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COST - the acronym for European CQoperation in the field of Scientific and Technical Research — is the oldest
and widest European intergovernmental network for cooperation in research. Established by the Ministerial
Conference in November 1971, COST is presently used by the scientific communities of 35 European countries
to cooperate in common research projects supported by national funds.

The funds provided by COST — less than 1% of the total value of the projects — support the COST cooperation
networks (COST Actions) through which, with EUR 30 million per year, more than 30.000 European scientists
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the European added value which COST achieves.
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themselves), “a la carte participation” (only countries interested in the Action participate), “equality of access”
(participation is open also to the scientific communities of countries not belonging to the European Union) and
“flexible structure” (easy implementation and light management of the research initiatives) are the main
characteristics of COST.

As precursor of advanced multidisciplinary research COST has a very important role for the realisation of the
European Research Area (ERA) anticipating and complementing the activities of the Framework Programmes,
constituting a “bridge” towards the scientific communities of emerging countries, increasing the mobility of
researchers across Europe and fostering the establishment of “Networks of Excellence” in many key scientific
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Services; Materials, Physical and Nanosciences; Chemistry and Molecular Sciences and Technologies; Earth
System Science and Environmental Management; Information and Communication Technologies; Transport and
Urban Development; Individuals, Societies, Cultures and Health. It covers basic and more applied research and
also addresses issues of pre-normative nature or of societal importance.

Web: www.cost.esf.org
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Call for Papers

Introduction

The main objective of the conference is to create new knowledge about users’ creativity and facilitate their
empowerment in a broadband information society. This knowledge is crucial in order to strengthen the European
Research Area. Moreover, this requires an examination of the factors that can both constrain and enhance users’
abilities to shape and use ICTs.

From our perspective, the ‘broadband society’ refers to a possible, but not inevitable, substantial transformation
of our experience of telecommunications based on these technologies allowing information and communication
technologies to be used everywhere, all the time and by everybody. Given the widespread aspirations of
Governments and companies to achieve this goal, the extent to which any such transformation has occurred
needs, of course, to be evaluated in a balanced manner.

Broadband technologies have resulted mainly from technological and institutional imperatives. To what extent
have potential users managed to find ways in which such technologies can be useful, worthwhile and attractive?
We certainly know from previous research this can require those users to be creative in terms of fitting ICTs into
their activities or using them to find solutions to the everyday problems that they already encounter. But how
much is being demanded of those users, what considerations have a bearing upon whether these technologies
actually find a place in their lives and what new issues, of indeed problems, can these ICTs themselves create,
especially if they really are ‘disruptive technologies’? Ultimately, we also need to acknowledge that users may
well decide that their existing solutions suffice, in which case these new technological options may find only a
modest place in their lives. Indeed, they may even be resisted or ignored. Whatever strategies users employ for
assessing and dealing with such innovations, we need to learn more about these social processes, including
strategies for dealing with the up and coming generation of new information and communication products and
services. Only by so doing can we hope to empower them further in their relationships to technology and
through this hope to increase the quality of their lives.

In this conference, the organisers - COST Action 298 - invite technology and product developers, designers,
social scientists, policy makers, community representatives and others who are interested in the conference
topics, to join our attempt to develop this discussion on a common, shared and transdisciplinary ground. We ask
participants to

1) strive to present their topic from a human-centric point of view as opposed to a technology-, product- or
business-centric one, and to

2) present their topic in a language that attempts to transcend disciplinary boundaries, a language that non-
experts can also understand, and to

3) not only report on their work, but also to engage in the conference debate which aims to develop ways to
understand the interests of people and society, to evaluate developments against such an evolving
understanding, and to chart interesting and desirable future directions.

The emphasis of this event will be on networking and promoting a dialogue with colleagues from around Europe
and the rest of the world.

We look forward to seeing you in Moscow for a conference designed to be exciting, thought-provoking and
challenging.

Organizers

This conference is organised by the COST 298 network ‘Participation in the Broadband Society’, the successor
to COST actions 269 and 248. The conference is a follow up to the conference The Good, the Bad and the
Irrelevant held in Helsinki in September 2003. COST 298 is an action in the domain ‘Information and
Communication Technologies’ of COST, an intergovernmental framework for European Co-operation in the
field of Scientific and Technical Research. In COST 298 European scientists from telecommunication research
departments, universities and operators together with independent consultants collaborate in cross-disciplinary
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groups to analyse the social dimensions of people’s relationships to information and communication
technologies.

Additional sessions (about online politics) are co-organized by COST Action A30, which is concerned with
establishing a new media research agenda for East and Central Europe and by COST Action 294 (MAUSE:
Towards the MAturation of Information Technology USability Evaluation).

Programme

The conference will be organised around four strands. Besides these, three sessions and two panels are devoted
to special themes:

1. Users as innovators

Within the changing techno-economic paradigm, the user is increasingly seen as the origin of innovation. This
refers to strategic roles like ‘lead users’ or ‘pro-am’ in technology design. At the same time powerful Web 2.0
tools (blogging, social software, folksonomies, etc) enable an affluence of ‘user generated content’ (UGC) based
on the ‘networked individualism’ of people. However the user as innovator also refers to more tactical roles.
Users of ICTs have often used technologies in very creative, sometimes unanticipated, ways. This refers to ways
in which ICTs either enable or constrain users’ ability to develop innovatory social practices, linked to
technology design and content creation. What factors lead to creativity in the use of ICTs? In addition, how
people make choices is a key issue. While choice behaviour asks for active informed decision-making, people in
practice are often not interested in making such active choices. Therefore, what enablers and constraints play a
role in this process? How useful are theoretical frameworks in explaining such choices?

This strand will look at patterns of behaviour during diffusion, users’ innovation, technology design, the ways
users make choices to use or not use broadband technology, taking note of the fact that at a certain moment in
time any innovation is simply less ‘innovative’. When, if ever, will broadband become the ‘norm’ and does it
really matter for users? How long does it take before an innovation is regarded as being domesticated and what
does this mean in practice? Finally we also welcome contributions on methodological innovation for
investigating users as strategic and tactical innovators. This includes methods that enable understanding and
interpretation of users’ creativity in everyday life, like ethnography, persona development or research in living
lab settings.

2. Humans as eActors

This strand welcomes theoretical, methodological and empirical contributions to the following areas:

The electronic portrait of individuals as human actors

What type of electronic information do people deal with and how? Given that humans use, produce, store,
disseminate and retrieve information, these particular processes have to be studied in order to understand the
production of the electronic self and its social consequences. This portrait should also address the evolution of
human self-determination, autonomy and reflexivity regarding more pervasive (or invasive) information and
communication systems.

The convergence of social and technological processes around the human body

This area involves analysis and studies of the convergence of several social and technological processes around
the human body. What are the relevant debates about this development and what are the social representations of
the human body in a broadband society?

An anthropocentric perspective in developing interfaces that are user pulled rather than technology pushed

Any anthropocentric perspective requires us to reflect upon the end user as being main target, beneficiary and
‘raison d’étre’ of ICTs, including the ones mentioned in visions of the broadband society.

Migrants and their social integration and cohesion in the European broadband space.

-1v -



During the last few years there has been a lot of turbulance in the European scene. The European union was
confronted with a great number of new members, discussions take place of how large the EU may or cannot be,
what does 'European' mean when thinking about spacial and cultural boundaries. The French and Dutch 'no' to
the European constitution were for a large part the result of this discussion. In the public opinion migrants are
often looked upon as at least 'problematic'. ICT's could play an important role in the integration both politically
and socially of migrants in their new surroundings. On the other hand ICTs are means to keep in touch with the
native country or region from which they emigrated.

This area involves any theoretical and empirical discourses on the social and political integration of diasporas in
their new country involving the use of ICTs. It also addresses the question of the ways in which the use of ICTs
supports cultural and social relations within diaspora communities.

3. The multiple cultures of the Information Society

Although there are now a limited number of cross-cultural comparisons of the experiences of ICT use, it is quite
clear that there are complex issues involved in making sense of international differences, as well as differences
within national cultures. While we welcome papers at the conference that focus specifically on cross-cultural
issues we want to encourage a wider engagement in this issue. This strand invites people conducting national
research on ICT adoption and use to report on that work. But we would like them to add what they think might
be cultural or national influences shaping these developments in their country. For example, if studies focus on
gender or age groups (such as youth, the elderly) we would ask researchers to consider how people’s experiences
are influenced by national or regional circumstances (educational, legal, employment, financial, time structures,
domestic division of labour etc.) or particular meanings and values in that culture. There is a workgroup within
COST 298 that is looking at this whole area of cross-cultural comparisons. We hope to build on the reflections
from the papers in this strand and develop our thinking with a view to producing a coherent publication based on
these contributions.

4. Future directions

Both the technological environment and wider society are evolving through a process of mutual interaction.
Even if we accept that the results and acceptance of technological developments in society cannot be reliably
predicted, it is also clear that vast investments are being made in the intentional development of technologies,
including broadband technologies, with certain aims and strategies. These are inevitably based on certain sets of
assumptions about the future. In fact, all such future-oriented action is based on some kind of a vision about the
future, whether it is explicitly articulated or not. These intentions and assumptions have a great influence upon
the whole development agenda, the specific development processes, and the results of these endeavours.

This strand will explore the process of this kind of vision-creation and aims to intentionally, and indeed
proactively, contribute to this envisioning process in society. This is important for the way in which any
information society develops, as well as for achieving better efficiency in technology investment.

5. Special sessions and panels:

- Politics Online: Comparative Perspectives, Theories & Methodological Innovations (co-organized by COST
A30 & COST 298)

- Accessibility for all to services and terminals (co-organized by COST 219ter & COST 298)

- Semantic multimodal analysis of digital media (co-organized by COST 292 & COST 298)

- ICTs and China

- Gender in a broadband society

Venue
The conference will be hosted by the Academy of National Economy under the Government of the Russian

Federation. The local organizer of the conference is the Institute of the Information Society (Moscow, Russian
Federation).
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Abstract

The research reported in this paper is part of a longitudinal study on the concept of Knowledge
Prospect Domains (KPD). It is an attempt to discern its applicability to characterize African
rural communities (ARC) in an e-Business environment, thereby depicting them as a
structured entity from where knowledge could be extracted for emerging e-Business models.
By describing African Rural Communities as KPD, and seeking alignment to emerging
technologies, adaptive technologies, convergent with proprietary technologies, will be created
that could lead to the discovery of new e-Business models. The literature promotes the notion
that a business environment characterized by rapid, radical and discontinuous change requires
adaptive technologies, human creativity and sense making to work hand in hand in creating
new reality and subsequently new business models. It will be argued that rural communities
with its own set of complexities could be realized as a rich source from which knowledge
could be appropriated for the innovation of novel business models.
Most e-Business systems that are developed on traditional scientific, engineering and business
principles - to serve a well defined set of processes and information flows required by modern
business systems - are sometimes in complete cognitive dissonance with human social
reasoning processes and needs. Pertaining to these perceptions some use will be made of
social construction theories, like technological determinism, social construction of technology
(SCOT) and social shaping of technology (SST).

From the research, descriptors will be proposed to profile African rural communities,
focussing on their derived needs, matching them to available/emergent technologies and
investigating the e-Business interface. The research shows that despite the perception of
tranquillity, stagnation and fossilization, attributed to rural societies, they find themselves in
the KPD of Boisot’s I-Space and are therefore compliant with so-called Schumpeterian-
Learning (S-Learning) as compared to Neo-classical-Learning (N-Learning).

The hypothesis predicated in this paper is that, if African rural societies are constructed as
KPD, then valuable knowledge will be extracted that can be utilized for the innovation of
sustainable e-Business models.

The pretext for constructing KPD is for business model innovation (BMI).

Key words: knowledge prospect domains, African rural societies, mobile technologies,
emergent technologies, disruptive technologies, e-Business models, socio-informatics,
pecuniary dynamics and cyber money



Introduction

The double influence of the spirit of commerce and the gospel of Christ has given an impulse
to the circulation of men, ideas and commodities over the face of the earth, and the discovery
of the gold regions has given enhanced rapidity to commerce in other countries and the
diffusion of knowledge. But what for Africa? God will do something else for it. Something just
as wonderful and unexpected as the discovery of gold. David Livingstone [c. 1853]

When researching the extant literature and current publications on the bush-fire like spread of
mobile telephony into Africa one gets the perception that this might be the unexpected
discovery of gold that Africa has been waiting for. Headlines such as Rural Africa new frontier
for mobile phone boom; Demand rages among rural folk; Mobile operators scrambling to
gain foothold in Africa; Africa’s cell phone boom creates a base for low-cost banking; and
commitments like MTN budgets R700m for rural telecoms; MTN is rolling out more than 300
3G base-stations; Over 5 years, each cellular operator is obliged to distribute 2.5 million SIM
card packages and provide 125 000 cell-phones...... ; present sufficient evidence to support
this perception. At the same time an abundance of new ways to do business, new ways to offer
community services and new ways to inject economic-agrarian sustainability are discovered.
Most of these novel ways of doing things are based on specific knowledge extracted from
which could be called ill-prospected African rural communities.

The working hypothesis that will be followed in this research is that, if African Rural Communities
(ARC) are constructed as Knowledge Prospect Domains (KPD)', then valuable knowledge will be
extracted that could be utilized for the innovation of sustainable e-Business models.

The research report is part of a longitudinal study’. It will be an extension of previously
published research by the author on the concept of Knowledge Prospect Domains (KPD).
It will furthermore attempt to demonstrate the praxis of the concept/construct KPD in ARC.

Re-Visiting The Concept Of KPD

In previously published work Knowledge Prospect Domains (KPD) was proposed as: those
areas where embedded/embodied knowledge, not yet being exploited/extracted by conventional
technological means from e-business systems like data processing and data mining, could be extracted
by sense making, communities of practice and intervention techniques (creative abrasion) integrating
human and machine intelligence in a prospecting rather than mining mode; a domain where
experimentation, scanning the edge of chaos, using creative-destructive-learning and system
integration will lead to anticipated surprise; where prospecting for mineral wealth — knowledge
discovery — precedes mining for gold — knowledge utilization.

