurs when aperson
respondsto amessage and assignsmeaningtoit. Specifically, weshould be
careful to defineamessage asany symbol or thing that peopleattend toand
createmeaningsfor inthecommunication process, whether or notintended by
another person. M eaningsarethemental imagescreated to help usinterpret
what happens around us so that we develop an understanding. Human
communicationisirreversible, boundtothecontextinwhichitoccurs(e.g., time
and place), and ariseswithin rel ationshi psbetween communicators.

Acceptancearisesfromtheapprehender’ schoices, not theinitiator’ sinten-
tions. Parti cipantsto acommunicativeevent takepartinaprocessof creating
shared meaning. First weinterpret the situation, then act, influencing one
another.

We all have concerns, in response to each of which we construct an inner
representation of thesituationthat isrelevant tothat concern. The Apprecia-

Copyright © 2005, Idea Group Inc. Copying or distributing in print or electronic forms without written
permission of Idea Group Inc. is prohibited.



162 Varey

Table 2. Levelsat which human communication may arise (Vickers, 1983)

1. Violence  Erodes trust and evokes a response to contain it
and to abate it, but has no specific communicative
purpose

2. Threat Theconditional “ doit or else” —involvestrust only
to the extent that the threatened needs to believe
both that the threatener can and will carry out a
threat unless the condition is fulfilled and to fulfil
the condition will avert the threat

3. Bargain Involves a greater shared assumption — each party
has to be confident that the other regards the
situation as a bargain —the attempt to negotiate an
exchange on terms acceptable to all the parties —
each must believe that the other parties can and
will carry out their undertakings if agreement is
reached — each is free to make not merely an
acceptable bargain but the best they can, or to
withdraw from the negotiation

4. Information The receiver must not only trust that the giver’s
competence and reliability, they must also be as-
sured that giver’ sappr eciative systemcorresponds
sufficiently with their own to ensure that what is
received fitsthereceiver’ sneeds. Evenifit does, it
will, to some extent, alter the setting of their appre-
ciative system

5. Persuasion Thegiver actively seeksto changetheway inwhich
the other perceives some situation and thus to
change the setting of their appreciative system
moreradically

6. Argument When the process is mutual, each party strives to
alter the other’ s view whil st maintaining their own

7. Dialogue Each party seeksto share, perhaps only hypotheti-
cally, the other’s appreciation and to open their
owntotheother’ spersuasionwithaviewtoenlarg-
ing both the approaching mutual understanding, if
not shared appreciation
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tive System (Vickers, 1983) is a pattern of concerns and their simulated
relevant situations, constantly revised and confirmed by the need for it to
correspond withreality sufficiently to guideaction, tobesufficiently shared
among peopl eto mediate communi cation, andto besufficiently acceptablefor
a“good” life. The appreciative system is thus a mental construct, partly
subjective, largely inter-subjective(i.e., based on ashared subjectivejudge-
ment), constantly challenged or confirmed by experience.

Only if theappreciativemind classifiesthesituation aschangeabl eor in need of
preservation doesthe person devisepossibleresponsesand eval uatethemwith
criteriadetermined by their other concerns. Thus* problems” arediscerned,
and* solutions’ sought. A ctionmay or may not follow.

Vickers(1983) distinguished seven overlapping and coexisting ascending
levelsof trust and shared appreciation (Table?2).

The most basic, fundamental, defining characteristic of asocial groupis
interaction. Thereisno self-identity or groupidentity without interaction—
interaction is arelational concept — i.e., not several discrete entitiesin
monological contact, but dial ogically constituted. Whenwespeak of “interac-
tive,” wemeandial ogical/reciprocal. The social act of communicationisa
strategi c attempt to reproduce meaning, or an opening to create meaningin
responseto theother (person, object, situation).

I nteraction cannot beunderstood as* communication” (theexchangeof infor-
mation). Giddens(1984) viewed interaction asasocial “ space’ withthree
dimensi ons: signification (communi cation: understandingsmeanings), domina
tion (power: understanding who hasauthority), and legitimation (morality:
normsof acceptability). Histheory of structurationexplainstheproductionand
reproduction of asocial systemthroughmembers' useof rulesandresources
ininteraction. The social structure enables and constrains human action.
Knowledgeistheproduct of interaction.

By focusing our attention onthenotion of “interaction” wefindthat thisis
“workingtogether.” Thisnormativeideaisfor hopedfor “togetherness,” where
actionsarewith, rather than doneto. Thereisinclusion, rather thanexclusion.
People participate, rather than are subjected. Thereis a parallel call for
“dialogue’ inour social affairs. Interactivewaysof doing thingsareappealing
—soisdialogue. Thereseemstobeaseparation: “interactive” waysof acting
aremediatedinteractions, whereasdial ogical waysarepersonal . Philosophical
analysisreveal snot ambiguity, but absenceof conceptual clarity intheeveryday
use of these words and ideas. The concern is the manner of interaction
practices.
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Interactionally produced understanding can be characterised as based on
creativity, commitment, contribution, and co-determination.

Final Comment

Intheageof aff ordable(by some) informati on and communicationtechnol ogy,
thereislotsof talk about “communication.” Itiswidely agreed commonsense
that itisanecessary activity, asameansto variousends, and that weneedto
be good at doing it to function well in contemporary society. We al so now
popularly recognisethat “ one-way communication” isinferior to“two-way
communication” or“dialogue.” Thus, “ interactivecommunication” isasolution
totheproblem of weak and unsuccessful communication, or communication
breakdown.

But, thisisawrong and unhel pful commonsensedi scussion of good communi-
cationanddialogue. Theprimary concern should behumaninteraction (‘ work-
ingtogether’), and weneedto discern and explaintwo modes. Itisdialogic
interactionthatisneededfor creativity, celebration of difference, and produc-
tiveliberationfromdominatory discursiveclosure. Communicationtakenasan
act of self-expression istoo limiting, and leads to ICT development and
deployment that isno morethan massreproduction of fixed meaning.

Until wehavethenecessary widespread conceptual clarity, wewill at best try
toimplement political participation processeswithaninappropriateexplana-
tionand understanding of communicationandinformation. Wereally needto
break out of thetaken-for-grantedinstrumental rationality that pervadesdaily
life, sothat wecanre-insert aproductive explanation and understanding of
participationinsocial processesof communicatingandinforming. Attentionon
“interaction” should beaprerequisitefor dealing with communicationand
information.

The Case of Mobilizing Communication

Toillustratethedestructiveshiftinour conception of communication, | have
drawnfromanexcellentlittlebook (withabigconclusion) entitled Heidegger,
Habermasandthe MobilePhone (Myerson, 2001). Herel attempt to distill

Copyright © 2005, Idea Group Inc. Copying or distributing in print or electronic forms without written
permission of ldea Group Inc. is prohibited.



Informational and Communicational Explanations of Corporations 165

Myerson’s 75 pages into afocused case study that, | believe, shows how
humaninteractionisdistorted fromtalk to* communication” by theinsertion of
themobilephoneinto (it sometimesseemsal most) everyone’ shands.

Wehaveawestern philosophical tradition of understandingthat itishumanto
talk, that webecomehumanthrough beingwith oneanother (Heidegger, 1962).
Jaspers(1932) tellsusthat itisour (unfulfillable) moral duty ashuman beings
tocommunicatewithall others. For Heldegger, communicationisdiscoursein
whichthehearer reachesunderstanding. For Habermas (1984 — remember
GeorgeOrwell’ sgreat book?) communicativeactionistheuseof language
oriented to reaching understanding, and thisisdistinct frominstrumental/
strategi cactionthat i sabout taking control inpursuit of personal goal fulfillment.
Y et wearebeing seduced by mass-market promotion of mobilephonesand
other personal communication technologies (PCTs) with the promise that
“universal communication” isquicker, richer, andanessentia part of business,
commerce, and society, and that thiscanreplacetal k and conversation. Talk
isto bejust onepart of aweb of usesfor themobilephone, and everyoneand
everythingisavailableto usthrough akeypad and screen.

This“mobilization” isbased onachangetothemeaningof the* communication”
concept. Tobeableto communicateisnow to befree—to get what you want
—tobeincontrol asanindividual (recall Stacey’ spoint about interdepen-
dence!). Communication, when“mobilized,” isasolitary actionand worksbest
whenthereisonly onepersoninvolved. I n connectingtotheever-expanding
network, wecanreap thebenefitsof large-scal euniversal interconnection, but
thisisasseparateindividualsinpursuit of our owngoals. Thegreat selling point
isthatit’ scheaper to send atext messagethantotalk andthat it doesn’ trequire
real-timeavailability of thetwo persons* communicating.” Interaction gets
promoted as a means to an end — to satisfy other wants. We are to
communicateto “ say what wewant (to have).”