The pretext/context in which this was formulated was that of the immediate operating area of
e-Business systems where convergence between proprietary and emergent technologies
became visible and dominant designs’® predicated future business and technological
developments. This argument held for developed urban societies and mature business
processes. It will be argued that this conceptualization could also be transposed onto African
rural communities (ARC) where convergence of mobile technologies and the emergence of
new business models are being significantly reported in the extant literature. To support this
reasoning, the concept of KPD will be adapted from the generic to the specific in order to
embrace ARC as KPD, albeit from a different paradigm. It is proposed that the notion of

! Botha, Daniel F. 2006. 37-43.
2 Botha, Daniel F. 2007
3 Weick, K. 36



communities of practice in the ARC context be considered to include user communities as
knowledge prospects regardless if these communities are constituted formally or informally.

The next section will attempt to utilize social construction theory as a broad framework for
positioning ARC in context of emerging technologies. This will be followed by two sections,
one focussing on establishing relevant African social descriptors and the second on the
relationship with mobile telephony and associated technologies. Subsequently a brief
overview of the concept of e-Business models will be given followed by the proposal of
constructing ARC as KPD. Finally a multi-factor regression equation for an empirical research
model for future research is proposed.

Some Social Construction Theories

A brief discussion of social construction theories — specific emphasis on technology - will be
presented, with the aim of using it as a broad framework for constructing ARC as KPD. Social
constructionism can be defined as, analysis of knowledge or reality, or both, as contingent
upon social relations, and is made out of continuing human practices... ..... the analysis of the
structure of the common-sense world of everyday life.* Three mainstream theories on linking
social construction to technology, namely, technology determinism, social construction of
technology (SCOT), and social shaping of technology (SST) are discussed.

Technology determinism’ is a reductionist doctrine that a society’s technology determines its
cultural values, social structure, or history. Technological determinism has been summarized
as; ‘the belief in technology as a key governing force in society’ (Merritt Roe Smith®); ‘the
belief that social progress is driven by technological innovation’ (Michael L. Smith); ‘the
belief that technical forces determine social and cultural changes’ (Thomas P. Hughes); and
‘the idea that technological development determines social change’ (Bruce Bimber). Most
interpretations of technological determinism share two general ideas:

. That development of technology itself follows a path largely beyond cultural or political
influence, and

. That technology in turn has effects on societies that are inherent, rather than socially
conditioned

To some extent this theory holds for ARC. Mobile technologies as such, from a pure technical
viewpoint, did not emanate from these communities. But is this conclusive?

Technological determinism stands in opposition to the theory of social construction of
technology (SCOT). Leading adherents of social construction of technology like Wiebe
Bijker” and Trevor Pinch® argue that technology does not determine human action, but rather,
human action shapes technology. They also argue that the ways in which a technology is used
cannot be understood without understanding how that technology is embedded in its social
context. It holds that both the path of innovation and the consequences of technology for
humans are strongly, if not entirely shaped by society itself, through the influence of culture,
politics, economic arrangements, and the like. SCOT is a response to technological
determinism. 1If it is argued that e-Business models are the methods, theory, and practices

* Honderich, T. 829

> Staudenmeier, S.J., & John M. 134-148.

% Smith, Merritt Roe, & Leo Marx, eds.

’ Bijker, Wiebe E., Thomas P. Hughes, & Trevor J. Pinch, eds.
¥ Pinch, Trevor J. & Wiebe E. Bijker. 347-360.



governing such applications ° and that these models came about because of, and not despite of,
ARC then the theory of SCOT holds for ARC — the path of innovation shaped by society.

Yet another view is that of Social Shaping of Technology (SST)' where the central concept is
that there are choices — though not necessarily conscious choices — inherent in both the design
of individual artefacts and systems, and in the direction or trajectory of innovation programs.
If technology does not emerge from the unfolding of a predetermined logic or a single
determinate, then innovation is a ‘garden of forking paths’. Different routes are available,
potentially leading to different technological outcomes. Significantly, these choices could have
differing implications for society and for particular social groups. SST both agrees and
conflicts with elements of other theories that tie sociology and technology together such as
SCOT and Technological Determination (TD). SST is concerned to explore the material
consequences of different technical choices, but criticises TD, on its argument that technology
follows its own developmental path, outside of human influence, and in turn, influences
society. From the evidence gathered it will become clear that SST is applicable to ARC
contrasted against other communities like urbanized societies — different routes available,
different technological outcomes and differing choices.

African Rural Communities Descriptors

It is now deemed necessary to present some grounded framework against which ARC
structures could justifiably be described. For this purpose the globally recognized DARE'
program was found to be a credible choice from which the following definitions, in the context
of ARC, was found to be of significance'*:

. De-agrarianisation is defined as a long-term process of occupational adjustment,
income-earning reorientation, social identification and spatial relocation of rural
dwellers away from strictly agricultural-based modes of livelihood.

. Depeasantisation represents a specific form of de-agrarianisation in which peasantries
lose their economic capacity and social coherence, and demographically shrink in size.
They literally unravel as communities.

. The new Sustainable Rural Livelihoods” (SRL) approach is a response to the
complexity of rural livelihoods and their growing non-agricultural character

There has been a reluctance to consider how neo-liberal policies impact on African rural social
structures. Rather the tendency has been to see African social institutions, especially those
associated with rural peasant societies, as constraints to the implementation of economic
policies, inferring that vested interests and traditional conservatism cannot rise to the market
challenge. DARE argues the opposite — African peasant societies have been extremely
responsive to neo-liberalism with as yet unclear implications for the social and economic
fabric of African countries. The examples of mobile and related technology adoption in ARC,
that will be used as research data, provides further support to the arguments of DARE;
arguments which is predicated for this paper.

? One of the definitions of Technology from Collins concise dictionary.

' Williams & Edge. http://www.rcss.ed.ac.uk/technology/SSTRP.html

""DARE — De-agrarianisation and Rural Employment research program at the African Studies Centre,
University of Leiden, funded by the Dutch Ministry of Foreign Affairs (DGIS)
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Rural restructuring factors'* characterized by: peasant’s deteriorating commercial agriculture;
rising cash needs; increasing income diversification (the upsurge in non-agricultural income
diversification represents large-scale agrarian labour displacement within an accelerated
process of depeasantization); proliferation of income earners within the rural household;
decreasing rural isolation; diversification and class differentiation are robust descriptors for
the complexity, uncertainty and diversity in ARC. This makes ARC according to Boisot" a
regime bordering on chaos (a chaotic regime) and therefore fertile for purposes of knowledge
discovery (new insights), one of the conditions to satisfy the definition of KPD. In this regime,
scanning (one of the six phases in Boisot’s I-Space'®), for new business models becomes
paramount. It is predicated that this evidence be used in the attempt to qualify ARC as KPD.

Furthermore in coping with uncertainty, specific tensions within African peasantries could
also be cited to bear on the argument that ARC can be considered KPD. Four tensions
identified by DARE'” are appropriated:

. Securing economic survival: market experimentation versus subsistence fallback

. Marshalling resources and social networks: household solidarity versus individual
autonomy

. An unacknowledged identity crisis: agrarian conservatism versus sceptic otherness

. Strengthening or weakening the economic foundation of rural livelihoods? Linkages

between non-agricultural activities and agriculture

If it is accepted that uncertainty should be confronted with capability, it should also be
acknowledged that the future of African rural dwellers lies increasingly in labour force
participation outside of rural agriculture. It signifies that some other commercial cash-
generating activities should be realized. This is where mobile technologies can make a
significant difference. The need is for literacy, numericy, knowledge of the national language,
and various occupational and computer skills that will provide the means to command
sufficient income for themselves and their families, as well as to raise the overall level of
productivity in their respective countries. Confronting uncertainty with capability presents a
capacity to act and therefore, an abundance of e-Business model opportunities. Capability
enhancement through human capital investment is therefore vital.

The upsurge in non-agricultural income diversification which has taken place on the African
continent during the last fifteen years represents large-scale agrarian labour displacement
within an accelerated process of depeasantization'®. One way to combat this trend is to
accelerate the cash flow into these peasant communities; this could be called the pecuniary
dynamics of ARC as KPD in which mobile technologies are already playing a multiplier role.

The following extracts from publications highlight the pecuniary descriptors of ARC: Mobile
phones have the ability to make a dramatic change to village life in Africa;, One of the most
exciting areas is in making social transfers to the very poorest in society; The mobile phone is
creating niches that Africa’s poor entrepreneurs are able to exploit in new ways, When ever
an opportunity appears, however obscure, someone will move to exploit it within days, Mobile
payments can also facilitate transactions in remote areas and can even improve security by
removing cash from the business process altogether; Several studies show that, once the

14 Bryceson, Deborah. 2000, 3
15 Boisot, M. 39

16 Boisot, M. 41
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inertia of cash has been taken away, an economy will start taking off and accelerating; With
over 3 million transactions a month in the DRC alone, Celpay recognises the need for leading
mobile banking solutions in emerging cash-based economies; additional features and
functionality for customers, including inter-bank transfers and enhanced airtime vending;
Most operators sell airtime in tiny denominations for people who live from hand to mouth;
Celpay Zambia upgrades technology to directly answer African population requirements, and
The venture hopes to build on the rapid spread of pre-paid cell phones to create a whole new
banking system, one designed for low income users that have been under-served or ignored by
traditional banks. These are but some of the cases that can be reported on where rural Africa
has some unique requirements for the use of cyber-money.

From the cases that was perused it can be credibly proposed that the following cash flows
streams (Xf;) characterizes ARC: Money transfers from urban to rural areas where relatives
are the beneficiaries (X,2r); income from non-agricultural peasant-like industry (Xy,i); income
from sustenance and small scale commercial farming (Xsf); income from state social funds
(Xssr); and, income from international and non-governmental organizations aid funds (Xaiq).
These factors are the independent variables to describe the dependent variable X g which will
be used as some of the indicators to describe ARC as a PPD.

Mobile And Associated Technologies In The African Context

Once a powerful technology exists and is known to exist, a productively powerful society
without much of a market also becomes possible. Whether it then inevitably engenders a
hidden market (the double economy), or networks of reciprocity, is an interesting question'’.

Mobile phones are the very first technology in history where there are more now being used in
the developing world than in the developed world®’. Mobile phones have the ability to make a
dramatic change to village life in Africa. One of the most exciting areas is in making social
transfers to the very poorest in society

Most of the World’s Developed Communities migrated from the large screen of the PC to the
smaller screens of the laptop/notebook and PDA and lately to the still smaller screen of the
mobile phone whilst over the same time-line computing power (memory and micro-processor
speed) tracked the migration, i.e. recent mobile phone computing power is now virtually equal
to that of earlier/legacy PCs. It is of significance to note that some Developing Communities,
of which Africa is the most prominent, did not follow this migration but are taking a
technology leap, closing the digital divide, and having their novel digital world experience
directly on the small screen; if the mobile is going to become Africa’s PC this calls for a
serious new way of thinking about business models and pecuniary dynamics. Add to this,
mobile internet access, NFC technology, and smart- and scratch-card applications, you have
the requisite variety’’ that could evoke a multitude of business models and opportunities.

Various contact-less payment systems rely on technology called near-field communication
(NFC), short exchange of data, when machine induces an electrical circuit in the NFC device.
This technology is embedded in contact-less plastic cards® — both in and out of phones
making it easier to use for small payments.

1 Gellner, Ernest.

20 Economist.com. March 5™ 2007.
2 Weick 89

22 Economist.com. Feb 15" 2007.



The well known scratch-card, mainly used in the lottery business, found a new application in
the African context; the simplicity of this novel business model design speaks of elegance.
You simply buy a $5 scratch card, scratch of the panel to get the voucher number and then text
that number to your counterparty. Compare this to using a UK internet bank account to send 5
pounds from your account in London to a friend in Edinburgh: if you are lucky it will take
three days and it may take four.”> A number of mobile operators in Africa have developed
electronic versions of this mechanism - the scratch-card solution — by allowing the direct
transfer of airtime from one person to another, thus hugely improving liquidity of this
‘currency’. There are initiatives in countries such as Kenya and South Africa working to
capitalize on this gap in the market by providing payment services matched to the needs of the
poor and un-banked. Phone-to-phone (P2P) transfers**

Connectivity could become a kind of currency as we move forward in the on-line world.
Mobile phone minutes are just another currency” Air-minutes like air-miles are becoming
redeemable currency.

From this it could be inferred that ARC have a significant potential of adopting emerging
technologies (Xae) into their rural livelthoods which leads to the innovation of unique
sustainable e-Business models (Xgp). These business models subsequently affect the
sustainability of these livelihoods (Xgy).

e-Business Models

Developers and business analysts who build complex structures or systems have been creating
models of what they build. The term model could be defined as an abstract representation
(cognitive simplification®®) of the real world that reduces complexity and represents only the
details necessary for a specific purpose.

From the literature®’ three types of definitions for business models could be identified:

Business model definitions that concern themselves with the participants in a joint
business venture; models that specify the relationships between different participants in a
commercial venture

Business model definitions that concern themselves with the process and structure
of a business organization that should be in place to operationalize the strategy of the
business.

Business model definitions that concern themselves with how business models are
seen from the perspective of the market place.

Researching the literature for a single definition on the concepts of e-Business and e-Business
models proved rather daunting. The use of the letter “e”, supposedly denoting electronic, could
be largely the cause of the confusion. Although their seems to be some converging consensus
on the term, e-Business systems, denoting business application architecture running on generic
IT-infrastructure, many authors still regards e-Business as being exclusively Internet based
and mostly B2B. The latest publications on the subject by noted authors such as Laudon &
Traver?®, O’Brien®, and Papazoglou & Ribbers®®, to name but a few, recognize that non-

2 Birch, David.
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internet-based emerging technologies, when integratable with internet-based proprietary
technologies be acknowledged as part of e-Business systems and therefore e-Business models.
This line of reasoning will be followed in this paper, as previously argued by Botha®'.
Business models emanating from the KPD of ARC satisfy the definition of the 3" kind above
namely, from the perspective of the market place, and will be considered to be internet- and
non-internet-based stand-alones and hybrids.

Constructing ARC As A KPD

Superimposing the evidence presented above on the definition of KPD and by seeking a
comparative goodness-of-fit with key phrases/constructs of the definition the following
deductive inferences can be supported/made:

Knowledge not yet been extracted by conventional technologies: Knowledge-based
technologies, such as data-mining, are conventionally used to extract new knowledge
from e-Business system operations. The knowledge that led to the advent of emerging
disruptive technologies and their accompanying simplistic business models came from
sense-making™ (scanning, cue extraction, interpretation, enactment) and communities of
practice/users, integrating human intelligence with machine capability in a prospecting —
exploring requisite variety - mode.

Creative-destructive learning: It could be argued that statements in the literature on the
application of emergent technologies in ARC such as: ‘Bank branches and post offices
are these days as redundant to financial systems as copper wire and telegraph poles to
telephony’; ‘But, the new systems could prove to be a disruptive technology. Banks
could be disintermediated””*; and, ‘Never mind the $700 laptop the mobile phone is
already Africa’s PC, and is having significant socio-economic effects’®, supports this
concept.

Communities of practice/users: Mobile phones have the ability to make a dramatic
change to village life. Mobile phones are the very first technology in history where there
are more now being used in the developing world than in the developed world®®.
Creative abrasion: ‘Celpay”’ is a truly innovative company which saw the issues that
customers had with banking access and implemented solutions, a number of years ago,
that directly answers the requirements of the population.” ‘The key point to note is that
the average cost per transaction significantly lowers as volumes increase with an
electronic system.’

Sense-making: ‘Celpay is a truly innovative company which saw the issues that
customers had with banking access and implemented solutions, a number of years ago,
that directly answers the requirements of the population. ‘We know from our experience
in other countries that mobile phones are ideal tools for transacting, and we also know
that transaction volumes will grow rapidly once adoption starts. Mobile payments can
also facilitate transactions in remote areas and can even improve security by removing
cash from the business process altogether’>*

* O’Brien, J. & Marakas, G.M.
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. Integrating human and machine intelligence: The rapid adoption of mobile technology
into village life created, occasions for sense-making® that led to new business models
never conceived before as viable in urban communities. ‘The mobile phone is creating
niches that Africa’s poor entrepreneurs are able to exploit in new ways; When ever an

opportunity appears, however obscure, someone will move to exploit it within days’* is

but one example that supports this perception.

It is proposed that the salient factors/cases as described above are sufficient evidence to
construct ARC as KPD. It is furthermore predicated that SRL — the dependent variable factor -
will be directly proportional to sustainable e-Business models (SEB) and sustainable social
services (SSS). SEB in turn will be dependent on cash flow streams (CFS), technology
development (TDV) and rate of adoption of emergent technologies (AET) — the latter three
then being the independent variables or indicators.

Proposed Research Model

The hypothesis supported by the evidence presented above can now be described by the
following multiple regression equation: (This equation describes the KPD for ARC)

Ysrl =a+ bIXseb + bZXsss te

Where:
Y1 = variance in sustainable rural livelihoods (SRL)
Xseb = variance in sustainable e-Business models (SEB)
=1 Xers T+ C2Xiay + C3Xaet T €1
X sss = variance in sustainable social services (SSS-health, education & infrastructure)
X.fs = variance in cash flow streams (CFS)
Xy = variance in technological development (TDV)
Xaet = variance in adoption of emergent technologies (AET)

by, by, c1, ¢z, and c; are the regression coefficients of variables Y and X, a the constant for the
null-hypothesis, and e = e; + e;, the constants of random error.

Furthermore X can be described by:
chs = dIXu2r + d2Xnai + d3Xscf + d4Xssf + d5Xaid + e

Where X,;»; = variance in money flow from urban to rural

Xnai = variance in non-agrarian income

Xsef = variance in subsistence and commercial farming income

Xsf = variance in state social funds flow

Xaid = variance in income from international and non-governmental organizations aid funds
Where d;, d>, ds, d4, and ds are the respective regression coefficients.

The model is based on the pretext/assumption that it could also be argued that SSS, TDV, and
AET are possible significant factors to measure SRL. The contribution that these independent

3 Weick 83
0 Birch, David.
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variables make was not fully researched and argued for the purposes of this paper, but they are
recognized as possible salient descriptors of SRL. The primary investigation focussed on SRL
dependence on SEB.

Conclusion

The research indicates that ARC as KPD are a rich source of knowledge and by mindfully
prospecting this knowledge through sense-making, could lead to SRL. This will be dependent
on pecuniary dynamics which entails a steady flow of cyber cash/money into these livelihoods,
providing the means to the village people to enhance their quality of life by exercising their
own choices (empowerment) on how to spend this money. The pecuniary dynamic is made
possible through e-Business models based on emerging, sometimes destructing, but mostly
adaptive, mobile and associated technologies. Furthermore, the ARC described as KPD,
provides a fertile environment where existing banking and telecommunications companies,
through technology applications, communities of users, and new business models converge.
This emerging pattern of community enrichment could lead to the upliftment of rural
livelihoods which in turn could diminish the phenomena of depeasantisation and de-
agragarianisation. Another spin-off from these new ways of doing business, based on the
KPD of ARC, is that it provides a new insight that can be exploited on existing business
models and proprietary technologies, developed for rural areas and the developed world.
Finally a conceptual theoretical model induced from the literature research is proposed. The
model, in the format of a multiple regression factor equation, describing the KPD of ARC, is
proposed for further empirical research.
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Abstract

Broadband distribution and digital multimedia content devices transform the user into a
content creator, blurring the border between creators and consumers, between audience and
actors. This paper suggests however, that it is in particular young, heavy users of Internet that
use the web to create and share content. The lack of non-professional users in general
indicates a need for web-applications targeting several user groups. However, demand for the
knowledge is great and to a large extent unmet at present. This paper describe state-of-the-art
on users as active participants or innovators in the new broadband society and what typical
trends and challenges that characterize this new media landscape, this by investigating recent
reports on user behaviour and theories trying to describe the new social dynamics in the
broadband society. This literature investigation aim is to provide new knowledge on user
behaviour and a basis to understand the new emergent media landscape and a starting point
for identifying changes in patterns of media use and user needs that is significant for the
broadband society.

Introduction

The use of information and communication technologies is now thoroughly ingrained in
several parts of the western society, but the complexity of their role is constantly changing
and deepening. New media and the Internet is expected to change how people communicate,
how they work, and how they leisure, it may also involve new forms of communities and
participation. Evidences suggests that we live in a media world where these technologies are
integrated into the routines and practice of everyday life (Haddon, 2003; Silverstone &
Haddon,1996). The Internet is used at work, in schools, in universities, and hospitals. It is
used for a wide variety of purposes and interests, such as surfing for information, playing
online games, and chatting (Quan-Haase et al., 2002). Thus, the most profound and latest
change in the broadband society is how the users are taking a more active role in the media
chain. The users, and in particular younger, are to a greater extent using new interactive media
technologies and combinations of new media technologies, from mobile phones, computers
and wireless technology in new creative ways (Heim and Brandtzag, 2007).

This paper investigate the state-of-the-art on user as content-producers, active participants or
innovators in the new broadband society and what typical trends characterize this new media
landscape. User as innovators is in this paper understood as users that are using new media in
new and productive ways. The paper gives an insight on how and which users that is
identified as active producers or innovators in the new media landscape of today. In more
detail it will also describe how the new media landscape is changing and the new challenges
this arise:
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e From user being passive consumers to users becoming active participants and content
producers

e From user consuming mainstream professional content to consuming non-professional

content.

From text heavy applications to rich, audio/visual media (multimedia).

From single use design to community design

From local to more global online services.

From a traditional one-to-many model (mass media) to a many-to-some model (The

Long tail theory).

e From digital divide to a digital production divide

This literature investigation will try to provide new knowledge on actual user behaviour and a
basis to understand the new emergent media landscape. This will hopefully serve as a basis
for identifying changes in patterns of media use and user needs, and which current challenges
that is significant for the broadband society.

From Consumer to Producer

In the EU (2005) position paper on future competitiveness in ICT it is stated that “people
[will] interact with their surroundings and with each other in totally new ways.” NEM and the
Strategic Research Agenda (2006 pp. 19), put it this way: “Enabling individual and consumers
to create personal applications is seen to be of extreme importance for the future landscape”.
Nowhere is this more clearly illustrated than in evolving new social dynamics based on the
eagerness of media users to be producers of media content and to engage in networks with
multiple users. This trend is seen both within Internet and broadcasting where an increasing
number of users produce and share content and engage in different types of social
participation and community formation. This implies a shift away from mainstream markets
with centralized content provision, towards individuality and fragmentation by citizens taking
an active role in the media chain. This, triggered by the widespread availability of digital
recording devices as well as display and rendering devices, end-users will be both the largest
content producer and -consumer of the future. In general, there seems to have been a shift
from passive media consumption of mainstream media content, towards active media
participation, content creation and sharing, as illustrated in Figure 1.
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Figure 1. Digital society: From passive consumers towards active participation and content production
(Brandtzzg et al., 2005).
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This trend is also driven by increasing Internet and broadband penetration in Europe and the
whole world. According to IST (2006), the take-up of broadband Internet access has risen
fast, with growth rates of around 70 percent in EU. Rapid technological advances In UK for
example the household usage and adoption of communications services continues to
accelerate. According to the OFCOM Communications Market Report (2006) the number of
households with broadband connections increased by 60 percent between 2004 and 2005, to a
total of 9 million and the number of households with digital television also increased by 18
percent between March 2005 and March 2006, to a total of 18.3 million.

The OFCOM (2006) report reveals evidence that a new “networked generation”, mainly
among the younger population, is turning away from old media such as television, radio and
newspapers in favour of online services, including downloadable content — used on multiple
devices such as iPods and mobile phones — and participation in online communities. Old
media consumption, such as television is of declining importance to many 16-24 year olds; on
average they watch television for one hour less per day compared to the average television
viewer. Instead, the Internet plays an increasing central role in daily life; more than 70 percent
of 16-24 year old Internet users use social networking websites (compared those 41 percent of
all UK Internet users) and 37 percent of 18-24 year olds have contributed to a blog or website
message board (compared to 14 percent of all UK Internet users). Similar findings are done in
the survey UK Kids Go Online from 2004, but only among the youngster between 9-19 years
that uses Internet on a daily basis. Daily users of the Internet are more likely, compared to
weekly users, to use Internet for making web pages, for political participation, for exam
revision and for interactive engagement. They also meet online friends and reveal personal
information online to a larger extent than less frequent users (Livingstone & Bober, 2003).

It is in particular social networking and community web sites that have changed the way
people use new media, in creating personal profiles, sharing photos, videos, blogs and user
generated content in general. The two most popular social networking web sites that took off
seriously in 2006, is MySpace.com and YouTube.com. MySpace with a music profile
targeting the young crowd, have more than 100 million member’s world wide. YouTube, with
opportunities for uploading and video sharing has also been increasingly popular
entertainment site during 2006. According to Nielsen//Netrating (2006) in October YouTube
has over 20 million unique users every day, uploading 70 000 movies every day. The percent

-16 -



growth of YouTube was incredible 297 percent monthly in the period between January 2006
and June 2006 (Nielsen Netrating, 2006). Both YouTube and MySpace are among the top ten
web sites in popularity among users world wide according to measures done by Alexa Web
Information Service in December 7th 2006. MySpace are ranked as number five, and
YouTube as number seven (Alexa, 2006).

Another report from Nielsen//NetRatings (October 11, 2006) have similar findings, and
explains that over a three-year period, the top sites among teens 12-17 have shifted from those
offering a selection of instant messaging buddy icons to those providing assistance with social
networking profiles and content creation. In September 2003, the number 1 site among teens
was Originalicons.com. In September 2006, sites offering tools to improve social networking
profiles with song lyrics, pictures, quotes and layout designs won out with those ages between
12-17 years. PLyrics.com is ranked as number 1 among teens, who made up 68.4 percent of
its unique audience. According to the report, nine out of the top 10 teen sites either offered
content or tools for social networking site profiles, or were social networking sites
themselves. The report shows that a wide array of social supporting websites has developed in
conjunction with bigger, more well-known web destination such as MySpace and YouTube.

Similar findings are suggested by the research team at Universal McCann (Nathan et al.,
2006) in a recently published study “The New ‘Digital Divide’, How the New Generation of
Digital Consumers are Transforming Mass Communication.” They present how young
consumers are increasingly relying on Web2.0 platforms for entertainment, news, social
interactions, shopping, and other daily activities. Note that this study is not representative for
the age group presented below. The research conducted is only among people in the 16-49 age
group who are frequent users of the Internet (accessed Internet 11+ times in past 7 days)

e The age group 16-34 (frequent users of the Internet) is 25 percent more likely than
ages 35-49 (frequent users of the Internet) to use instant messenger, with over 75
percent of ages 16-34 currently using at least one service.

e About 40 percent aged between 16-34 years (frequent users of the Internet) belong to a
social network site; this is twice the percentage of 35-49 year olds (frequent users of
the Internet).

e Among the top Internet services used is the social networking site Myspace.com with
43 percent of 16-34’s (frequent users of the Internet) being current users. In
comparison, only 16 percent of people aged 35-49’s that are using MySpace.

Other findings include:

e 71 percent of the 16-34 year olds have participated in a blogging activity.

e The 16-34’s are three times more likely (25%) than those 35-49 to manage and/or
write their own blog.

e While personal and family/friend are the most common types of blogs among the
younger group of frequent users of Internet, more than 40 percent are developing
photo and pop culture (music/film) blogs as well.

e One third of frequent users of Internet between the ages of 16-34’s have participated
in peer-to-peer file sharing compared to just 12 percent of those 35-49.

The report suggests a major shift from the world of passive receptivity users to active engaged

users, if we look at the frequent users of the Internet, which represent 31 % of the total U.S
population. Thus, social networking is clearly popular mostly among the younger heavy users
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segments. The report suggests however that a considerable part of the heavy Internet users are
interested in creating, sharing and consuming user generated content.