Alternatively, speaking philosophically, wecan definetheact of communica-
tion as not one person’ s action (1), but two-person contact or small group
engagement (We). Imagineonehand clapping! For Habermas, wecommuni-
cateinorder todiscloseand makeunderstood our “internal talk,” not to satisfy
awant. He sees true communication as the slow, distinct “conversation”
throughwhich partiesseek adeeper contact. Any other interactionisinforma-
tion. Human agentsconversing are not sourcesand destinationsof message
flow.Y e, ask thosearoundyoutodefine® communication” andthey will tell you
that “ objective” dataisduplicated and distributed. Much of theinteractivity of
the“Interactive Society” — that is”interactive systems’ and “interactive
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marketing and*interactivecommunications’ —isonepersonwiththesystem
which behaveslike ahuman agent, but ismore efficient and “intelligent.”
M eaningisbypassed astoo slow amediumfor theideal interaction.

Habermasdi stingui shessystemintegration aspeopleboundtogether by fixed
common rulesand procedures, from social integration inwhich peoplestay
together through acommon understanding that they continually work out
together. Without communication therecanbenotruesenseof freechoice—
only procedures of the system to follow. Mobile phones are not really
“communication devices,” but access tools that enable realization of the
potential forimperfect, partial, compromised authentic human communication.
In Habermas' terms, this is a system for organizing peoplein relief (or
substitution) of full dialogue. Thisincontrasttothe*lifeworld” —theshared
sense of thesignificance of human actionsand experiences. Notethisisnot
about isolated individuals alone. So, mobilization isnot liberation, asthe
vendorswould haveusbelieve, but constraint. Thesystem doesour “ commu-
nication” for us! Thereisthe flow of data, messages, images, and so on.
Habermasiscareful and anxioustowarn usthat our democracy isat stake. The
social integrationwecraveisdependent on consensusthrough truecommuni-
cation, butisrepressed and replaced withanonymousnon-dial ogic socializa-
tion.

Now, back tothenotion of interaction. Thisprocesssocializespeopleintoa
(collective) society. Thequestionishow dowewant that to happen? Canwe
besatisfied with the cooperation of individual sindependently following the
demands of a system, or do we need collective understanding. With the
mobilized conception of communication, thereisnodistinction! Inmy view, we
haveto decidewhether communicationisafunction of systems(theexchange
of messages) or the human pursuit of understanding (dialogue). With the
proliferation of ICTsand PCTswearewitnessto, and participantin, isolated
individual smaking sporadic contact for functional purposes, hookedintoa
message system that multiplies and reproduces messages without human
agents, derivinginformation by dataprocessing. These messageshave pur-
poses, but noreasons. For Habermas, “ rationality” isthe potential that people
haveto act and speak inwaysfor whichthey could givereasons. Expressions
havemeaninginsofar asthespeaker could givereasonsfor them. AsMyerson
succinctly putsit “to makesuch messagesdefinitivefor mainstream communi-
cationistoexclude most of thepossibilitiesof human expression” (2001, p.
41). Mobilecommuni cation hasno scopefor reasons, only for gettingwhat you
want.
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For Habermas, interactionisgesturesthat serveasstimuluselicitingaresponse
withinsight, throughinterpretati on and understanding. Communicativeratio-
nality isto grasp the meaning and understand the reasons behind and the
potential weaknesses. Theideal dialoguelookslikeadebate. Expressionscan
bedefended against criticism. Thisisafar cry fromtaking “ communicating
with” to mean making aconnectionwithasystem.

By, then, the* Interaction Society,” dowemeantheweb of connected persons
withmobilephonesand I nternet accessdevicesthat havebeen producedtosell
tous?Or dowemean moreor other thanthat? Thetechnology isnot thefirst
or primary concern. Thepressingissueisnot how weinteract (means), but how,
when, and why weinteract (mode). M obilised communication threatensto
makeaminor, specia part of communication (information) intothecentral case.
M obiletechnol ogiesaretool sfor informing, somobilecommunicationisfar
frommerely “wireless’” — it isnot communication aswehavepreviously
knownit.
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Endnotes

1 AcorporationintheU.S.legal systemisatradingentity. Here" corpora-
tion” ischosenasthepreferabletermover “ organisation” to meanagroup
of co-operativeinteractingmemberswho collectively produceandtrade.

2 Closenessof space, time, and understanding
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Abstract

This chapter discusses the increasing fluidity of interaction that workers
perform in contemporary work settings. Everyday working life is
increasingly constituted of a heter ogeneous mélange where people, work
objectsand symbols, aswell astheir interactions, aredistributed in time,
space and across contexts. When considering interaction where
participants, work, andinteractional objectsaremobile, thechallenges of
supporting the fluidity of interaction in collocated settings are immense.
This chapter outlines mobile interaction in terms of the fluid topological
metaphor and analyses the dimensions of struggling with fluid mobile
interaction based on a framework characterising interactional
asymmetries.
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I ntroduction

Our recent history hasseen an upsurgein I nformation and Communication
Technologies(ICT) supporting themobilisation of computer-mediatedinterac-
tioningeneral and, during the past decade, themobilisation of organisational
actorsinparticular. Theongoing mutual adaptati on of work practicesand such
mobileandwirel esstechnol ogieshasbothresultedinnew work and technol ogy
practicesandintheneedfor re-appreciating the perception of these practices.
Everyday workinglifeisincreasingly constituted of aheterogeneousmélange
where people, work objectsand symbols, aswell astheir interactions, are
distributed in time, space and across contexts. When we then consider
interactionwhereparticipants, work, andinteractional objectsaremobile, the
challengesof supporting thefluidity of interactionin collocated settingsare
immense. Many years of research and commercial efforts have sought to
establishtechnol ogical meansby whichinteraction can beconductedwiththe
sameease, or inthesamefluid manner, ascoll ocatedinteraction. However, as
argued by Olson & Olson (2000), distancedoesmatter.

Thischapter addressesone particul ar aspect of organisational lifefor mobile
workers, the constant negotiation of fluidwork, based ontheassumptionthat
an essential aspect of mobile work is the negotiation of desirable versus
disruptiveinteraction. Weheretakeacloser ook at mobileinteractioninthe
locusof theindividual meeting the others. The purpose of the chapter isto
initiate abroader discussion of fluid mobile work by drawing upon social
topology and thestudy of ICT usein organisations, aswell asexperimental
research constructing andtestinginnovativeinteraction management technol o-
gies. Inorder toinitiatethedebateweask thequestion: What arethepertinent
issuesinvol vedinindividual snegotiating mobilework? Thisisbased onthe
assumption of temporary asymmetry between individual mobileworkersin
terms of fluid mobile work —what for one personisaperfectly justifiable
request canfor another beadisruption.

Previousresearch hasdemonstrated therichness of meansby which people
working “at armslength” negotiatefluid ongoinginteraction (Heath & L uff,
2000). However, theincreased mobilisation of work activitiesacrosstempo-
ral, spatial and contextual barriershasplaced|ocalisedtechnol ogy practicesat
thecentreof theconstant negotiation of fluid ongoinginteraction. Theneedto
seek advice, inquire, coordinate, del egate, arrangeand sort out impliesthat
mobileworkerscritically rely on| CT support for negotiating their interdepen-
dencies. There is also arich body of literature demonstrating new and
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interesting | CT-mediated interaction practices, but mostly inso-called*” sta-
tionary” settings, i.e., where participantsprimarily work from astationary
computer.

Thechapter reflectsuponthetheoretical implicationsof advanced mobilework
practicesfor thewaysinwhichweunderstand contemporary ICT use. The
numerousclaimsthat weareenteringan*always-on” society wherepeoplewill
interact“anytime” and* anywhere,” isfar too simplisticanotion. Mobilework
isoftentemporally, spatially and contextual ly dependent. Evenwhenitisnot,
theasymmetry of situated interactional needsand preferencesimply, for the
individual mobileworker, anongoing struggleto obtainfluidwork practices. It
isconcluded that the specific and theoretical study of mobilework practices
simultaneously highlightstherel ativepoverty of current technol ogiesin sup-
porting fluid mobileinteraction and theneed for rich detailed management of
interaction.

Inthefollowing sectionwefirst outlinemobileinteraction, andthencharacterise
itintermsof thefluidtopol ogical metaphor. Based onaframework characterising
interactional asymmetries, weanalysethedimensionsof strugglingwithfluid
mobileinteraction, and concludethischapter with discussiononthefindings.

M obile I nter action

Itisobviousthat duringthelatter half of thelast century, our waysof livingin
general hasbeentransformed considerably. Among many vital driversof the
transformation, information and communicationtechnol ogies(ICTs) areper-
hapsthe most conspi cuousintermsof thewidespread i mpact upon our social
livesasawhole. Thereisno doubt that becauseof their pervasivenessand our
intensiveuseof them, |CTshavechangedwaysof livinginvirtually all realms
of our social lives.

Mobileworkisclearly oneof such most conspi cuous emerging phenomena
inducedby ICT diffusioninour modernlives. Traditionaly, “work” hasbeen
conductedinfixedformal places, suchasan officeinabuilding, afactory and
alaboratory, based on clear division of labour. However, wearenow ableto
doour jobflexibly largely beyond geographical and temporal barriersand
contextual constrainsby effectively usingvarious| CTssuchasthelnternet,
email, personal data assistants (PDAS), mobile phones, short messaging
service(SMS) andinstant messaging (IM), alongwithtraditional technologies
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suchasfixedtelephonesandfax machines. Inparticul ar, contemporary “ office’
workersarenot just workinginanofficeinabuilding, but alsomoving out from
itand doingtheir jobremotely at varioussites. Wecan al so seetheincreasing
number of workerswho dotheirjobat home. Itisthiskind of work style, often
calledtelework, telecommuting or SOHO (small office, homeoffice), that has
emerged sincethe 1990sclearly resulting from thewidespread and arapid
decline of the cost of ICT optionsfor individual workers. Asseeninthese
examples, | CTshavediversified our working modes, not only workinginside
theoffice, but alsoworkingremotely andflexibly.