From Single Producing to Peer Production

This new fast growing trend of Internet communities is hard to explain, but Jeff Jarvis (2006)
try to explain this in his blog Buzzmachine, “Who wants to own content?”” Distribution is not
king. Content is not king. Conversation is the kingdom, does he state. He does like several
others (e.g. Tapscott, 1999; Tapscott et al., 2000; Tapscott & Williams, in press; Nathan et al.,
2006) describe the importance of interaction and co-creation in the new media landscape. This
is also pin pointed in an article by Brandtzeg et al (2003 pp 61) about enjoyment in new
media: “The sharing of experiences, feelings and information is considered to be rewarding,
pleasant and enjoyable”. Studies show that young people are likely to use the computer for
playing games together, rather than playing in isolation (Wartella et al., 2000). These findings
may be explained by the social facilitation effect (Brandtzaeg, et al., 2003); it is easier, and
more rewarding and motivating to do things in the presence of others, because mere presence
of others is arousing (Zajonc, 1965). Children play more enthusiastically if a playmate is near
by, even if only engaged in parallel play. According to Brandtzaeg et al (2003) this may, in
addition to social facilitation, also be explained by the theory of social cohesion and social
identity, a social expression of being part of or attracted to a community. It seems to be that a
socially rewarding environment is necessary and essential for all humans, also when it comes
to media activities.

These social dynamics of co-creation in new media is described by Jeff Jarvis (2006) in the
following way: “you don’t want to own the content or the pipe that delivers it. You want to
participate in what people want to do on their own. You don’t want to extract value. You want
to add value. You don’t want to build walls or fences or gardens to keep people from doing
what they want to do without you. You want to enable them to do it. You want to join in”.

A similar view is proposed by Don Tapscott and Williams (2007) in their upcoming book
Wikinomics — How Mass Collaboration Changes Everything. The term “Wikinomics™ refer to
the new economic and new culture related to the wiki — a type of website that allows the users
themselves to easily add, remove, and otherwise to edit and change content. This ease of
interaction and operation makes a wiki an effective tool for collaborative authoring. Tapscott
and Williams suggest that we are entering a new age where people participate in the economy
like never before. This new participation has reached a tipping point where new forms of
mass collaboration are changing the way services are invented, produces and distributed on a
global basis. This participation is driven by the opportunity people have today to link up in
loose networks of peers to produce goods and services. The growing accessibility to ICT puts
the tools required for collaboration and creation among users. The name of this new mode of
innovation and creation is peer production or peering, when masses of people drive the
innovation and production, this because people can contribute to the “digital commons” at
very little cost by themselves, which make collective action much more attractive. Tapscott
and Williams call this structural opportunity for collaboration the “weapons of mass
collaboration”: New low-cost collaborative infrastructures — from free Internet telephony to
open-source software to global outscoring platforms.

These aspects of co-creation or the “kingdom of conversation”, may be some of the
explanation on why the millions of people from all over the world have engaged themselves
in these social media creation activities (e.g Wikipedia, MySpace, YouTube, Second Life)
that were previously reserved to elite of professional content producers. Some valuable
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products have already come out of this collective knowledge. Generalized broadband access,
increased mobility, availability of richer media formats and contents, as well as new home
networks and communications platforms will probably drive this development further.

From “one-to-many” to “many-to-some” - The Long Tail

Another theory that also is a relevant explanation of the new social dynamics on the web is
“The Long Tail”. The theory of The Long Tail was first developed by Chris Anderson in an
October 2004 Wired magazine article, and later elaborated in his book “The Long Tail: Why
the Future of Business is Selling Less of More” (Anderson, 2006). The theory explains how
mass adoption of new technologies like the Internet is changing our culture and economy. The
major change is that the culture and economy are increasingly shifting away from a focus on a
relatively small number of mainstream products and markets at the head of the demand curve
and toward a huge number of niches in the tail, targeting several and smaller marketing
segments. The long tail is primarily an economical model that explains how consumption and
customer behaviour is moving from a one-to-many mass media model (a lot of people
watching the same content provided by broadcasters or listening to the top seller record), to a
many-to-some model (people sharing personal content with their friends and relatives or
buying specialized or hard-to-find books) as shown in Figure 2.

Anderson (2006) describes 3 ascendant forces that are creating The Long Tail phenomena:

The first is democratizing the tools of production. Many homes are equipped with computers
that enable the production of photos, videos, print or text virtually possible to everyone. The
second is democratizing the tools of distribution. The personal computer made the people
become producers, while the internet made people become distributors. The cost of
distribution, especially on media products, radically decreased due to the web. The third force
is the connection of supply and demand. The users demand has to be connected to the supply
and can be called the Long Tail filters. That can be for example recommendation engines due
to your profile or search engines on the website.

FIGURE 2. The Long Tail - Broadband distribution and multimedia content devices transform the user
into a content creator, blurring the border between creators and consumers, between audience and actors
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A classic long tail example is how we listen to music in 2006 compared to how we did it
in1960 or longer back. In the era of gramophone people had to make an effort to listen to
music. Both the consumption costs and the connection to music in general contributed to a
less varied music experience. People picked often their favourite music pieces for listening.
When technology allowed users to music listening in several contexts, from radios and
cassettes in cars, and walkmans — new and different contexts for consuming music allowed

-19 -



users to diverge and expand the longer tail of music choice. The introduction of mp3 players
such as iPod, made it possible to listen to a random list of songs rather than a whole album
and the long tail music repertoire expanded once again. Some of the most successful Internet
businesses have leveraged the Long Tail as part of their businesses. Examples include eBay
(auctions), Yahoo! and Google (web search), and Amazon (retail) amongst the majors along
with smaller Internet companies like Audible (audio books) and Netflix (video rental).

In this new media landscape, users are not only finding their way to more specialized content,
but are also turning the consumer into content creators, creating and sharing user-generated
media content. Recent years have seen the rise of so-called ‘prosumers’, or semi-professional
users in a one-to-some context. The new content creators however are non-professional users,
publishing content in small communities for a limited audience. Blogging, wikipedia, flickr,
MySpace and YouTube are typical Internet services and applications that all are examples of
this kind of user generated activity. New personal digital productions tools (e.g. camera
phones) and broadband distribution combined with multimedia content devices transform the
user into a content creator, blurring the border between creators and consumers, between
audience and actors.

Another driving force of the Long Tail is also said to be Web 2.0 with more than 14 million
citations in Google. But there's still a huge amount of disagreement about just what Web 2.0
means, with some people decrying it as a meaningless marketing buzzword. However:
Wikipedia (2006) is explaining the following: “Web 2.0, a phrase coined by O'Reilly Media
in 2004, refers to a supposed second generation of Internet-based services - such as social
networking sites, wikis, communication tools, and folksonomies - that emphasize online
collaboration and sharing among users.

According to Wikipedia (2006) the Web 2.0 shows some basic characteristics. These might

include:

e "Network as platform" - delivering (and allowing users to use) applications entirely
through a browser.

e Users owning the data on the site and exercising control over that data

e An architecture of participation and democracy that encourages users to add value to the
application as they use it.

e A rich, interactive, user-friendly interface based on Ajax or similar frameworks.

e Some social-networking aspects.

According to Bart Decrem (2005) the Internet has resembled a library in some ways and a
shopping mall in others over the past ten years. These days, however, the web is becoming
more of an events-based place of interaction and participation, because of the Web 2.0. This is
in line with what Jeff Jarvis (2006) explains as “conversation is kingdom” and Tapscott and
Williams (in press) refer to as “peer production”. However, there exists some criticism related
to the term “Web 2.0”. For example, many of the ideas of Web 2.0 were already featured on
networked systems well before the term "Web 2.0" emerged. Amazon.com, for instance, has
allowed users to write reviews and consumer guides since its beginning, in a form of self-
publishing. Anyway, NEM (2006) report that it is estimated that the biggest impact of Web
2.0 is the improved dynamics and management of service communities.

Thus, new media are beginning to catch up the Long Tail opportunities and the benefits that

interaction and user generated content can bring to their offerings in terms of audience
engagement and loyalty, but yet the mainstream still has some way to go in understanding the
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user and the user needs in the new media landscape (Skrebowski, 2004). It is a question of
how to design for co-creation in networked media.

From Single use Design to Community Design

So far web-design have been focusing up on the single user, while the design for co-creation

and community still is rather weak. Ann Light (2004a) explains that a traditional media

perspective is a one-producer-to-many-recipients model, with a little focus on user

participation. By contrast, a range of activities is open to users of networked media. The

question, according to Ann Light (2004a), is how these two models of behaviour can be

combined to design systems, including trust and commitment to encourage co-creation and

co-activity? This question was also given six British online information producers. Some

successfully tactics for designing co-creation were reported:

e Display user generated material as an integral part of the website.

e Linking together people with common goals.

e Provide material for users to customize and incorporate into their joint activities.

e Conduct consultation exercises on the web, aimed at groups of users with a view to
developing policy.

The focus on the users needs to create content to develop a social identity in networked media
is also suggested (Light, 2004a). To give the user a feeling of being part of a group, through
social cohesion or social identity is as well recommended by Brandtzaeg et al (2003).

NEM (2006) or Networked Electronic Media do also stress the importance of communities

and social interaction in networked media. NEM state in their Strategic Research Agenda the

following topics to be addressed for facilitating communication in communities :

e Management of communities (social networks). Several different communities exist; a
group management mechanism should therefore keep knowledge of all group
characteristics.

e Providing group awareness via group context. Context awareness can facilitate the social
interactions and decision making processes in communities.

e Privacy of personal information in communities: The privacy of personal data is a
fundamental user requirement. Mechanisms must be deployed that enable users to decide
what private information is revealed.

A conclusion is that future co-created networked applications should aim to focus on the
social aspects and relationships among users, because co-creation is dependent up on
involvement, trust and identification. The users are not just happy with their opportunities to
create meaning and content in networked applications, they do also want to create identity.
This could be either a kind of personal virtual identity, but also an identity to a specific
community or a social identity. According to Ann Light (2004b) the users request for group
identity in a fragmenting world and in a fragmenting media landscape, a focus on social
identity to in online communities may therefore be a key to make successful networked
applications for the future.

From Text to Rich Media
The NEM-initiative addresses all aspects of the media life cycle, and is focusing on the shift

from professional content creation to increasingly involve individual citizens. This is in line
with the “The Long Tail” theory (Anderson, 2006), Wikinomics (Tapscott & Williamsen, in
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press) and the perspective of Bart Decrem (2005) of Web.2.0 as participation platform on the
Internet.

However, according to NEM, a key goal will be to support end-users with content creation
process and personal content management in rich media. The winners in the market of new
media will deploy rich media online experiences — interfaces that seamlessly integrate images,
video and audio to create an immersive user experience. To day, most users cannot create,
manage and share multimedia digital content as easily as they can manipulate text, for
example in chat rooms, email and word. This challenge is also formulated by Visser and
Visser (2006); they state that one of the main goals of HCI (Human-Computer Interaction) in
the next few years will be to make systems “easy to develop” and empowering non-
professional users to develop and adapt systems themselves. Users are becoming active co-
creators of their media, commerce, entertainment, and communication experiences.

The first and second generation of websites have focused on making the services usable. With
the new possibilities of rich media over high speed connections, a new era of usefulness,
conveying a whole new dimension of information. The bulk of user generated applications of
today are mainly allowing users to publish and share lean bandwidth content — typically text
and pictures. The current frontier of user generated applications is the development and
market introduction of applications that allow rich user generated media content. Rich Media
is defined as: - images, streaming video, voice audio, music, 3D and animation. Also content
will be made accessible to a broader range of user terminals and interfaces, including mobile
devices.

In this new multimedia media landscape there is also a trend towards letting end users edit
and share content from newspapers, encyclopaedias, public archives, and broadcasting
stations. Both video and audio content are increasingly more accessible for novice consumer
group. According to Shafer (2006) creative Commons licenses, and general licensing deals
will make content easier to find, and audiences will have more freedom to reinterpret content
For example, in the UK, BBC has licensed 1,000 hours of content to its audience to allow it to
rip, reconfigure and share it, in the expectation that user creativity will produce novel services
or programmes. In other European countries and the USA similar initiatives are underway,
typically seeking to identify the advances in audio-visual systems and applications that will
lead to a broad take up in the market. The same trend is visible with basic web applications
such as flickr and jusspress where the user originates content and the network application
compiles or collates it.

Existing user generated applications started as relatively simple tools with fairly high
immediate usability and learnability, making it easy for the users to get started using the
applications. Subsequent development of additional tools and features as well as multimedia
dimension within the framework of existing user generated applications — as e.g. that
represented by the Norwegian network community underskog.no — has lead to the once
simple user interfaces has become more complex and less intuitive. It is a key challenge for
the businesses in this market to be able to keep these applications usable and also to introduce
more complex features and media as video and audio in an ongoing development.

The number of file formats has increased dramatically, after the web in generally has moved
from text to multimedia. Browsers acquire the ability to display media in various formats
through the use of plug-ins. Underskog.no for example will not allow the user to have a
satisfying experience with the browser Internet Explorer, but ask the user to rather shift to the
browser Firefox. Adding multimedia to a web application is more difficult than creating a
simple page of text (Heller & Martin, 1999). Multimedia creation tools are sophisticated from
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the average users point of view. Flash movies and Dreamweaver offer ease of use for
professionals but not for the average citizen.

Therefore, there is a need to provide more intuitive end-user applications for these new forms
of multimedia collaborative content creation. To that aim it is also a key to identify which
successful multimedia applications and features users want to use, and inspire citizens to
communicate, share and produce content and thus extending the applications for multimedia
content.

These challenges raise the important questions:

e What kind of multimedia content do users want to produce and share — and in what way?
e  Whom do they want to share multimedia content with?

e Where and when, in what context, do they want to produce and share multimedia content?

In terms of the complexity and convergence among end-user technology products and
applications an important aim will be to generate knowledge to enable the user in keeping
pace with their new multimedia applications and features. For future applications targeting
user generated multimedia content this requires a significant focus, not just on ease of use, but
also more knowledge on who the European user of such applications is, and what are the
future users of these applications as well as their user needs.

From Local to Global services

Internet is starting to get entry into every corner of the globe, and products and services that
were one local have become global (Bojko et al 2005). Now that more and more applications
are used globally, international cultural differences can become apparent. As Tapscott and
Williams (in press pp 10) points it: “In the past, collaboration was mostly small scale. I was
something that took place among relatives, friends, and associates in households,
communities, and workplaces.” Now this is changing in to be a mass collaboration in global
networks.

However, patterns of users' behaviour and needs will still appear and it’s important to take
into account possible cultural differences when designing user experiences. There aren't that
many products or interactive systems that are really used by "everybody". Targeting
"everybody" with an interactive system is not easy, nor cheap. User requirement analysis can
contribute to defining precise target audiences that are more likely to use it. However, large-
scale, multi-user communities such as MySpace and YouTube are both services that are going
beyond national communities and operate on global basis. According to Bojok et al (2005) an
obvious requirement is to have usability testing with local practitioners, to ensure that local
user needs will be taken in to account. User studies and requirements studies in the different
countries where target groups for the application lives would also be useful. Thus, to day there
exist only a limited number of cross-cultural comparisons of the experiences of ICT uses
(Livingstone and Bovill, 2001). There is a need for both country specific and more cross-
cultural research on ICT adoption and use.

From Digital Divide to Digital Production Divide
The escalating importance of Internet and other forms of ICT in work, education and daily life

is incontrovertible. The development of a social dynamics and on the Internet do also put a
greater demand up on the user to be active and productive (Brandtzeg et al, 2005) in new
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media by contributing in new online communities with their own user generated content. This
may indicate a new notion of the digital divide, a divide between those who consume and
those who produce or a “digital production divide . Tapscott and Williams (in press) claims
that only the connected will survive in this new world. And citizens who fail to grasp the
collaborative opportunities will be isolated from the networks for sharing, adapting, and
updating knowledge are the new value. A similar view is suggested in the report “The New
Digital Divide — How The New Generation of Digital Consumers are Transforming Mass
Communication” by Nathan et al (2006).

The digital divide has traditionally been conceptualised as the split between the “haves” and
“have nots” of new media. However as the usage and technology development has been
changing the debate around the digital divide has progressed. A central focus of most recent
research on the digital divide has been a question of “digital literacy” rather than of access
(O'Connor & al., 2004), centred on “quality of use” (Livingstone & Bober, 2003). According
to OFCOM (the independent regulatory body for the UK communications industry), digital
literacy is the ability to “access, understand and create” communication in a variety of
contexts (Buckingham & Others, 2005; Livingstone, Van Couvering, & Thumim, 2005). The
level and development of these skills are believed to have major implications for the
individual, the education system and society in general.

According to Jacob Nielsen’s (2006) Alertbox for the 9th of October 2006, the majority of
users don't participate very much in communities and online social networks that rely on user
generated content, but rather lurk in the background. There is a participation divide.
According to Nielsen user participation often more or less follows a 90-9-1 rule: There are in
online communities 90 percent lurkers who never contribute but read or observe. 9 percent of
users contribute a little, but other priorities dominate their time. 1 percent of users account for
almost all the content production. This means a tiny minority of users’ accounts for most
content and the system activity in general. One example is Wikipedia, where more than 99
percent of users don’t contribute, but consume. Wikipedia has 68,000 active contributors,
which is 0.2 percent of the 32 million unique visitors it has in the U.S. alone. The same
number we will find on the YouTube, that almost have 20 million users, but only 70 000
contributors that upload their own videos. Another example from Nilsen (2006) is that among
the 1.1 billion Internet users, only 55 million users (5%) have weblogs, and that only 0.1
percent of users post daily.

This type of participation inequality or divide was first studied in depth by Hill et al (1992).
Nielsen (1996) does also refer to another study of more than 2 million messages on Usenet
(Whittaker et al, 1998). They found that 27 percent of the posting activities were from people
who posted only a single message. 3 percent of the posters contributed for 25 percent of the
messages. Nielsen (2006) suggests therefore that the big-picture statistics of online
communities often give a biased understanding of the level of participation. A lot of the
statistics do not take in to account the differentiated level of participation and the many
differences that exist between users who are active creators and post a lot and those who are
inactive and post a little. The problem is, as Nielsen concludes, that we will never hear from
the silent majority of lurkers in these online communities. But, as Nielsen point out,
participation inequality is not necessarily unfair. If some users don’t want to contribute, they
are allowed to do so. The problem is that the overall community is not representative for the
majority of the users. On the other hand the problem could be more serious if it is like
Tapscott and Williams (in press) suggests that citizens who not make use of the collaborative
opportunities will be isolated in the new economy. The challenge for the future online
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community is therefore to re-shape the 90-9-1 distribution to achieve a more equitable
distribution.

It should therefore be mad more easy for the average user to generate their own content.

But, who are this 1 percent contributing in online communities? As shown in the previous text
these are people are mainly early adaptors and teens. The report from Nielsen//NetRatings
(October 11, 2006) showed how web sites with social networking profiles and content is the
number 1 site among teens. But, even among teens there are differences in use. The big-
picture statistics might persuade that the digital divide is bridged. According to the report
done by Nathan et al (2006) just 14 % of the heavy Internet users maintain their own blog.
These figures are small if you actually look at the percentages that actually use technologies.
The fact is that there is just a small proportion of the general population that use ICT for
active content creation and participation. Similar findings are also to be found in other studies
on media use among children and young people (Livingstone & Bovill, 2001; Heim et al,
2007; Brandtzaeg et al., 2005; Heim & Brandtzag, 2007). Nathan et al (2006) suggest anyway
that a small number of active Internet users not is insignificant, and hat these consumers are
quite influential. Additional, the report concludes that this number of user innovators is on the
rise, and that content creation will become the norm.

However, these figures may suggest a new face of the digital divide related to the new social
dynamics in new media in combination with a rich media landscape might appear. Higher
involvement in terms of co-creation and content production will be difficult to master for
certain citizens, with no or low digital media experience. A new digital divide may come into
view, between those that only consume media, and those which also produce. This divide
might be described in the following terms:
1. Digital Consumer Divide, inequality in access and user skills to every potential
consumer of new media.
2. Digital Production Divide, inequality in access and user skills among every potential
producers or co-creator in new media.

Conclusion

This paper investigates the literature that describes the new popularity of co-creation or
content production among users and the social dynamics in the new media landscape. The
paper gives an overview over recent reports to describe who the users as innovators is, as well
as new trends that characterise the new media landscape and the new challenges that will arise
to design new applications targeting all user groups.

So far, the new media landscape in terms of rich media and user generated content, put a
greater demand up on the non-professional user, since the users needs to turn from being
passive to being active or from a passive consumer of content towards and active role in the
media chain. In conclusion, ICT participation differs to much among users, and the Internet
connection and broadband connections are also still to low in several countries in Europe.
Therefore, a new digital divide may come into view, between those who have inequality in
access and user skills to be a potential consumer of new media, and those who have inequality
in access and user skills to be a producers or co-creator in new media. This is also exemplified
in the 90-9-1 rule described by Jacob Nielsen (2006), suggesting that just 1 percent actually
contribute actively in online communities. In short, the new media landscape is turning more
complex in regard to digital literacy.
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In more detail the new media landscape is changing, and it changing fast:
From consumer to producer

From text to rich media

From local to global services

From one to many, to many to many

From single usage to community usage

The investigation in the literature may provide substantial new knowledge on actual user
behaviour and a basis for the development of user and context requirements for collaborative
networked media experiences in the broadband society.

This review may provide a basis for identifying changes in patterns of media usage and user
needs. There was still a lack in the present literature on relevant user studies addressing real
user needs for the co-created future networked applications, such ass A/V — community2.0
applications.. Several reports suggested however that the innovators of user generated content
applications so far, mainly are younger users and heavily users of the Internet or so-called
early adaptors/lead users.

Finally, a result from the literature investigation was that future co-created networked
applications should aim to focus on the social aspects and relationships among users, because
co-creation is dependent up on involvement, trust and identification. A solid focus on the
interactions among users and their opportunities for building social identity in online
communities may therefore be a key to make successful and digital inclusive networked
applications for the future.
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Abstract

With over 100% penetration, the mobile phone has become a normalised part of everyday
communications in Ireland. This paper examines the use of the mobile phone within two Irish
sporting clubs and finds that in both the regular practice of communication has been
transformed by the use of broadcast SMS text messages sent using the ‘distribution list’
facility on handsets or through the web. The SMS are sent by club administrators for
information distribution and as reminders for gatherings, causing an increased cohesiveness
within the group.

For the administrators, broadcast SMS offers a convenience in what is a voluntary job,
communicating information on fixtures, matches and training, essential for the smooth
running of the club. For the club members who receive the SMS, the distribution of such
information through their mobile phone has saved time and minimised travel, while
strengthening their ties to the club. Both groups are enthusiastic and quote instances of how it
provides new opportunities to them and how they can plan their lives around this new way of
working.

Introduction and Background

The growth of mobile phones in Europe has been well documented (Dunnewijk & Hulten,
2006), and Ireland is no exception. Although the fixed line telephone was never as ubiquitous
as in other European countries (Flynn & Preston, 1999), when the mobile phone became
widely used for social interaction in the late 1990s, the Irish population were quick to adopt.
Penetration has now reached 111%, (March 2007 figures) (ComReg, 2007). Irish mobile
phone users are also avid users of the SMS service, sending on average 117 text messages per
subscription per month. This reflects the “maturity of the Irish SMS market and popularity of
SMS amongst young people” (Gilligan & Heinzmann, 2004:9).

Once with an economy firmly based in agriculture, Ireland owes it recent economic success
to the information industry, and has a consequent growth in urban development, particularly
along the east cost around the capital, Dublin. However, much of the rest of the country still
reflects a widely distributed population, in particular the west (the location of this study)
where 58% of the population live in small villages or open countryside linked by a few main
routeways and many small roads, and with a poor public transport infrastructure. (CSO,
2003) ' For this population, the necessity for a mobile phone takes on different meanings to
those which have been described in many of the urban-based studies of young people .

The sports clubs explored in this paper comprise geographically located communities, people
who live within perhaps 10 kilometres of each other, and who regularly meet to follow their
common interest in the traditional Irish sports of hurling and Gaelic football. The members of
these groups were meeting and communicating long before the mobile phone was available,

" In the West, only 41.8% of the population live in towns of 1,500 people or more. The population density in this
area is approximately 32 per km’.
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and so the technology per se is not enabling them to come together (as might be considered
with Internet communities), but rather providing a new tool to enhance their repertoire of
correspondence. The clubs have integrated the use of the mobile into their everyday patterns
of communication in order to keep members informed and minimise the work and travel
involved in bringing people together.

In many western countries, studies have described the decline of local communities and the
consequent loss of social capital (Putnam, 2000), and this has been mirrored by Irish research
(NESF, 2003)%. However, much as Irish people may not be linking to their neighbours or
volunteering for local ventures in the numbers they once did, evidence shows that sports
activities are still well supported (Delaney&Fahey, 2005), and that both active and passive
participation is high. This is particularly true for the traditional Irish sports, which are
administered by the Gaelic Athletic Association (GAA) and are strong at a local level
throughout the country.

The GAA 1is the largest sports body in Ireland, with more than 2,500 clubs on the island.
These are run as voluntary, community-based initiatives which usually draw their
membership from the local district, and are particularly strong in rural areas. The emphasis on
community is stated in the aims of the organisation:

“The GAA club should ... [be] one that provides leisure and social
activities for all ages and genders in its community. The Association and
its clubs should also become involved in non-team based activities, by
supporting local developments, promoting cultural activities,

supporting schools and contributing to community infrastructure.” (GAA,
2002)

There are two main games played, hurling and Gaelic football, and competitions are
organised between clubs in each of the 32 counties, with progression to a country-wide
competition. Each county also fields a team, with members drawn from the clubs within it.
The level of interest in inter-county competitions is very high and provides a talking point for
the whole country at competition peak times. The sports are also encouraged through a
number of active schools competitions, and most clubs field a number of children’s teams
Considering that this is a non-professional game, the levels of commitment put in by players
often matches those of their semi-pro peers in other sports. The organisation is centrally
administered by a paid staff in the Dublin headquarters, located in a state-of-the art stadium,
but clubs retain autonomy over their activities, and all club work is voluntary.

The game plan: Research outline

This research is based on interviews with 22 club members and supporters, exploring their
use of the mobile phone for social and organisational interaction. It is backed by a survey

(n = 40) gathered at local games. Players, supporters and management from two clubs
participated — a hurling club (male players) located in a rural area in the West of Ireland, and
a ladies’ football club in Galway city, the largest conurbation (72,500 people) on the Atlantic
seaboard (CSO, 2007). The research objective is to examine how mobile phone use is altering

2 The Irish government have consulted with Putnam and actively speak about the importance of ‘social capital’
which could be lost by the increase of individualisation and commoditisation. They have set up a number of task
forces to promote civic participation throughout the country. See http://www.activecitizen.ie/.
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personal communication patterns among those with existing close ties. Focusing this within
the GAA clubs gives access to community groups who exist within a local geographic area,
and whose main communication lines have historically been with face-to-face
communication. It might be assumed that the mobile phone would offer new opportunities to
extend and develop these existing relationships.

During the main playing season, April through to September, teams play at least once per
week, and clubs need to have regular communications with their players on activities such as
fixtures, training and results. Since the nature of the sport is that people are away from their
home base while participating, mobile phones are the main form of communication being
used for social interaction by all concerned. They are used in a number of scenarios within
the club: by administrators for their management and for intra-club communication, and by
the players and supporters to stay in touch with both the club and each other. Mobile phone
ownership is a given for this cohort - all of the interviewees have their own phones, and when
asked they could not name anyone of their friends or acquaintances who did not carry one.

Creating our own match strategy: Club administration

Each GAA club has a formal committee who are responsible for the day-to-day running of
the club and its premises (clubroom, social centre and pitches). Communication on match
arrangements (fixtures and training) would originally have been done by face-to-face contacts
— calling at houses, passing messages through others, or having an announcement made in the
local church. In more recent years, the fixed line telephone may have reduced the amount of
work this engendered, but burdened the secretary with many calls in order to ensure everyone
was informed. This work has largely been replaced by the use of broadcast SMS messages
sent to mobile phones.