Here, itiscrucial tolook at mobilework morecarefully. Inspiteof theupsurge
of interestinmobilework inour social lives, current research perspectivesinto
itand, more specifically, the notion of “mobility” have been quite narrow,
dealingwithitexclusively intermsof humans' geographical movement. Much
of literaturecharacterisesmobilework asitsflexiblegeographical movement of
people (e.g., Makimoto & Manners, 1997; Dahlbom & Ljungberg, 1998;
Fagrell et al., 1999; Kopomaa, 2000). It can be said that conventional
understanding of the notion of mobility hasbeen clearly confined into the
corporeal characteristic of humansfreed from geographical constraintsthanks
tomobilecomputing technol ogiessuchasmobilephonesand PDASs. However,
inorder tograspthesignificanceof mobilework inour modernlivesingeneral
and work settingsin particular, we need to take a broader perspective and
rethink thefundamental aspectsof humaninteraction and thetransforming
notion of mobility, looking beyond human movement (Kakihara& Serensen,
2002).

I n addressing mobilework supported by various| CTs, weneed tolook also
at tempor al aspectsof humaninteraction. Inaface-to-facemeeting of two or
more people, for example, they do and need to share the same, constantly
proceeding, linear clock time. Inasense, thepeopleareforcedto synchronise’
inaface-to-facemeeting. Y et, using | CTs, especially I nternet technol ogies
suchasemailsandIM, peoplenolonger needto share, not only thesamespace,
but al sothe sametime; their interaction canbe* asynchronous’ withregardto
efficiently usingtheir timeintheir interaction. Itisreasonableto say that such
atemporal shift, fromsynchronousto asynchronous, resultingfromusingthe
Internet technol ogies, increasesthe mobility of humaninteractioninwork
Settings, Sincethepeopl eusing such Internet technol ogiesintheir work become
largely freed fromtemporal constraintssuch asnecessity of sharingthesame
timeanddifferent national timezone. Inthissense, mobilework clearly signifies
not just humans' flexiblemovementsbut al sothetemporal transformation of
humaninteractioninwork settings.
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Furthermore, another important aspect of humaninteraction, whichneedstobe
considered in the debate of mobilework, isthe contextual aspect. Human
actionandinteractionwith othersareinherently situatedinaparticul ar context
that framesandisreframed by hisor her performanceof theactionrecursively.
Suchcontextuality, or Situatedness, of humanactioniscritical for capturingthe
nature of human interaction. Suchman (1987) argues: “ The coherence of
situated actionistied inessential waysnot toindividual predispositionsor
conventional rulesbut tolocal interactionscontingent ontheactor’ sparticular
circumstances” (p. 28). Inthissense, it could be argued that in addition to
spatial and temporal aspectsdiscussed above, contextual aspectswherethe
action occursare of equal importance in organising human interaction. In
consideringmobilework, such contextual aspectsof interactionaresignificant.
Wethen couldarguethat contextuality playsacritical roleinconstitutinghuman
interactionjust asspatiality and temporality do. Contextsinwhich peopleare
immersed continuoudly reframetheir interactionwithothers, including people' s
cultural backgrounds, particul ar situationsor moods, degreesof mutual recog-
nition, exchanges of facial and bodily expression. Thanksto various ICT
applicationsand mediated communication, peoplenowadayscaneasily inter-
actwithotherslargely freedfrom such contextual constraints, interactingwith
peopleinlargely different contexts. Inthissense, therel ationship between
interaction among people and the contextsin which they areis becoming
mobilisedintermsof flexibl e patternsof interaction acrossdifferent contexts.
Itisalsoclear that such contextual, or relational, aspectsof humaninteraction
areincreasingly “uneven” amonginteracting peopl ebeyond neat time-space
conditionsof interaction. Hence, when considering humaninteractioninmobile
work settings, weneedto deal with contextual aswell asspatial andtemporal
aspectsof humaninteraction.

Itisworth pointing out herethat from our extended perspective, increasing
mobility of humaninteractionintermsof special, temporal and contextual
aspects, doesnot necessarily mean that our interaction becomestotally freed
fromspatial, temporal and contextual constraintsof our everyday activities.
Many scholars, especially incomputer scienceand engineering, tend to offer
thesimplepropositionthat, usingmobilel CTs, wearenow abletointeract with
others*anytime, anywhere” (e.g., Kleinrock, 1996; Agre, 2001). Thisisvalid
inthesensethat ICT, especially email and mobilephones, helpusinteract with
thosewho areinadifferentlocationeither synchronously or asynchronously.
However, asWiberg & Ljungberg (2001) clearly show, thisdoesnot neces-
sarily meanthat wecaninteract with others” everytime, everywhere.” Intheir
analysisof mobilework at TeliaNara, mobileworkers’ activitiesareinmost
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casesdependent upon particular placeandtime, sometimessignificantly. Aswe
haveseeninthediscussion of contextuality above, every humanactionand
interactionisinherently situated inaparticular context; soisitinthecaseof
mobilecommunication andinteractionensured by ICTs, includingmobile
technologies(Kimetal.,2002). Thusitisclear that thenotion of mobilework
itself isnot suchasimpleconcept assignifyingworking remotely or “anytime,
anywhere.”

Aswehavediscussedinthissection, theemerging debate of mobilework has
been discussed from quite anarrow perspective, almost only dealing with
humans' geographical movementintensifiedby effectiveutilisationof ICTsin
work settings. From thewider perspectivewetake, mobilework isnot just
about aworking modeor styleto bedoneremotely fromvarioussites; much
more importantly, it also signifies the increasing mobilisation of human
interactioninwork settingsintermsof spatiality, temporality and contextuality.
What hasbeenfreed by various| CT options, particularly mobiletechnol ogies,
inour modernwork style, isnot humans' corporeal movement butinteractional
patternthey perform (Kakihara& Sgrensen, 2002), whichwemay call mobile
interaction.

Fluidity of Mobile Interaction

Inorder to capturethecomplex and diversified nature of mobilework, or more
specifically mobile interaction in work settings, it might be beneficial to
conceptualisethesi gnificanceof mobileinteractionitself tocontemporary work
environments. Herewewant to takeametaphorical approachwithideasfrom
social topology.

Topology isabranch of mathematicsthat deals with various geometrical
propertiesand spatial relations. However, it isnot restricted by Euclidean
three-dimensional geometry; it localises objects in terms of a variety of
coordinatesystems. Intopology thethreestandard axes, X, Y andZ, areno
longer afixed or concretegeographical frameof reference. Applyingthebasic
ideasof topology, Mol & Law (1994) proposed threedistinct “ social topolo-
gies’ drawnfromtheir investigation onthespatial propertiesof themedical
conditionanaemiainwhichtherearetoofew redbloodcellsintheblood. First,
theregionisadistinct topology whereby objectsare clustered together and
boundariesaredrawn around each particular regional cluster. Inshort, this
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topology can be characterised by “boundary.” Second, the network is a
topology whereby relativedistanceisafunction of therel ationship between
componentsconstituting thenetwork. Complex patternsof connected nodes
createthewhole network structure. Thistopology can be characterised by
“relationship.” Third and most important to our discussion, the fluid isa
topology whereby “neither boundaries nor relations mark the difference
between oneplaceand another. I nstead, sometimesboundariescomeand go,
allow leakageor disappear altogether, whilerel ationstransform themsel ves
without fracture. Sometimes, then, social spacebehaveslikeafluid’ (p. 643).
Thisisaparticularimageof thetopol ogy of anaemiadiscussed by Mol & Law.
Anaemia, likeblood, can beseen asflowinginand out of different regions,
acrossdifferent borders, using diversenetworks.

Applyingthesemetaphorsfrom social topology, wecan appreciatethenature
of mobileinteractioninwork settingsmoreproperly. Theregion metaphor can
beclearly appliedtothetraditional, geographically dependent humaninterac-
tioninthepre-1CT age. Evenintheearly computing era, theregion metaphor
ispertinent to characterise that computational support thenwaslimited to
mai nframeswith connected terminal s. Thenetwor kmetaphor can characterise
modernlifestyles. Interactionamong peopleviavariousmedianetworkssuch
astelephonesandtheinternet hasbeenrel atively mobilisedintermsof symbolic
travel of data, images, soundsand soon. Computer install ationscomprising of
local- and wide-areanetworksare precisely characterised asnetworks, and
themetaphor can a so beexpanded to characteri sethe soci o-technical mesh of
humansandtechnol ogi esin organi sational settings.

However, giventherapiddiffusionand domestication of various| CT applica-
tionsincludingmobilephones, SM S, PDAS, |aptop computers, and awareness
technologiessuchaslCQintoour everyday lives, anetwork metaphor seems
increasingly insufficienttoexplainour socia activitiesingeneral andwork mode
inparticular. Intheenvironment where peoplecaninteract with othersby using
such emerging technol ogiesasmobilephone, SM S, pagers, email, laptops,
PDAs, and ICQ), relational disposition of human interaction is becoming
ambiguousandtransitory. Suchasocial topology canbeafluid. Accordingto
Mol & Law, afluidworldis“aworld of mixtures’ (p. 660) and “variation
without boundariesand transformationwithout discontinuity” (p. 658). A fluid
worldensured by multiple mobilisation of i nteraction can becharacterised as
“theremarkably unevenand fragmented flowsof peopl e, information, objects,
money, imagesand risksacrossregionsinstrikingly faster and unpredictable
shapes’ (Urry, 2000, p. 38). Thisisclearly theworld of the contemporary
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mobilework mode. M obileworkersengagethemselvesingettingtheir job
donenot only at their formal officesbut at varioussitessuch ashome, clients
offices, hotels, moving vehiclesand so on. Looking at their nature of work,
thereisnorigid boundary that determineswhether insideor outsidetheoffice:
anywherecanbetheir office. They permeateacross*regions’ and“ networks.”
Inthissense, we canarguethat mobilework isthefluid mode of working.

Fluidity of mobileinteractionraisesavariety of new issuesto beaddressed. For
example, duetoincreasingflexibility ininteractingwithotherswithvariousICT
supports, peopletendto beexposedto“interactionoverload” (Ljungberg &
Sorensen, 2000), whichinevitably providesthem with variousunwelcome
consequences. Whereashigh fluidity of interactioninwork settingsoffers
workersawiderangeof benefits, such asinteractingwith peopleremotely and
flexibly, it also creates interruption and disturbance in their actual work
environment. By havingamobilephone, for instance, you can bedisturbed by
anyone who knows your number regardless the level of your busyness.
Althoughemail isbasi cally anasynchronouscommuni cationway that doesnot
requireyouimmediateresponse, if you keep storing emailswithout any reply
thenyou are*“overloaded” by email. PDA senableworkersto check and send
email outsidetheir offices, but colleagueswho know that you havea PDA
would expect that you alwayscheck and reply totheir email. Asseeninthese
immediateexampl es, highfluidity of mobileinteractionoffersusapractical issue
tobesolved: theasymmetry of interaction (Nardi & Whittaker, 2000), which
will bediscussedinthefollowing.

Asymmetry of Interaction

Inorder toinitially analyseaspectsof mobileinteraction, weintersect onelevel
further downfromthenotion of humaninteractionunderstood asafluidwhere
attention and expressionsin emerging patternsshift acrosstime, spaceand
context. Inthissectionweproject thistopol ogy ontotheoperational level of the
individual desiringtointeract or tobeleft alone. Theoverall goal istoanalyse
theelementsaffecting thefluidity of interactionfrom the perspectiveof one
actor, acknowl edging theinherent asymmetriesof everyday organisational
interaction (Nardi & Whittaker, 2000), aswell asthe fact that much work
cannot be accomplished independent of temporal, spatial and contextual
constraints(Wiberg & Ljungberg, 2001). It, therefore, makessensetotakea
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closer look at how individualsmanagetheir interactionwith others. Thisis
exclusively viewed from the perspective of understanding the struggleto
maintainfluid mobileinteraction. Theasymmetry of interaction occurswhen
“ thetime and topic are convenient for theinitiator, but not necessarily the
recipient. Thisasymmetry arisesbecausewhileinitiatorsbenefit fromrapid
feedback about their pressing issue, recipientsareforced to respond to the
initiator’ s agenda, suffering interruption” (Nardi & Whittaker, 2000). A
distinct focusonissuesrelated to establishing fluid mobileinteractionwill
inevitably placesomesignificanceontheinitial phasesof interaction, whichin
particular canbecharacterised asouteraction, i.e., negotiating thecommuni-
cation(Nardi & Whittaker, 2000). Current research characteriseorganisational
conversationsasmostly being between two peopl e, spanning brief periodsof
time, opportunistic, contai ning multipleconcurrent threads, and ongoing rather
than one-shot. Whittaker et al. (1997), furthermore emphasi ses i ssues of
personal desire as opposed to only studying organisational or functional
rationality. Thisleadstotheinclusionof concernsfor individua simprovising
and allowing their emotional dispositionto affect decisionsasto how they
interact andwithwhom. Thisconcurswith Ciborra scall for better understand-
ing of theroleof improvisation and moodsin meetings between peopleand
contemporary technologies, and to acknowledge these asabasic tenet for
analysingtherelationships(Ciborra, 2002).

Inorder toanalysemoreclosely theissuesrelated to anindividual maintaining
fluidmobileinteractioninorganisational conversations, weinitialy distinguish
between anindividual’ sdesire at agiven point intimeto beinteractive or
inter passive. Being interactiveimplies communication and collaboration
between two or more people around a shared object (Dix & Beale, 1996),
whereasinter passiveisastateinwhichapersonispassiveinrelationtoothers.
Thisdistinctionisessential sinceit precisely characterisesdesiretointeract
versusdesirenottointeract. It does, however, not characterisethedistinction
between being activeand beinginactive. A person can beinterpassivewhilst
immersedinhisor her ownindividual activities. Wecanthenfor agivenperson
andat agivenmoment analytically characterisetheinteractional asymmetries
(Nardi & Whittaker, 2000) intermsof theindividual’ sdesiretobeinteractive
or interpassive, versus the preferences of every potential interactor to be
interactiveor interpassiveinrelationtothisparticular individual inaparticular
moment of time. Aninteractor characterisesapersonthat caninitiateinterac-
tionor respondtoarequest for interaction. Themodel, therefore, analytically
distinguishesbetween“you” and*them.”
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Thefirst scenario coverssituationswherethere— at | east instantaneously —
arenointeraction asymmetries. Hereboth theperson at thecentreaswell as
thesurroundingsareinterpassive—they areleft ontheir own, undisturbed and,
for example, involvedinindividual activitiesor reflecting. Thisrelatestothe
distinction between action and reflection (Schon, 1983), or Norman’ s(1993,
p. 15) distinction between experiential and reflectivecognition:

“There are many modes of cognition, many different ways by
which thinking takes place. Thetwo modesparticularlyrelevant to
my analyses are called experiential cognition and reflective cog-
nition. The experiential modeleadsto a statein which we perceive
and react to the events around us, efficiently and effortlessly. This
is performance. The reflective mode is that of comparison and
contrast, of thought, of decision-making. This is the mode that
leadsto new ideas, novel responses. Both modes are essential for
human performance, although each mode requires very different
technological support.”

Itis, thereforeimportant to beableto configuretechnology soastoallow for
sustai nedinteraction, but alsofor non-interaction, to providesupport for both
theexperiential mode aswell asthereflective mode of cognition (Wiberg,
2001).

Secondly, ininstanceswherethepersonat thecentre, inorder tomaintainafluid
work patternfor example, needsto get hold of another person by theuseof a
mobilephone, the personinstantiatesapotential interactionasymmetry when
contacting aperson who may beinterpassive. Thisinvokesthe subsequent
issuesof managingtheinteraction, of session management and of theproblems
of thecentral actor potentially by meansof anobtrusivetechnology (Ljungberg
& Sorensen, 2000), forcing himor herself intothefore.

Thirdly, theoppositeinstanceischaracterised by theasymmetry being evoked
fromoutsideandtheinterpassivenessof theperson at the centrebeing broken
by someonewho requestinteractioninorder for that persontomaintainfluid
mobilework. Here, theissue, from the point of view of the central actor is
managing temporary interruptionsof onesession for another or engagingin
interactionfrombeinginterpassive. Fromthepoint of view of thepersonat the
centre, maintai ning fluid mobilework canbeanissueof dealingwithinterrup-
tions(O’ Conaill & Frohlich, 1995), eventotheextremewherework canbe
characterisedintermsof constantinterruptions(Rouncefieldet al ., 1995).
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Thefourth situation coversinstanceswheretheasymmetry of interactionis
resolved in interaction. Both the actor at the centre and people in the
surroundingsdesiretointeract. If thisisthecase, thenoneof theprimary issues
will beto prioritisebetween different strandsof interaction. Thisimpliesthat
interaction canleadtometa-interaction, or “ outeraction” (Nardi & Whittaker,
2000): “ Outeractionisaset of communicativeprocessesoutsideof information
exchange, inwhich peoplereach out to othersin patently social waystoenable
informationexchange.” Thenegotiation of interaction herealsoinvolvesthread
swappingwheredecisionsto hold or wait rel ateto di scussion and negotiation
of availability andrel ativeimportanceof different threadsinvolving different
configurationsof involved actors.

Viewingtheanalytical distinctionsbetween attemptsto negotiatetheinterac-
tional asymmetriesover timeleavesuswithapotentially ever-changing configu-
rations and negotiations. These changes can lead to fluctuations between
symmetry and asymmetry with potential consequencesfor the central actor
being engagedinbothfluid and disruptivemobilework. Fromthe perspective
of thecentral actor, thechallengeisto managetheconfigurationsoastoactively
encourageinteractionwhenit either servesthepurposeof contributingtofluid
mobilework, or when disruptionsaredeemed desirable by theactor in order
toestablishinterpassivesituationsat alater stage (Ljungberg & Sorensen,
2000).