The ability to broadcast SMS messages is the “killer application” for both GAA clubs.
Sending an SMS message to a group of people can be done either through web-to-phone
access, or using the ‘Distribution List’ facility found within the software of (some) handsets.
All of the Irish mobile phone service providers offer a limited number of free texts per month
(up to 300) and the facility through their websites to send texts, in a single transaction, to all
members of a pre-specified group.

For the clubs, broadcast SMS enables contacting a pre-specified group of members with a
single message, a facility that is not available on land-line telephones, and provides a speedy
option for distributing information on matches and training. It also ensures that everyone
gets the same information, and because of its asynchronous aspect, the receiver doesn’t have
to be present to accept a call. The club administration staff use broadcast SM'S messages for a
variety of reasons — organising meetings, reminders for training, and providing information
on game fixtures.

One of the duties of the club secretary is to convene meetings, which usually take place on a
monthly basis. To ensure maximum attendance, the secretaries of both clubs have taken it
upon themselves to send reminders to the committee of the upcoming meeting. The secretary
of the ladies club explains:

“You would always have been able to contact people, so text replaced

phone calls. ... Now it’s just handier to make a distribution list and the
one text and send it to everybody.” (female, club secretary, aged 35-45)
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Each adult team within the clubs has its own manager, and these managers also use broadcast
SMS to remind their players of upcoming training and matches. This would originally have
been done by announcing details of the next meeting to all gathered in the dressing room after
a game or training session, and in that busy space, players frequently did not register what
was being said. Getting an SMS message means not only do they receive the message, but
they also don’t have to recall all details as these are stored in the phone’s ‘inbox’; in effect
they carry the reminder with them wherever they go. As one player remarked:

“It’s easier to have a message on your phone, whereas, if you get it by
post, you'll just leave it on the [kitchen] counter and forget about it.”
(male, player, aged 25-35)

Using broadcast SMS not only ensures the members won’t forget a meeting; it also gives
flexibility to the organisers around arrangements. In the past, changes such as training at a
different location, or new timing for a match would have meant trying to contact a large
number of people in a short time, and calling off a session in the case of, say, poor weather,
was not undertaken lightly. This new flexibility means that everyone can be informed of any
changes directly and quickly

The managers and committee members are all very enthusiastic about the new affordance
provided by broadcast SMS. Talking about her use of the technology, one manager says:

“I do that a few times a week. I find it very, very good. To do it by land
line you’d have to hang up the phone, and lift it again, and dial every
number ... [and] ...engage in conversation, and sometimes the person
wouldn’t be there, and you’d have to go back and try that number again
later. At least with a text message it’s gone. And whether they read it there
and then, or read it the next day, it will deliver eventually... It is
fantastic.” (female, manager, aged 45-55)

The club members who receive the SMS are passive in this transaction — they only reply if
they can’t make the session. However, they too are very positive about its use. They
appreciate the timeliness and speed of the information they receive, with one member
describing how previously a decision on fixtures taken by a county committee on Monday
evening might then have been communicated by post. This entailed the secretary writing
postcards on Tuesday, and players waiting until these arrived before having confirmed
arrangements:

“... at one time you wouldn’t know until Thursday or Friday. Now, with
the phone you know Tuesday morning.” (male, player, aged 25-35)

Getting speedy updates on changes to venues or cancellation of a match due to weather
conditions also eliminates unnecessary travel, an important factor especially for rural
dwellers.

Interestingly, the one exception to sending group texts in each club was when wanting to send
a message to underage players. The managers explained that either because the players didn’t
have mobiles themselves, or perhaps that the message should go to the parents who would be
bringing them to matches or training session, it was often better to use another approach. In
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one instance, the players were all attending the same local school, and during term time that
was a point of contact where a message could be delivered to the group as a whole. Only in
the summer months did the manager need to call, and that was to the home rather than to the
individual.

Normally club information SMS messages are sent out to everyone only by the management.
However, sometimes texts are also sent as a ‘daisy-chain’ from player to player, not using a
distribution list but rather as a ‘pass it on’ type message. One player described how he had
got a text a few days earlier which had been ‘doing the rounds’:

“Tomorrow evening now we have the underage [players] receiving

medals, and the older members of our club say ‘Please show up, because

they love to see you coming, they look up to the older lads.” And

everybody got a text... I got it two or three times, off different people, so

I’1l definitely go up tomorrow night.” (male, player, aged 25-35)

The team effect: Changing attitudes since group text

Club members are an already close social group who all live within the same area, may have
gone to school together, are often related, and have a shared background and history. They
also meet regularly face-to-face, seeing each other a few times a week to play football or
hurling. Overall, the mobile phone communications serve to strengthen these (already strong)
ties. Among themselves, members use text messages frequently, often to arrange face-to-face
meetings, something which can be difficult for rural dwellers who do not live in easy
proximity:

“It’s very handy when you can just text all your friends and meet up, like.
And I suppose the relationship is stronger, the more we see of each
other.” (male, player, aged 25-35)

A number of members remarked on the bonding effect of increased personal phone
communication:

“...[with the mobile] ...you would be closer to the friends you’ve had for
vears.” (male, player, aged 25-35)

When asked about the changing patterns of communication within the club brought about by
mobile phone use, all of the interviewees mentioned the broadcast SMS sent by the
administrators, usually referring to them as “group texts”. They described how being included
in the team panel or committee who receive group texts created a sense of integration into
club affairs:

“... makes you feel inside the circle, like.” (male, player, aged 18-25)

This point was more pertinent for younger or newer members than for others whose role was
assured due to their long-term team membership or local renown as successful athletes. This
feeling of inclusion has been found in other studies of group text systems, such as that of
Farnham and Keyani who implemented a group text message system among a number of
socially active friends. (Farnham & Keyani, 2006) In their analysis, members reported a
strong sense of connection to the group, even for those who did not themselves ever
broadcast messages. In a study of the impact of computer networking on community,
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Kavanaugh surveyed parents who were sent information through email by a school board,
which in effect is the computer equivalent of a group text (Kavanaugh, 1999). In this case,
91% of respondents reported that having school issues communicated to them through the list
had made them feel more involved in school issues. Being included in an information ring
appears to automatically bind members to a group.

The effects of inclusion generated by the broadcast texts has also had ramifications for the
social capital of the group. Social capital has been defined as:

“the degree to which a group ... uses mechanisms such as social
networks, trust, reciprocity and shared norms and values to facilitate
collaboration and cooperation.” (Ling, 2004a)

It is a topic which has engaged the Irish government in recent years, as they are concerned
that Ireland’s new-found wealth has lead to a decline in how citizens might contribute to civic
engagement and volunteer to support a healthy society. The role of ICTs in social capital
formation has been explored in several studies (Pigg & Crank, 2004; Ling et al., 2003; Ling,
2004a; van Bavel et al., 2003; Wellman et al.,2001; Quann-Hasse & Wellman, 2002;
Anderson, 2004)

Social capital is commonly considered to take two forms. These can be “bonding”, which
suffices to keep a group closely connected, and “bridging”, which forges links across
disparate groups (Ling, 2004a). In ways participating in a GAA club can act feed both forms.
It bridges society as it is recognised in bringing together people of different politics,
professions, and income groups’; and it bonds them in a way that they consider those outside
the club (or in other clubs) as a distinct “other”, at least for the day of the match, and in the
case of long-term rivals, as a permanent target of difference, as exposed by the colours one
wears. By their very membership of the club, and the voluntary nature of their contribution,
players and club administrators are engaged in generating social capital. When broadcast
SMS is used to remind and encourage others to participate, it is acting to maintain (and
strengthen) the existing cohesion of the group as a whole, or bonding social capital. Since the
broadcast SMS are sent within the club only, they do not in any way contribute to the
bridging aspects of social capital

The group texts also engendered feelings of egalitarianism within the club. Since everyone
receives the same message, from the same source, at the same time, no others in the group
have extra or ‘insider’ knowledge. As one club player put it:

“It is good because everyone gets the same texts. There is no one better
than anybody else, everyone is kept in the same loop, and you can’t say
you didn’t get it.” (female, player, aged 25-35).

Similar results have been reported by Weare et al. in their examination of the use of email for
inter-group communication in voluntary community organisations. They reported that the

“... broadcast capability of the internet may allow information to be
shared throughout a group efficiently, and thus reassure members that

3 “The GAA ... has a wide social class spread in its membership: while 40 per cent of its members are from
either the skilled or semi-skilled manual classes, 33 per cent are from the higher or lower professional classes.”
(Delaney & Fahey, 2005)
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they are on an equal footing where information access is concerned.”
(Weare et al., 2005)

Even the club committee members who sent the SMS were aware that they were creating
important feelings of inclusion, and the delicate diplomacy ensuing:

“... people feel left out if they aren’t informed of something, whereas if
quite a few people are informed, and you are the one who is not, you’'d
wonder why, ...they expect it.” (male, treasurer, aged 35-45)

Although using a centralised form of distribution, group texts are thus seen to disseminate
power (in the form of knowledge) through spreading information.

Although no club members referred to them in this way, one could also consider these texts
to be a form of control. The content of texts are directive, and while they remind players of
events, they also set an expectation as to their behaviour in attending them. There has been
much written on the role of mobile phones as an ‘electronic leash’ whereby parents keep tabs
of their offspring and children ‘kickback’ to subvert this (Ling & Yttri, 2005). On a more
macro level, broadcast SMS in particular has been used as a form of control in political
contexts (Linchuan Qui, 2007). In future, club administrators may need to be careful that they
do not over-use the broadcast SMS facility otherwise they may be viewed as monitoring
rather than reminding members of their obligations. They may also need to be careful of the
style in which the text is written. In fact, one player admitted that she sometimes ignored the
group texts, which she recognised as being a generic message due to how they were worded:

“I would say that group texts are very impersonal. Say for example I get a
text ‘We definitely have training this evening at 7 o clock’, people might
ignore it, and say ‘That’s a group text’. Whereas if it was sent directly, ‘Hi
Sandra, make sure you train this evening’, you’'d probably pay more heed
to it.” (female, player, aged 25-35)

The group text is in this case having the effect of distancing her rather than bringing her
close.

While welcoming the club group texts, club members did not have a positive attitude to
information texts such as those provided as a paid service (usually referred to as ‘text alerts’).
Only two were subscribers, both receiving sports information. In fact several respondents
quoted negative experiences, either their own or a friend’s, where they had signed up for such
alerts, but found the service expensive as they received more than they expected, and
subsequently had difficulty signing off the service. The positive attitudes towards incoming
club texts was due to the fact that they know the incoming club texts are going to be directly
relevant to their chosen leisure time activity and help to plan their week. The texts received
from the club are also free to receive. However, one might speculate that even these might
possibly be unwelcome if they were too frequent or extended beyond what is deemed
necessary information.

Lessons from the sideline: Analysis

Broadcast SMS is a feature offered by both handset manufacturers and service providers, so it
is not surprising that the club administrators might use it to communicate with their members.
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What is perhaps unexpected is that the wholesale adoption of this ‘way of using’ the mobile
phone has had a fairly radical change in the overall patterns of club communication and has
caused the clubs to shape their work practices around it. Also significant is how its
enthusiastic acceptance by club members has had a positive affect on the dynamics of the
group as a whole, a fact which makes its presence now a necessary part of club interaction.

There are many instances of users shaping telephone technologies in ways that their designers
did not anticipate. In the early 1900s farmers in rural parts of the United States created their
own ‘barbed wire’ networks (Fischer, 1992); it was kin-keeping telephone calls made by
women which led to the acceptance and eventual dominance of telephones for social use
(Moyal, 1995); and more recently the use of texting as a cheap means of staying in touch by
teenagers established SMS as a new mode of communication (Ling, 2004b). In each instance,
everyday patterns of contact were made easier by users adapting the available technology to
suit their own needs. This is what is happening in the sports clubs.

The incorporation of broadcast SMS into club work patterns is an example of user innovation
not by technologically skilled or elite users, but by everyday end users. Club members are not
even particularly enthusiastic about their mobile phones, and in interview have described its
role in their lives as a functional tool, not as a fashion object or technical gadget:

“It’s not that it’s important to me in my life, obviously, like, it’s something
that’s very, very handy.” (male, player, aged 18-25)

Haddon describes such creative use as:
“daily acts of ‘innovativeness’, routine ways in which users actively manage their
technologies.” (Haddon, 2005)

The use of group texts in both clubs, which are geographically distant and not linked in any
way, might suggest that this is a somewhat natural development of use which has evolved
independently in both places, rather than being a novelty application which has spread
through club connections.

Although a key technology in this case, SMS is generally not considered to be suitable for
administration work. In one of the few studies on this topic, Svendsen et al. compare the use
of SMS and email in office environments in a Scandinavian town (Svendsen et al., 2006).
The authors conclude that SMS as a tool does not align with work practices in the way that
email does, citing the fact that most people carry only their personal mobile phone, and prefer
to use fixed line phones (paid for by their employer) rather than take on the added cost on
their own mobile account. In the GAA clubs, administrators are regular club members who
volunteer their time and energy to the club, taking on their post usually for one year. When
doing this voluntary work, they do not use a club-provided handset, but in effect also
volunteer the use of their own mobile phone, and personally pick up any costs that might
accrue through sending the messages. Although they may have purchased their phone for
social (recreational) use, they are actually adopting it as a work tool. In interview, no-one
mentioned the added cost of keeping in touch with club members, probably because currently
broadcast SMS is offered as a cheap feature (multiple sends for a single price, or with free
access through the internet).

Using broadcast SMS has limitations as an effective work tool. To use the free group texts
facility through a website, the phone owner must first log on using their own account details
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to set up a user profile. When they enter the names to be included in the group text, they set
up a group which is only accessible through this profile — unique to their account. Thus, if a
manager sets up the names of 20 players onto a list entitled, say, ‘senior players’, and then
resigns their voluntary post at the end of the year, they cannot easily pass on the details to the
next manager - all numbers must be entered again. Similarly, if they use the operating system
of their own handset to set up a distribution list, they cannot easily move this to the handset
of an incoming manager when they resign. As a work practice, the use of personal mobile
phones in this way means that the data is ‘owned’ by the phone user, not by the entity on
whose behalf they are doing the work.