If certain configurationsbetweenthecentral actor and otherspersist over some
periodof time, or if thesameconfigurationsof interactorsfrequently experience
recurrent asymmetries, thisinitself canrai seessential issuesof interaction
management. In the case of both the central actor and others remaining
interpassive, then there may be an absence of interaction over aprolonged
period. If thecentral actor persistently over timeinstigatesinteraction despite
others' preferencesfor interpassiveness, theresult can befragmentation of
work activitiesontheir part. To someextent, thework of thecentral actor can
inthissituation beconcelved asfluid. Intheoppositeasymmetry, thecentral
interactor constantly beinginterrupted canresultinfragmentation of themobile
work activities, but equally in perceivedfluidwork onthepart of theinstigators
of theinteraction. However, if anasymmetric patternisreiterated over time,
participantswho constantly aredisrupted, and therefore may not experience
fluidwork, could desireto proactively affect thesituation and for example
control it by switching off their mobilephonesor avoiding readingemail for a
coupleof days. Inthecasewhereinteractivenessistheprimary preferenceof
all parties, itraisestheissueof balancingtheparticipationof al involvedandthe
need to maintain awarenessof theinteraction, itsstatusand results.
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Struggling with Fluid Mobile
| nter action

Thissection outlinesand reviewstheissuesinvolved when acentral actor
managesinteractional asymmetriesinorder to beabletoengageinfluidmobile
work. Firstly, wemust recognisethat distancematters(Olson & Olson, 2000),
andthat ahost of issuesrel ated tothestrugglefor maintaining fluid mobilework
emergefromthemobilisation of interactionand fromthefluidisation of work
activitiesacrosstemporal, spatial and contextual boundaries. Many of the
issuesdiscussed bel ow arealso interesting to study and discussin settings
wheretheinteractionis“at armslength,” but herethemain objectiveof sucha
study could bethe opposite— demonstrating therichnessof meansby which
collocatedinteractorsmanagefluidinteraction (Goffman, 1982; Heath & L uff,
2000; Olson & Olson, 2000). Studies show that collocated office workers
spend between 25% and 70% of their time on face-to-face conversations.
Collocated synchronousinteractionscan becharacterisedintermsof (Olson
& Ol'son, 2000): rapidfeedback, multiplechannel s, knownidentity of contribu-
tors, sharedlocal context, impromptuinteractionsonarrival and departure,
easy establishment of joint referencesto objects, freeindividual control of
attention and participation, implicit peripheral cues, and the spatiality of
reference. Asoutlined previously, empirical studieshavecharacterised most
interpersonal interactionasdyadic (involvingtwo people), brief, opportunistic,
synchronous, focused on shared objects, ongoing rather than one-shot, and
containing multiplethreads(Whittaker et al., 1997). Conversationsaretypi-
cally brief, synchronousand opportuni sticinteractionswith multipleconcurrent
threads, thusleadingtoissuesof context regenerationand conversationthread
tracking (Whittaker etal., 1997).

Thefirstissueto consider relatestotherel evanceof theinteraction. Although
much of thecontemporary discourseontheapplicationof ICTsseemstofocus
ontheincreased ability tointeract anytimeand anywhere, andthat thi sapparent
ability istranslated into asubsequent necessity of interacting anytimeand
anywhere, studiesof actual work activitiesdemonstratethat by far all work can
indeed be conducted anytimeand anywhere (Wiberg & Ljungberg, 2001).
Distancemattersnot only intermsof geographical distancebut a sointermsof
temporal and contextual asymmetriesbetweeninteractors. Theinitiator may be
in one frame of mind, focused on for example getting a meeting schedule
finished, whereasthe person heor shecontactsonamaobilephoneinorder to
clear somedetailsmay beinthemiddleof animportant meeting, or concentrat-
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ingonwritingamemo. Inthecaseof thetel ephoneengineersstudied by Wiberg
(2001), their work dependscritically ontravellingtowherethefault hasbeen
reported. They must thereforenegotiate accesswiththehouseowner. Wiberg
(2001) found examplesof lack of mutual awarenessof what the statusof the
caseswere at agiven time, such asin the example where the engineer had
travelledquitefar only tofind out that rebooting thetel ephoneswitch had solved
theproblem remotely, renderingthelong trip unnecessary. Weherehavea
potential deepening of the interaction asymmetries, when at the one hand
mobilework isconductedin certain spatial, temporal and contextual circum-
stancesand ontheother hand pervasive mobile communication technologies
offersan apparent stability of dissolving temporal, spatial and contextual
barriers— themobileworker can bereached no matter whereand whenthey
areandirrespectiveof what they areengagedin (Agre, 2001).

Generally, interactionmodalitiescanbecharacterisedintermsof their degree
of obtrusivenessand ephemerality (Schmidt & Simone, 1996; Ljungberg &
Sorensen, 2000). I nteraction can be perceived asmoreor lessobtrusivein
termsof how theinteractionforcesupontheparticipantstheneed for themto
devotetheir attentiontowardstheinteraction. Ephemeral interactionunfoldsin
time and space without leaving behind external traces, whereas persistent
interaction ischaracterised precisely by traces being sedimented from the
interaction. Bothmodesof interaction offer continuaand not distinct catego-
ries. Interaction can be perceived as more or less obtrusive to the fluid
accomplishment of mobilework dependent ontheactor’ ssubjectivepercep-
tion. Mackay (1988) showedthat different actorsexperienced differentlevels
of stresscopingwithemail overload. Similarly, thedegreeof persistency can
depend on the actual technology used and the specific way in whichitis
appropriated and combined with other technol ogies. Whilst aface-to-face
conversationclearly canbecharacterised asephemeral sinceitonly verbal, and
anemail clearly ispersistentinthat itleavesatracebehindthat can beinspected
at amuchlater stage, theninstant messaging suchas|CQ and M SN message
serviceclearly can beviewed asboth asynchronouspersistentinteractionas
well assynchronousephemeral interaction. Althoughthestreamsof interaction
may bestored at theserver for later retrieval asdigital tracesof human activity
(Serensenet al., 2000), the situated use can equally beviewed asreal-time
conversationwherethetraceonly servesahighly temporary primary purpose.
Wheninvestigatingthestruggleto obtainfluid mobilework, interestinginsights
canbegainedfrominvestigating configurationsof thetwointeractionmodali-
ties. Using atraditional stationary phonewithnocaller I D displaysresultsina
fairly obtrusiveand ephemeral interaction. Modern mobilephones, ontheother
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hand, offersincreasingly advanced waysof settingtheinteractionrequestsas
unobtrusive, soonly theacceptanceof anincoming call will leadto obtrusive
ephemeral interaction. Itisnot unrealistic to assumethat mobile ICTswill
support more sophi sticated awareness, filtering and notification mechanisms
(Ljungberg & Sorensen, 2000), for exampleby all owing the semi-automatic
filtering of incoming requestsfor interaction and subsequent conversion of a
request for aconversation to areply by SMS explaining the interactional
preferencesof thereceiver of therequest. Generally, thecurrentmobilelCTs
primarily supportinteractionmodalitiesthat arenot ephemeral and unobtrusive
— theaspectsof humaninteraction, which have been demonstrated, handled
invery sophisticated wayswhen interactorsare coll ocated and working at
“armslength”. Wewill below discusstherel ated i ssue of mutual awareness
further.

Taking acloser ook at therel ationshipsbetween ephemeral and persistent
modesof interaction, work studieshaveillustrated how actorsactively will
makeephemeral interaction persistent; for exampleby audio or video taping
conversations, by photographingwhiteboards, or simply by taking notesduring
meetingsor duringtelephoneconversations(Ljungberg & Sorensen, 2000).
Sinceitisassociated with considerabl etransaction costs— for exampleto
transformaudio notestowritten text— someresearch hasl ookedinto enabling
easy retrieval of passagesinaudiomaterial suchasvoicemails(Whittaker et
al., 2000). In a sense, these activities partly can serve the purpose of
crystallisingwork activities, for exampleby making discoursesand discussions
publicly knownfor otherstoinspect and comment. Written documents, audio
or videonotes, email trails, voicemails, SM Smessagesetc, thereforeprovide
acommonand shared, athoughfragmented, awarenessof dyadicinterrel ation-
shipsfor later inspection and reference. Such awarenessisat | east to some
extent quite crude sincethey can not be assumed to be synchronous, nor can
they beassumedtoreveal significantinformationof theother part’ swillingness
or readinessto beinterrupted.

Increasingly technol ogiesoffer waysof managing fluid mobileinteraction by
offering thereceiver of therequest for interaction to postpone or stack the
interaction (Wiberg, 2002; Wiberg & Whittaker, 2004). Thesetechnol ogies
areeither asynchronous, such asthe basic email that can beaccessed froma
mobilephoneor PDA, or can be gateways between synchronousand asyn-
chronoustechnol ogies, for exampleallowing atelephone conversationto be
postponed by having the number stored in a“missed calls’ register or by
allowingthecaller toleaveamessageto bepicked up at alater point. These
mechani smsof postponing synchronousinteraction can be combined with
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variousfiltering and awarenessmechanisms(Ljungberg, 1999; L jungberg &
Sorensen, 2000), suchasadiscretely vibrating phone, whichfromtheuser’s
trouser pocketsalertsof anincoming call, or themoreadvanced awareness
filteringof assigningdifferent groupsof callerstodifferentringtones. Theability
totranslateasynchronousattempt tointeract into an asynchronoustracecan
obviously |eadto severeconsequencesfor everyoneinvolved. Establishing
fluidmobilework intheshort-termby disconnectingand stackingall interaction
requestsclearly may resultinothers' strugglingtomaintainfluid mobilework.
Around 60% of workplacephonecallshavebeenreportedtofail toreachthe
recipients (Nardi & Whittaker, 2000). In the case of networked mobile
workers, thiscan of course beassumed to change, but against anincreasing
intensificationof interaction, it may still beasignificant problem. Wiberg (2001)
reports of telephone repair engineers with three mobile phones for each
engineer. Furthermore, not all problemsmay go away by beingtransformed
fromsynchronousto asynchronousrequestsfor interaction. Postponingimplies
spending time at alater stage retrieving theinformation and subsequently
attempting to contact peoplewho have attempted to contact. Easy accessto
theavailableinteractionthreadsisthereforeimportant (Nardi & Whittaker,
2000). Recent empirical studiesof avail ability management havealsorevealed
that havingtechnological support builtintothemobilephonefor beingableto
briefly andinstantly micro-negotiatewiththesender of aninteractionrequest
uponanalternativeand moreappropriatetimetoinitiatetheinteractionismore
efficientfor therecel ver thantaking callsimmediately whichmight beinterrup-
tivetothetask at hand (Wiberg, 2002; Wiberg & Whittaker, 2004).

Giventheincreaseinavailable meansfor communicatingwith othersandthe
general increased technical sophisticationof mobilel CTs, maintaining fluid
mobile work is also increasingly a matter of managing multiple ongoing
conversationsover multipletechnol ogies. Here, mutual awarenesscomestothe
foreasacrucial issue. | ncasesof singlesynchronoustechnol ogy scenarios,
suchasthetraditional officewith onestationary tel ephone, otherswill imme-
diately beawareof essential interactional aspectsof theowner’ sbehaviour —
if thephoneisbusy, the personisonthephone. However, with anincreased
fragmentation and mobilisation of interactionacrossmultiplel CTs, lack of
mutual awarenesscanleadtoincreaseintheinteractionasymmetry. Establish-
ment of mutual awareness of |ocation has been promoted as an important
element of mobileinteraction (M &enpé4, 2001), but al so conflicting accounts
of the awareness of activities as the primary element has been promoted
(Weilenmann, 2001). However, inboth cases, ageneralised notion of location
awarenessisbeing negotiated sinceWeilenmann arguesthat theawarenessof
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activity infersawarenessof location. It can, therefore, beargued that theuse
of mobile phones, for example, socially constructsal ocation-based service,
bothintermsof alowing constant updatemutual awarenessof locations, aswell
asinbringing theinteraction to thelocation. Much research has discussed
applying specificawarenesstechnol ogies, AwareWare (Nilssonet al ., 2000).
Themost common of thesetechnol ogiesisastationary interactiontechnology
initsownright, namely Instant M essaging, whereplatformssuchasICQallow
participantsexplicitly todeclaretheir interactional status. Other systems, such
astheonereported by Nardi et al. (2000) supported implicit awareness by
monitoring user keystroke rates and therefore enabling others to gain an
impression of whether or not the personto becontactedissituated by their desk
or, alternatively, perhapsistoo busy tobecontactedat all. Tangetal. (2001)
demonstrateamulti-platformmobileawarenesssystemwithimplicitlocation
logging. Dix et al. (2000) suggest ageneric systemsarchitecturefor mobile
awarenesstechnol ogiesthat integratesthetechnol ogiestechnical “ awareness’
of internal statewiththeinclusion of theexternal context to support mutual
awarenessbetween users.

Theextenttowhich1CTsmodel the propertiesand behaviour of theinteractors
can greatly affect both the degree of sophistication to which the ICT can
support theestablishment of mutual awareness, aswell astheextenttowhich
thepeopleinvolvedwill find thetechnol ogy abreach of their privacy andmore
serveasasurveillancetechnology. Here, wewould assumeasafirst hypothesis
the same interrelationship as argued by Schultze & Vandenbosch (1998)
concerning the perceptionsof information overload when using L otusNotes.
Hereitwasdemonstratedthat, athoughtherewereinitial reportsof information
overload asaresult of implementing L otusNotes, asubsequent study showed
that theactorshad adapted and thereforeno longer experiencedinformation
overload. Similarly, Nardi et al. (2000) discuss how theintroduction of the
Instant M essaging systemledtoinitial discussionof how peoplefelt observed
sinceeveryoneel secouldinspect their key-typing rateconstantly. However,
thisconcernwassubsequently forgotten and apositivestancehad prevailed—
peoplesaw theimmedi ate benefitsof gaining awarenessof thetyping speed of
thepersonthey wouldwishtointeract withinorder toknow if they werebusy
or not. Thismechanism isan example of an awareness mechanism, where
information pertaining to the interaction is provided to othersin order to
facilitatetheir decisionastowhether or not they still wishtointerrupt.

Intermsof managing fluid mobileinteractionin situationswhereanumber of
participantsare engaging in ongoing interaction, traditional CSCW issues
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pertai ning to session management and floor control arebrought tothefore.
Clearly most organisational conversations have an ongoing character as
opposed to the traditional view of sessions discretely organised in time
(Whittaker etal., 1997). Participantswill need to engagein prioritisation of
competing conversationthreads, and thegenerally poor support for ephemeral
and unobtrusivemodesof interaction, which areessential for obtainingfluid
session management (Whittaker etal., 1997; Olson & Olson, 2000; Wiberg,
2001), impliessignificant challenges.

Wehave based theanalysisof fluid mobileinteraction ontheassumption of
proactiveactorsexercisingtheirjudgementinthesituationastowhothey wish
to interact with, for how long and if they choose to turn on the answering
machineand email instead of engaginginatelephoneconversation. Here, we
thereforecritically emphasi setheroleof theindividual’ ssubjectivepreferences
asopposed to organisational or task rationality intermsof purpose, duty, or
need. Weacknowledgethat there of course exist systemsof power, domina-
tion, division of labour and so on.

Discussion

Thischapter has, through theoretical inquiry, aimed at outlining the main
challengesfor understanding fluid mobileinteractionfromtheperspectiveof the
individual actor constantly faced with detail ed decisionsaswhether or not to
engageininteractionwithothers. Our discussioninthischapter hasbeenbased
ontheexplicit choiceof attemptingtointegratetheoriesfromsocial topology,
sensitising how wegenerally can characterisechangestowork practices, with
theoriesemerging from detail ed operational studiesof how new technologies
can beintegrated within organisational practices. Traditionally theformer
strand of researchretainsgreat distanceto discussionsof actual technologies
and work practices, whereas the latter almost exclusively focus on how
concretetechnol ogical innovationsintegratewiththe performanceof specific
tasks. Wefindthat both perspectivesought to becalled uponwhen attempting
toaddresssomeof themost importantissuesorganisationsarefaced with at the
moment. Oneof thereasonsfor thisrelatesto aparticular discoursewehave
not related tointhischapter, but which naturally would be akey subject for
further consideration, namely theissue of therel ati onship between modesof
organisingandthemobilisation of interaction.
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Rapidly adopted technologies such as email, mobile phones and instant
messaging can becharacterised by their interpretativeflexibility intermsof the
individual user locally defining the patternsof use. They basically providea
backbone mobilising conversations, and relativelittle el se. Thereby, they
support the individual actor in engaging in encounters with others whilst
retai ning emergent processi ng of information, thusenablingtheindividual user
effectively tocopewithtasksof relatively low complexity but relatively high
degreeof complexity (Mathiassen & Sarensen, 2002). Thelocal application of
locally conditioned microprocedures(Lanzara& Patriotta, 2001) isused asa
meansof coping with conflictinginteractional requirements. Theindividual
actorsspecific configuration and application of asingleI CT, aswell asthe
specific patternsof useand portfolio choice of multipletechnologies, canbe
viewed aslocally conditionedimprovisationto resolvethelocal messiness
(Ciborra, 2002).