The ease of using broadcast SMS and its popularity with recipients would suggest that it will
in future become a normalised and expected part of club interaction. For administrators
without a computer to hand (or for use ‘in the field’), it is most convenient if they have a
facility on their handset to send a group text, and club administrators did state that it was an
attribute they would look for when purchasing a new handset. However, not all handsets offer
distribution lists as part of their operating systems. Consumer choice will certainly steer club
members away from these.

Writings on the use of internet communications to connect communities of place agree that
the success of ICTs in maintaining strong social networks is partly due to the fact that
individuals can contribute to the community by their on-line activity (Farnham et al., 2004;
Norris, 2004; Weare et al., 2005; Wellman et al. 2003) This is the same pattern that is
evolving with social networking software and other web 2.0 platforms — participants
contribute content to the fora, which strengthens their links to the network and adds to the
synergy of the network as a whole. The networked model does not apply to using broadcast
SMS in the sports clubs. The direction of communication is simplex - administrators alone
send the messages, and the member recipients are inactive (unless to report a problem, and
then they interact only with the administrator). Even though every member could send texts
to all the others, none choose to do so, making this a centralised, top-down pattern of
communication.

Despite not following the flatter, multi-stranded network model, members have reported that
they believe the broadcast SMS do strengthen their group. This could be so if we consider
that the texts are simply a mechanism for information sharing or coordination which, when
effective, brings people together to develop the deeper exchanges which will bind them. In
their examination of the potential of ICTs to build social capital, Pigg and Crank distinguish
between the use of technologies to deliver communication and information, the former being
expressive and the latter instrumental (Pigg & Crank, 2004). Within the clubs, the initial
delivery of instrumental information by broadcast SMS is leading to face-to-face meetings
which then build on communication and enhance the richer and deeper personal links which
build a basis for the trust and reciprocity of social capital.

Conclusion

The mobile phone is becoming normalised in Irish society, and its use is widespread in the
sports clubs included in this study. The club administrators who use broadcast SMS have a
very practical attitude to its role in their lives, and yet their ways of using the device have had
an important impact on the overall bonding of members to their sports club. Receiving group
texts has not only saved members time and travel, but it has also strengthened ties and
reinforced feelings of inclusion. This feature may need delicate handling, as over time,
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building the SMS into the routine of club matters will create expectations of the level of
information available throughout the group, and perhaps an increased dependency on being
reminded of events and kept up-to-date with club affairs. On the other hand, if overused, it
may make recipients ignore the messages sent. The patterns of communications created here
are contrary to the networked pattern and content subscription model evoked by most recent
technologies. However, since the sender is doing a voluntary job, and one which may be
taken on by any of the recipients in the future, the hierarchical direction of communication is
not seen negatively. It is viewed more as providing an aide-mémoire than an order.

The club administrators who send the SMS are by no means lead users; they are simply
exploiting a cheap aid to do their voluntary work. And although SMS are not normally
considered a work tool, using a distribution list as a simple database in this way markedly
eases the burden of communication in the club. In effect, it keeps everyone ‘inside the circle’.
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Abstract

Within today’s ICT environment, trends like a growing convergence and increasing
competition, have led to a fast-changing market with an increasing speed of innovation
development and shortening product life cycles. Because of the skipping of research stadia,
the lack of insight in the end-user expectations, needs, experiences, and of suitable
methodologies ... the number of failing innovations has increased remarkably. On the other
hand, the boom on the supply-side led to an enormeous empowerment of the consumer.
Influenced by these trends, a clear evolution towards a more user-centric, ‘pull’-driven
mentality started to manifest itself from the early nineties on. In this respect, the concept of
‘Quality of Experience’(QoE) started to acquire a central place in today’s innovation and
technology development literature, as the success of innovations has become highly
dependent on the experience of the user. This paper focuses on two major challenges 1)
‘What is QoE?’: to date, there still exists a lot of inconsistency and confusion about the
interpretation and definition of QoE. In order to tackle this challenge a conceptual model of
QoE is presented. The second challenge is related to the question 2) ‘How should QoE be
measured?’ In this respect, an overview of the most important problems is given and a new
approach for more user-centric QoE-measurement is proposed.

Contextualisation: ‘How come it goes so slowly when it goes so fast?’

Within today’s ICT-environment, technology provides content creators and consumers with a
myriad of coding, security, access and distribution possibilities. At the same time, broadband
and wireless communication enable access to information and multimedia services from
almost anywhere at anytime. From a consumer’s point-of-view, the ICT- and multimedia
market is characterized by a growing ‘convergence’ (Servaes & Heinderyckx, 2002, p. 92;
Van Cuilenburg, 1998, p. 12; Van Dijk, 1999, p. 9) and an overload of multi-featured devices
and applications. From a suppliers’ point-of-view, ICT innovation seems to be a paradox.
Lennstrand (1998) describes it by the question ‘How come it goes so slowly when it goes so
fast?’. On the one hand, liberisation and growing convergence resulted in a hypercompetitive,
fast changing ICT environment, characterized by an increasing speed of innovation
development and shortening product life cycles (Dogson, 2000, p. 19; Gaines, 1998, p. 7;
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Haddon, 2004, p. 1; Marsden & Verhulst, 1999, p. 1; Van Riel, Lemmink, & Ouwersloot,
2004, p. 348). Poiesz and Van Raaij (2002, p. 32) are using the concept of an ‘innovation
spiral’ to illustrate this: due to the increasing competition, all competitors feel a stronger need
to innovate, resulting in more innovation attempts. In this proliferation of innovations, it has
become more difficult to distinguish innovations from each other, as suppliers move swiftly
to the next innovation.

On the other hand, this environment is typified by a certain slowness: despite the promising
prophecies innovations are introduced with, the number of failing innovations increases. As it
becomes so difficult to distinguish oneself from the many competitors, more and more
innovations get stuck in the chasm between innovators and some early adopters, and the rest
of the market. Explanations are often sought in the lack of accurate insight into the end user’s
expectations, needs and wants at the early development stages, the absence of suitable
methodologies, and the skipping of research stadia in the product development process
because of time pressure (De Marez, 2006, pp. 142-165; De Marez & Verleye, 2004, pp. 33-
34).

Both from a theoretical as well as from a market perspective, the above mentioned trends
caused a clear evolution towards a more user-centric mentality or a shift from a ‘push’
towards a more ‘pull’-driven mentality since the early nineties. The success of new products
and technologies has become highly dependent on the experience of the user and his
perception of the quality of this experience. As we will see further in this paper, concepts like
‘Quality of Experience’ (Drogseth, 2005, p. 1; Enterprise Managament Associates, 2002, p.
1) and ‘user experience’ (Forlizzi, 2003, p. 1; Forlizzi & Ford, 2000, p. 419; Hassenzahl &
Tractinsky, 2006, p. 91; Wright & McCarthy, 2003, p. 1), which can be framed within this
more user-centric mentality, have started to acquire a central place in today’s innovation and
technology development literature. From a theoretical point of view, the evolution towards a
more consumer-oriented paradigm has undoubtedly also been pushed forward by
‘untraditional’ approaches as Von Hippel’s ‘Lead User’ theory, stating that lead users can

serve as a kind of ‘need-forecasting laboratory for marketing research’ (Von Hippel, 1986,
p. 791).

To date however, most concrete efforts to anticipate for a good user experience remain
limited to the ‘big players’. Dell installed its ‘Customer Experience council’ in 1998, in order
to scrutinize every aspect of how Dell interacts with its customers (Kirsner, 1999, p. 1). Other
examples like Microsoft, providing Xbox 360-‘lead users’ with developer kits, or Philips -
using a community of ‘lead users’ for betatesting in its leaduser.nl initatiative - illustrate this
growing importance of the user’s opinion and experience within the development process.
Unfortunately, these initiatives remain rather fragmented: users are often not imbedded in a
continuous user-centric process. In most cases, they are only involved in one single stage
(e.g. usability testing) or only in the final stages of the process (e.g. evaluating) (Haddon et
al., 2005, p. 10). As both scholars and practitioners are confronted with the methodological
challenge of more accurate user research in order to stimulate real user-centric product
development, some important issues need to be tackled.

Within this paper, we will elaborate on the fact that Quality of Experience and its
measurement became crucial aspects in today’s competitive ICT enviroment. More
specifically, we will focus on two major issues: As there exists much confusion and
inconsistency about the definition and interpretation of this concept, we will first focus on the
question ‘What is Quality of Experience?’ The second challenge we try to tackle relates to the
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question ‘How should QoE be measured?’: we will give an overview of today’s problems
with regard to QoE-measurement and instigate a new approach.

Changed ICT-environment: changed role for the user?

With the growth of technology development, the use of technological devices (for instance
ICTs) became widespread. As a result, consumers were faced with an increased opportunity
of choice, as more and more innovations were ‘fired’ at the market. This boom on the supply-
side led to an enormeous empowerment of the consumer, who became a demanding, critical
and self-conscious stakeholder. This changing ‘user role’ did not pass unnoticed within the
HCl-tradition. During the ’70-‘80s, the emphasis was on efficiency and functionality:
developers and designers concentrated on the way people thought and processed information
(Geerts, 2006; Tuomi, 2005, p. 21). Users’ expectations or subjective experiences were no
part of the focus. From the late 80’s/early 90’s onwards however, people were seen as social
actors and development/design teams started to recognize the importance of social aspects
and dimensions (cfr. origin of participatory design, contextual design, ...) (Geerts, 2006).
Since the late 90’s, we find ourselves in a situation where computers and technology in
general are ubiquitous, and more importance is attached to the home-environment of people,
to the influence of culture, emotions, experience, ... (Geerts, 2006).

This gradual ‘rise of the consumer’ must be framed within the broader context of some global
views on technology adoption, development and management. On the level of theories on
technology adoption, the diffusionistic paradigm dominated since the early 60’s (Rogers,
1995, p. 2003). Due to an increasing number of failing innovations (that could not be
explained by the theory) and a lack of attention for the end-user, this technologically
deterministic paradigm was countered by user-centered paradigms as the ‘social shaping of
technologies’ and domestication-perspective since the early 90’s (Lievrouw, 2002, p. 185;
Mackay, 1995, p. 42; Punie, 2000; Silverstone & Haddon, 1992). Recently, more and more
authors adopt the ‘middle course’ of ‘interactionism’ (Boczowski, 2004; Trott, 2003): a
perspective in which the success of technology adoption and diffusion is explained as a
continuous synergy between technological and user/societal forces.

On the level of technology development and introduction, as we have seen, there was an
identical shift from a more R&D-driven ‘push’-oriented mentality towards a more (marketing
driven) ‘pull’-oriented mentality in which the user became the starting point of the
technology development (Rickards, 2003, p. 1095; Trott, 2003, p. 836). But also here, more
and more authors are convinced that reality is somewhere in between: in an interaction of
push- as well as pull-forces (Bouwman, Van Dijk, Van Den Hooff, & Van De Wijgaert,
2002, p. 45; Crawford & Di Benedetto, 2000, p. 51).

Whereas Quality of Service and technical performance metrics received a lot of attention in
the past, Quality of Experience is now the new ‘magical word’. The increasing importance of
the “user experience’ is without a doubt closely related to the above mentioned change to a
more consumer-oriented mentality. Kumar (2005, p. 39) illustrates this sharply when he says:
‘The consumer is king — and needs high QoE’. Quality of Experience should not be a goal in
itself, but it does have important implications: if you provide your customers with a high
QoE, they will be happy and satisfied (Nokia, 2004, p. 3), but if you don’t, you will create a
‘customer experience gap’ between what they want and what they get (Good, 2001, p. 4).
These gaps are usually caused by a lack of insight in the totality of dimensions of a
customer’s experience. Too often, developers, designers or managers are aware of the
importance of the customer’s experience, but their approach remains too narrow (in an
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instrumental way, in terms of optimizing QoS, ...). As a result there often remains an
‘experience gap’, although the product or service was intended to increase the customer’s
Quality of Experience.

In order to anticipate what the user expects and experiences, he should be involved in the
development process. As mentioned earlier , some big players or industries (e.g. gaming
industry) already involve users in certain stages of the development process of a new
technology or application. But there still remain lot of difficulties concerning the role of the
users, the timing (at what stage of the process?), the actual process of involving the users
(what Limonard & de Koning (2005, p. 176) call ‘the dilemma of user involvement’), the type
of users that should be involved, etc. (Haddon et al., 2005, pp. 9-10). In this respect we can
refer to Von Hippel again: when it comes to market research for novel products, it is the
specific category of ‘lead users’ that is best suited, since their needs represent the future
needs of the whole market (Von Hippel, 1986, p. 791). Von Hippel’s theory is only one
example of involving the user in the NPD process. But in order to measure the user’s
expectations and Quality of Experience as well as involving him in the development process
from the early stages onwards, we first need to tackle the methodological and conceptual
challenges that Quality of Experience brings along.

Rise of the user and his ‘Quality of Experience’

Following Pine and Gilmore’s ‘Experience Economy’ (1999), experience has become a USP
or ‘competitive battleground’ (Kirsner, 1999, p. 1). There has been a shift in value from
‘products’ to ‘experiences’ as the customer wants to see his needs fulfilled (Lawer, 2006). In
the changed, highly competitive ICT-enviroment, the consumer has risen as a powerful
stakeholder: he became more demanding as the intense competition between the many
suppliers of a same functionality allows him to. He can easily switch from one supplier to
another when he has a bad experience. His purchase decisions are now mainly based upon his
(perceived) Quality of Experience, while the QoS concern of the end consumer has actually
become a non-issue (Van Moorsel, 2001, p. 8). In this respect, Jain (2004, pp. 96-97) points
out the difference between on the one hand ‘innovators’ and ‘early adopters’ and on the other
hand the ‘mass market’: the former will base their purchase or adoption mainly on the
technology, functionality and QoS of the product, while ‘normal users care more about the
problem the product solves and their experience while using it’.