Someof theunintended consequencesof theflexibility andimmediacy of these
technol ogiesarethentheir flexibility tobeapplied, for example, for tasksof high
complexity andlow degreeof uncertainty. Here, s mplemobilised conversation
representing emerginginformation processing could, for example, bereplaced
by asystematisation of theinformation processing, thusreducing therisk of
participantsexperiencinginteractionoverload (M athiassen & Sarensen, 2002).
Imaginetheslightly silly proposition of having to replace Amazon.com’s
automatic order handling system with a call centre. However, in order to
comprehensively analysethemobilisation of interaction and thestruggleto
obtain fluid mobilework, we cannot exclusively ook at theoverall social or
managerial issuesof rational waysof organisingwork. Theindividual actor’ s
intentions, desires, moods, local dispositions, etc., will greatly affect themicro-
proceduresthey employ for managingtheir ownavailability andinteractivity
(Ciborra, 2002). Here, one of the key issues pertaining to theindividual’s
experienceof fluidwork will bethedaily unfolding of bothinteractionand
outeraction, wherethelatter characterisescommunicative processesemployed
solely to establish and discuss connectionswith each other, as opposed to
actually communicating (Nardi & Whittaker, 2000). When, for example,
mobilevoicemailsonly containingthemessage” ring meat...” areservedin
aping-pong fashion between people, all they doisouteraction. If thereare
constantly discrepanciesbetweenindividual actors' desiretobeinteractiveor
interpassive, theincreased mobilisation of interaction canlead todramatic
increasesinthis” coordination of coordinationwork” (Ljungberg & Sorensen,
2000). Therecursiverelationship betweeninteraction and outeraction does,
however, not stop after thefirst recursion, and aquestionfor further empirical
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andtheoretical investigationisthechangestothewaysinwhichindividua sand
organi sationsmanageinteractioningenera . Whenal membersof anorganisation
have mobile phones, then there needs to be both general aswell as highly
specificdiscussionsof how these canbeusedtofacilitatefluid mobilework.
However, the organisation may al so need to discuss how to coordinate and
discusstheuseof new interactiontechnol ogies.

Neither canweexclusively study thesephenomenainabottom-upfashion. The
mobilisedinteractionawaystakesplacewithinasocial and perhapsevenan
organisational context. Thisraises socially conditioned issues of power,
influence, domination, culture, privacy, surveillance, etc. It may, for example,
beavery good ideafor mobileworkersto know what close colleaguesare
doing and where they are located, such as discussed from atechnical and
operational perspectiveby Tangetal. (2001). However, insomecontextsitwill
beconsidered surveillanceof work if theinformationissharedwithothersinthe
organisation (Ciborra, 1996). Similarly, if the project team members are
distributed and highly mobilised, it is probably not acceptable from an
organisational point of view if a key member of the project decide that
mai ntai ning fluid mobilework involvessustai ned periodsof disconnectedness.

There are, in our view, significant methodological consequences of the
mobilisation of interaction. When studying CSCW systems, itisasignificant
challengeto sufficiently cover and understand therol es, opinionsand detailed
actions of distributed interdependent actors (Grudin, 1994). Even more
distributionand mobilisation of interactionwill potentially imply evenmore
methodol ogical challengesfor fieldwork design. Themobilisationof interaction
alsobringsnovel approachestothefore, suchasconductingvirtual ethnogra-
phies, studying mediated i nteraction patterns (Hine, 2000).

Summarising, itisclear that ahost of researchresultsfromvariedfieldscan
informthediscussionof fluid mobilework, andthat thisresearch at thesame
timemust be appropriated to situationswheretheinteraction aswell asthe
actorsarehighly mobilised. Thestate-of -the-art technol ogieswehaveseen so
far show usinteresting glimpsesof thefuture, butitisevident that thereal issues
in contemporary working life are radically changing and that the current
technol ogiesbeing used do not sufficiently addressthemainissues.
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Chapter VI1I

Mobilel T asl mmutable

M obiles?

Exploring the Enabling
Qualities of a
Mobile I'T Application

Jonny Holmstrom
Umea University, Sweden

Abstract

This chapter exploresthe social consequences of mobile I T. Even though
the need for better theorizing on the topic has been highlighted recently,
most attempts to date have failed not only to properly explore the social
consequencesof mobilel T, but alsoin being specific about thetechnol ogy
itself inany detail. A promising approach with whichto exploremobilel T
and itssocial consequences may be found in actor network theory (ANT).
ANT’ srich methodol ogy embracesscientificrealisminitscentral concept
of hybridsthat aresimultaneously technol ogical and social. Theadvantages
of conceiving mobile I T applicationsimmersed in and a part of a network
of hybridsareexplored by drawing froma project concer ned with mobile
I T usein the context of the mobile bank terminal (MBT). It was found that
the userswer e lessthan enthusiastic over the MBT, and two key problems
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wereidentified. First, the poor design of MBT hampered the possibilities
for ad-hoc activities. Second, the usersfelt that ad-hoc activities could be
seen assomewhat irresponsibleinthe context of banking business. Tothis
end, the problemsrelated to the MBT use wer e both social and technical.
We conclude by identifying and elabor ating on some aspects of the social
consequencesof mobilel T useinorder to shed new light onthe possibilities
and challenges that mobile IT use conveys.

| ntroduction

Dramaticadvancesintechnology, fierceeconomiccompetition, and processes
of globalization arechangingtheworld at arapid pace. Linked tothesechanges
istheneed for increased and ongoing i nterconnectedness between peopl e.
M ost pertinent, perhaps, of today’ sadvanced technol ogiesarethe new and
highly advancedmobilel T applications. Clearly, interestinmobileapplications
isincreasing, and savvy firmsare pondering the strategicimplicationsof m-
commerce to their products and markets. Mobile phones are becoming
omnipresent and we are only beginning to see their effects on social and
economiclife. Worldwide, at the beginning of 2000, the number of cellular
subscriptionswas470million, and thiswasthought togrow to 1 billion by the
end of 2003 (Ovum, 2000). It is also thought that the number of Internet-
enabled mobile phones(using WAP or itssuccessors) will increasefrom 1.1
millionat theend of 1999 up to somewherearound 80 millionworldwideby
2003 (Jupiter Communications, 2000; Y ankee Group, 2000).

A central question for IT researchersis how the process of mobile I T use
changesperceptionsof relationshipsandinterpretationsof timeand space. This
paper seeksto answer thisquestionand provideadirectionfor futureresearch
onmobilel T use. Tothisend, itisimportant to consider technol ogical aswell
associal issuesinthisprocess.

Itisfairtosay that, ingeneral, research on mobilel T use hasnot often been
theory-informed. Moretypically, researchonmobilel T usehasbeen primarily
anobservational endeavor composed of adiverseandidiosyncratic range of
studies, often uncoupledto each other and totheory. Thislack of theoretical
platformisunfortunate, asresearchersareconfronted with agreat number of
different technologiesand agreat diversity of contexts. Althoughit can be
arguedthat recent research on mobilel T usehasbeen better linked totheory
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(e.g., Cooper, 2002; Kopomaa, 2000; Laurier, 2002), aclear need remains
inresearchonmobilel T usetoimprovethelinkagebetweenformal theory and
observations. Anancillary needisfor thefieldtodevel op central, key questions
that arepertinent today, but unanswered.

For thisreason, the present study undertakesafurther analysisto understand
thedynamicsof mobilel T use. Thestudy isan attempt to exploreissues of
temporality and spatiality, andtheir relationtomobilel T. Thestudy examines
empirically experiencesfromaproject focused onthedevel opment of amobile
IT application to be used by bank customers. The findings highlight the
theoretical implicationsof thecombined deployment of notionsof timeand
spaceintheuseof mobilel T, and contributetotheliteratureon| T-enabled
activitiesinabroader sense. Finally, theresultsyield practical insightsintohow
we can best support mobilel T use.

Understanding M obility

Mobile IT and the Need for Better Theorizing

Thetopicof mobilel T usebringstogether, ideally, theoriesabout the organi-
zation of social behavior, and theenablingrolethat technol ogy playsinsuch
processes. Mobile IT use, thus, should be seen as an emergent property,
resultingfromtechnol ogical advancesand social organization.

Dahlbom & Ljungberg (1999) discussthe need for better theorizing onthe
topic:

“Once IT support for mobile work is brought into focus as an
important subject matter of informatics, our disciplinereceivesa
whole new agenda. Mobile I T use, mobile computing becomesthe
subject matter of what we may call mobileinformatics, andinview
of the importance of its subject matter, mobile informatics be-
comes one of the mor e important sub-disciplines of our discipline.
We need to develop a theory of mobile IT use. And in order to do
so we have to answer such questions as: Why has mobility in-
creased? What are the major varieties of mobile IT use? How do
we define mobile computing (mobile I T use)? What are the condi-
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tions of mobilework and other activitiesthat now become mobile?
What kind of technology isthere to support mobile activities, and
what kind of technology could we develop?” (Dahlbom &
Ljungberg, 1999, pp. 228-229)

Asanattempt toexploretheissuetheoretically, Kristoffersen & Ljungberg
(1998) attempt to nameand framemobility inthreeaspectsor modes:

» Traveling—referstothemovement towardsaspecificgoal. Thisisan
activity that takesplacewhentravelinginavehicle. Fromtheperspective
of mobilelT support, we find technol ogies such as street findersand
restaurant guides, etc. However, thismodality canallow for stationary I T
useaswell.

» Visiting—referstothewaysinwhichaperson staysinaspecific place
beforemovingontoother places. Itisanactivity that happensinoneplace
andfor arestricted period of time.

*  Wandering—refersto movement withinalimited areaor domain. For
instance, thel T support staff described by Kristoffersen & Ljungberg
(1998) spend much of their time*wandering” around thebuilding to meet
usersthat want their help. Thisextensiveloca mobility isreferredtoas
wandering.

Unfortunately, these aspectsof mobility doesvery littletouncover thevery
character of mobility. First, it sayslittleor nothing of thewaysinwhichmobile
I T enabledthesemodalities. Second, implicitinthesemodalitiesisthat they are

Figure 1. Three modalities of mobile IT use
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temporary and can only be understood fromthepoint of view of that whichis
tobeconsideredas“normal” isnot mobile. Inother words, they all relatetoa
“homebase”’ (Wiberg, 2001: 72) that isnot mobileinitscharacter.

Itisimportant that we exploremobilel T useinmoredetail. Mobilel Tsare
everywhereandtheir implicationscannot begrasped by looking at mobilel T
useasmerely atemporary deviationfor that whichisstable, stationary, and
static. Recognizingthepervasivenessof today’ smobilel T application, Lyytinen
& Y 00(2001) describes* nomadiccomputing” assomething of paradigmatic
importanceinthat it changesnot only our society inaprofound way but also
requiresustoreconsider someof thefundamental and underlying assumptions
inlSresearch. Beingnomadic, intheir view, isnot atemporary modewepass
through between stationary modes, but rather somethingwe constantly face
andthussomethinginneed of critical scrutiny.

A nomadicinformationenvironment,inLyytinen& Y 0o’ s(2001) view, is
describedas:

“ ...a heterogeneous assemblage of interconnected technical and
organizational elements, which enablesphysical and social mobil-
ity of computing and communication services between organiza-
tional actors both within and across organizational borders. The
novel features of such an environment are its high level mobility,
the consequent large scal e of services and infrastructure, and the
multiplicity of servicesin terms of data processes and transmitted
— often called digital convergence. These three technological
drivers—mobility, digital convergence, and mass scale—underlie
most developments in future computing technology” (Lyytinen &
Yoo, 2001, p. 3).

Recognizingthefundamental shiftfor I T usethat themobilel T applications
represent isan important endeavor, and downplaying thisby explicitly or
implicitly understanding mobility asatemporary stateand to understand the
stationary and staticasthedefault, woul d beto missacentral and paradigmatic
societal shift. Thus, werecognizethat themodel presented by Kristoffersen &
Ljungberg (1998) provides us with a somewhat limited understanding of
mobility. For the purposesof thispaper, wewill seek to explorethecharacter
of mobility fromatheory-informed perspective, so asto better understand not
only thesocial interplay of multipleactorswho attempt to make senseof their
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isfor oneactor to get another actor (or network of actors) toactinadesired
manner. Thechangesthat occur arereferredto astranslation.

Another important concept isthat of immutable mobiles. Wearefaced with
immutablemobileswhen objects” havethe propertiesof being mobilebut also
immutable, presentabl e, readabl eand combinablewith oneanother” (L atour,
1990, p. 26). Immutablemobilesthusprovide uswithaway of “ structuring
vision” whereweprobably findthemap asthebest example. Itis“immutable”
inasmuch asit remainsthe same asit passes through time and space, and
“mobile” tothedegreethat it canbecirculated from handto hand. Constructing
animmutablemobiledemandsthat all theinscriptionstobeplacedwithinitbe
first produced and then collected in one particular place — a *“ centre of
calculation.” However, it should benoted that immutablemobil esrequiresome
work function. Inshort, they still needto beimmersedinanetwork (Mol &
Law, 1994).

Thetheoretical framework for studying mobilel T applicationsmust be suffi-
ciently richtocomprehend thecomplexitiesof thesetheinteractionsinvol ved,
and ANT offersapromising set of analytical resourcesfor thispurpose[see
Cooper (2002) for anexampleof ANT used to explorethenature of mobile
IT].

The Case of MBT — An Offline Service
for Mobile Banking

Toillustrate theinterplay between technology and social practicesinthe
context of mobilel T useandto provideaconcrete exampleof how thisnew
technol ogy enablessupport for new activitiesacrosstimeand spacewewill
below outlineacasestudy of MBT —aMobileBank Terminal.

Background and Research Methodology

The Swedish bank Foreningssparbanken has developed a mobile bank
terminal (MBT) as an additional customer channel to their infrastructure
(besidesATMs, thetelephonebank, the WA P bank, and the I nternet bank).
For thepurposesof thefirst version of MBT the bank made use of aCompaq
handled computer, aniPA Q 3630together withaGSM -phonewith possibili-
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tiesfor communicationviaBluetoothor IR. It allowstheuser todoall various
kindsof activitiesthat can bedonetoday onthelnternet bank or thetel ephone
bank (e.g., checkingaccount balance, movecertainamount of money between
different accounts, pay bills, etc.).

Thetarget groupfor thisserviceiswell-educated businesspeoplelooking for
time-efficient technol ogiesto enablethem to do thingslike banking while
waiting for something else(e.g., whilesittingonatrainwaitingtoreachthe
destination). Thistarget group waschosen based on anassumptionthat these
persons are probably interested in new technology, are typically used to
technology intheir work life, and probably have arelatively highincome.
Another assumptionmadewasthat it isimportant to havecomfortablesolutions
anddifferent channel sfor managing bank businessfor today’ sbank customers.

TheMBT banking serviceisimplemented on handheld devicesand hasbeen
co-devel oped by Foreningsspar banken andacompany intheUS. TheMBT
isstill aresearch prototypebut hasbeen putintouseinapilot study. Thestudy
involved 100test persons. Thisrelatively largetest group consisted of people
workinginthebank aswell external persons. During aperiod of threemonths
the MBT prototypewastested by peopleworking at the bank and external
persons. Duringthetest period thetest personsborrowed thehandheld devices
fromthebank withthe MBT application preinstalled. Asapreconditionfor
becoming atest persontheperson neededto be: 1) acustomer at thebank, and
2) anInternet bank customer at thebank, to beableto pay their billsviathe
Internet bank. Theonly instructiongiventothetest personswastofeel freeto
usetheMBT asmuch asthey liked, but at | east threetimesevery week. They
alsocommitted themsel vestofill out aquestionnairehanded out by thebankin
theend of thetest period.

Theempirical material wascollected through 11 semi-structuredinterviews
withMBT users, and twointerviewswiththe project manager. Theseinter-
views were conducted at the bank’s head office in Stockholm on two
occasions. Duringthefirst occasiontheproject manager andthreeuserswere
interviewed. During thesecond occasi ontheproject manager wasinterviewed
again, andanadditional eight userswereinterviewed. Theseinterviewswere
all audiotaped andtranscribed. Inaddition, four different meetingswereheld
with peopleinvol ved withtheproject wherewegot i nformati on and documen-
tation about the project, gained accessto the users, and were presented with
the MBT application. Inthe presentation of theresultsthe usersaregiven
numbersfrom 1to 11toenablethereader to keeptrack of thedifferent voices
intheempirical material.
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MBT as a Complementary Channel between Bank and
Customer

Thekey ambitionwiththeserviceis*tobring thebank closer tothecustomer”
(project manager). Since MBT isan offline serviceit can support the user
wherever he/sheis(e.g., onthe beach, in aforeign country, or onboard an
airplane) since no other infrastructure (e.g., areliable wireless network
connection to the Internet) is needed. However, to keep thedatain MBT
updated with thebank and transactionsmadetheuser needsto synchronizehis/
her devicenow andthen. Today, thiscan beeasily doneby just puttingthe PDA
initscradle, whichisconnected toacomputer, or simply by usingamobile
phonewith built-in modemto call up thebank over GSM or GPRS. Whena
secure connectionisestablished betweenthe PDA and the bank server, all
transactionsmadeonthe PDA istransferredtothebank and synchronizedwith
any other transactions made (e.g., VISA card transactions, Internet bank
transactions, etc.).

MBT makesit possibleto do almost any kind of actionthat ispossibletodo
over thelnternet bank channel . However, themainadvantagewiththeMBT is
not that it supportsall theonlinelnternet services, but that it supportsoffline
activities. For instance during flight trips, the user can manage his or her
accounts and make some transfers offline and then just synchronize the
informationwhenever itspossibleto connect tothelnternet.

The bank saw MBT as a complementary channel to the other channels
available to the customers (e.g., the bank offices, the telephone bank, the
Internet bank, the ATM machines, etc.).

Oneof theuserscommented onthis:

“1 guessthisisagoodidea, and | can seemyself usingitif only the
next version ismore easy to use. It ispretty similar to the Internet
bank with the difference that now | can bring this with me
wherever | go.” (user 1)

Someuserswereconcerned, however, about thebenefitswithanew channel:

“1 just don’t see the point. To be honest, | tried to be open about
this. Maybe it’ sjust me being, well... older than the target group,
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but | just can’t see what type of business that needs such an urgent
attention. | do my banking business at home by my PC.” (user 4)

Another intention withthedesign, asexpressed by the project |eader at the
bank, wasthat it could beagood complement for customersonvacationwhere
the customer might not haveaccesstothelnternet soeasily.

Oneof theuserscommented onthispossibility:

“In all honesty, | try to put these types of things out of my head
while on vacation. | just don’t want to bother withit, and it isno
problem whatsoever to deal with transactions before going on
vacation. “ (user 7)

Insum, the