But Quality of Experience is not only important for adoption purposes, it’s at least so
important for loyalty purposes: good experiences will also promote customer satisfaction and
customer loyalty (Kumar, 2005: 37). At the same time, satisfied customers will lead to a
positive market perception and will prevent market dilution. All these elements can help the
company to create a relative advantage and maintain its competitive edge (Nokia, 2004, p. 3).
Munnecke & Van der Lugt (2006, p. 8) take it one step further when they say that user values
and experiences are the ‘dominant key values in future markets’. values that should be at ‘the
very centre of the innovation process’. Which brings us to one of the main problems: it is
clear that delivering good experiences should be a top priority, but how should this be done?
And how can it be done in a way that users are closely involved? Or put differently: ‘How do
we go beyond the simple platitude ‘“‘focus on the user” and build our products and services in
ways that lead to great experiences?’ (Miller, 2005, p. 90). Drogseth (2005, p. 61) describes
the problem in terms of cognitive dissonance between what the priorities of technology
managers are (QoE, user-centric approach) and what they actually do (QoS, technology-
centric approach). According to Mulder and Steen (2005) ‘many projects aim to put end-
users central and aim to combine multiple perspectives, but very often this ambition is not
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completely realised. For example: end-users may be invited to react to prototypes only after
they are finished.’

Two of the main reasons for not being able to succeed in going beyond this ‘platitude’ is the
lack of a concrete definition and clear conceptualization of the QoE-concept and the lack of a
good QoE-measurement approach.

Two challenges

Within the scope of this paper, our first aim is to propose the conceptual model of QoE, that
was developed during an ongoing IBBT'- project” on End-to-end Quality of Experience. This
model is intended to serve as a base for a new and approved QoE-measurement approach. A
first step towards the construction of the model consisted of an exploration (desk research,
literature study) of the current definitions of QoE and the confusion and diversity in today’s
approach. At the same time, we made an appeal to a panel of 12 national and international
experts on QoE, In order to compose the panel, we used both literature, seminars and
conferences. As an expert were considered those that recently published on the QoE topic, or
practictioners involved in researching and managing QoE. The panel was consulted by means
of an online survey on QoE definitions and statements.

In an attempt to tackle the second challenge, we examined how QoE-measurement should be
best dealt with in order to make new product development processes more user-centric. To
date, this is still not done well enough. Despite big companies doing efforts to involve
‘innovators’ in different stages of the process, QoE measurement often remains a fragmented
and unsufficient effort because of the lack of the necessary insight into the QoE-concept to
create a comprehensive measurement approach. An approach in which innovators certainly
have an important role to play, on the condition that this is part of an overall process of
synergetically combining methods to involve the user.

Challenge 1: QoE conceptualisation, today’s problem for QoE measurement

The central question to be answered here is ‘What is Quality of Experience exactly’? And
what makes it so different from other related concepts? Compared to the concept of ‘Quality
of Service’, the QoE-concept is of a more recent date. Whether on the application, network,
server or device level, QoS has a rich tradition in engineering and developing environments.
The ‘semantic variant’ Quality of Experience only emerged since the late 90’s, when the user,
his experience and user-centric design became more important (cfr. supra). For a long time
the ‘quality’-concept (when related to ICT-projects and services) had a very narrow
interpretation in terms of technical parameters and performance metrics in other words, and
only recently the ‘quality for the user (and of his experience)’ became more important. In the
definition of this more user-centric quality concept of QoE, the narrow technological
interpretation often stays dominant however: Kumar (2005, p. 37) for example defines it as
‘... the qualitative measure of the daily experience the customer gets when he uses the
services he is subscribed to — including experiences such as outages, quality of picture, speed
of the high-speed internet service, latency and delay, customer service, etc, ..."’. Other authors
as O'Neill (2002, p. 1) or Van Ewijk, De Vriendt, & Finizola (2006, p. 1) define QoE in a
similar, rather narrow and QoS-alike way.

! Interdisciplinary Institute for BroadBand Technology (Founded by the Flemish Governement: www.ibbt.be)
2 More info on the E2E QoE-project can be found on the project website: https:/projects.ibbt.be/qoe/
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Parallel with the rise of the user and traditions like HCI, also the increasing popularity of the
usability concept found its translation into QoE-definitions (e.g. Nokia’s vision on QoE in the
context of ‘mobile data services’ (Nokia, 2004) or Alben (1996)).

Obviously, QoS and usability are key dimensions for a definition of Quality of Experience;
but they can not be the only ones. Several authors emphazise the ‘multidimensional’
character of QoE (Drogseth, 2005, p. 61; Forlizzi & Batterbee, 2004; Gaggioli, Bassi, &
Delle Fave, 2003, p. 121; Hassenzahl & Tractinsky, 2006, p. 91; Kirsner, 1999, p. 1). Some
stress the importance of the user’s ‘emotions, expectations, and the relationship to other
people and the context of use’ (Arhippainen, 2003, p. 1), while others describe it as a
‘subjective and holistic phenomenon, where users construct the eventual experience within
the settings afforded by the environment’ (Vyas & Van Der Veer, 2005, p. 1).

Conclusions from the desk research were legio: QoE definitions are often ‘too narrow’ in
terms of QoS and usability, most authors agree on the multidimensional character of the
QoE-concept, but there remains much inconsistency about the very (sub)-dimensions QoE is
based on. Literature learns that QoE-definitions should also account for dimensions like
context, expectations and perceptions, next to the more technologically-inspired QoS
dimensions.

An echo of this was found in our expert panel’. Among the QoE-definitions of the 12 experts
in our panel, we noticed a broad diversity and the same dimensions recurred:
multidimensionality, technical QoS-metrics, subjectivity/perceptions, meeting expectations,
context and usability.

Returning to the question: how QoE should be approached, it is clear that QoE is more than
just the ‘instrumental QoS- and technical inspired’ concept it often is regarded as (Hassenzahl
& Tractinsky, 2006, pp. 92-93; McNamara & Kirakowski, 2005, p. 201). With input from
both the desk research as the expert panel, we tried to build a conceptual model, covering the
most important QoE dimensions and integrating the formerly too much seperated visions
(which was lacking (Wright, McCarthy, 2003, p.1), with the aim of enabling better
measurement and understanding of the QoE-concept.. Starting from a model in which all the
elements provided by the literature and the different experts were integrated, we ended up
with a model consisting of five main building blocks (the conceptual model with all its
subdimensions can be found on the next page):

(1) Quality of Effectiveness (~QoS)

This dimension represents the traditional ‘Quality of Service’ approach on QoE. QoS
doesn’t equal QoE, but a performant technology or service is in most cases a first
prerequisite to achieve it. Therefore, this ‘building block’ is all about the accuracy and
technological performance, at four levels: a) application/service, b) server, ¢) netwerk, d)
device/handset.

? The first question in the online survey was an open question in which the experts were asked to define QoE.
Next, after the list of statements and the reactions on these statements was completed, the experts had the
opportunity to adjust their initial definition.
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(2) Usability

The second dimension, usability, is already integrated in many QoE-definitions. In most
cases it is however approached in terms of ‘behavioural usability’: focused on the ease of
working, user friendliness, the man-machine interaction (Argogroup, 2006; Nokia, 2004,
p. 3; Velthausz, 2005). Often neglected here is the ‘emotional usability’: the emotions and
feelings of the user when using the device or technology (e.g. ‘is the technology user
friendly enough for the user to have a good feeling?’(Gaggioli et al., 2003, p. 127).

(3) Quality of Efficiency

This dimension is meant to cover the subjective character of Quality of Experience. A
certain type of interface will be very clear for one user, while it remains very complex for
another. Central question here is: ‘is the technology working good enough for the user?’
For this dimension, we distinguish between three levels: a) device/handset, b) network
and c) application/service. In technical terms, a technology may be performing very well,
but at the same time this may not be efficient enough to satisfy the user or meet the user’s
expectations. In this respect, Jarvenpaa & Lang, (2005, p. 7) point out the fact that ‘users’
experiences with technology are often paradoxical’.

(4) Expectations

This fourth dimension is included in the conceptual model to enable the measurement of
the previous subjective dimension (Quality of Efficiency) in an adequate way. Only when
you have an insight in the user’s expectations, conclusions can be made about whether a
technology is working well or sufficient enough for that user. The degree up to which the
expectations are met, will then determine the Quality of Efficiency.

(5) Context

For a comprehensive approach of Quality of Experience, it is also necessary to consider
experience in its broader context. Also for this context variable, it is necessary to
distinguish between several sublevels. We distinguish between five types of context: a)
environmental, b) personal/social, c) cultural, d) technological and e) organisational. The
expectations users have, can depend on the context they find themselves in.

With these 5 dimensions, we tried to be complete the model on the level of ‘main building
blocks’, but referring to the fact that QoE is really a subjective and ‘open-ended’ matter
(Drogseth, 2005, p. 64) it’s important to stress that the conceptual model cannot be
considered as exhaustive on the level of sudimensions. Summarizing, this proposed model
was constructed with the intention to cover not only what the technology does (QoS,
performance measurement), but also what people (can) do with the technology, what people
want/think to do with it and expect from it, in what context people (intend to) use it, and up to
what degree it is meeting their expectations and resulting in an ‘end-user happiness’.

Having this conceptual model as a starting point for better QOE measurement, we can move
on to the the second question ‘How to measure Quality of Experience?
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QoE-measurement: today’s problem

According to Vyas & Van Der Veer (2005, p. 1) the ‘era of user experience’ and the rise of
Quality of Experience have challenged designers and developers ‘to understand human
experiences and apply them into the design process’. Also others emphazise the importance
of gaining insight in the user’s experiences and expectations during the NPD-process
(Arhippainen, 2003, p. 2; Von Hippel, 1986, p. 791; Vuckovic & Stefanovic, 2006, p. 207),
but its practical implemention still shows a lot of shortcomings due to ignorance, questioned
credibility and value, market evolutions (cfr. supra), ... (Anderson, 2004, pp. 2-3).

To date, a major issue is the technological determinism in the practical approach of Quality of
Experience. This can been seen as one of the main reasons for the lack of user involvement.
The technological sky is the limit, and there are no concerns about what users want.
Developers often wrongly assume that new applications and so called technical optimizations
will self-evidently lead to a better experience (Jarvenpaa & Lang, 2005, p. 7). Quality of
Experience is usually measured in terms of technical metrics (~QoS), ignoring the fact that
the ultimate goal should not be to deliver applications with the most advanced features, but to
deliver products that will ensure a good Quality of Experience (Coninx, Luyten, & et al,
2003, p. 17; Empirix, 2001). In today’s ICT environment however ‘it is no longer sufficient
to just deliver products which have technical excellence’(Bevan, 1999, p. 89). Users should
be involved throughout the whole development process (not only in the evaluation phases),
and insight in the user’s expectations and requirements should even serve as a starting point
for the development of a new product or application. We already mentioned the efforts of
some of the big players within the ICT environment to involve (lead) users or innovators in
the NPD-process in this respect, but once again, we would like to stress that these are rather
exceptional cases where users are involved in parts of the process.

Secondly, as Quality of Experience often gets a narrow, technical and QoS-alike
interpretation, it is mainly measured in terms of technical metrics. Many authors criticize this
approach when stressing the multidimensional character of the concept of ‘user experience’
(Arhippainen, 2003, p. 3; Buchenau & Fulton Suri, 2000, p. 1; Forlizzi & Ford, 2000, p. 424;
Gaggioli et al., 2003, p. 121; Jain, 2004, p. 96). Measuring the subjective dimensions of
experience is often skipped or neglected because of the shorter product life cycles, time
pressure, budgettary reasons, ... (McNamara & Kirakowski, 2005, p. 201), or simply because
of ignorance.

This brings us to the problem regarding today’s QoE-measurement practices: no consensus
about the methods to measure QoE and a lack of knowledge of the existing methods (which
(sub)dimensions do they measure? when can they be applied?). For the dimensions that are
not measured in the current approach, a reorientation of existing methods and methodological
renewal is required. According to Kort, Steen, de Poot, ter Hofte, & Mulder (2005, p. 1) the
existing methods are not suited for the intended insights: ‘They are too focused on task
performance and usability issues, while research interests have changed and broadened to
include context and user experience ...". Indeed, the main measurement-challenge is to go
broader then just the performance and QoS-aspects: it’s about gaining insight into what the
user really experiences, from his own perspective (Arhippainen & Tahti, 2003, p. 27; Ehr,
2003, p. 1).

The identification of the most important problems and issues concerning the measurement of
Quality of Experience, brings us to the crucial question: how should QoE be measured?
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QoE-measurement: how it should be done?

From the discussion of the conceptual model, we have seen that QoE is a multidimensional
concept: five major building blocks were introduced. This means that measuring only one or
two dimensions (QoS and usability) is not sufficient: ‘Experience does not exist in a vacuum
but in dynamic relationship with other people, places and objects. Furthermore, the quality of
human’s experiences changes over time because different contextual factors influence on it’
(Buchenau & Fulton Suri, 2000, p. 1). Consequently, QoE should be measured in all its
dimensions!

Equally important, is the stage in which these measurements occur: the measurement of QoS
and QoE traditionally happens ‘ex post’, after the user has experienced a finished product.
More stress should however be put on the expectations ‘ex ante’. What is needed is a so-
called ‘predictive approach’, that focuses on the user and his QoE from the first phases of the
NPD-process onwards (Ishibashi & Tsykin, 2004, p. 135). Arhippainen & Tahti (2003, p. 27)
attach a similar value to user research in these early development phases. They see it as
necessary condition to gather information about the end-user, his expectations and needs. In
this respect, it’s also worth mentioning Raina (2006, p. 2), who looks at QoE from a market
perspective: in his ‘Customer Happiness Mantra’, he explicitly underlines the importance of
knowing what the user expects (Expectation of Quality, or EoQ). This ‘Customer Hapiness
Mantra’ is EoQ=QoFE, or in other words, when the expectations equal the experience, your
customer will be happy and satisfied. A problem that may arise with these early expectation
measurements however, relates to what Limonard and de Koning (2005, p. 176) call the
‘dilemma of user involvement’: users cannot always articulate their expectations or predict
what they expect to do with certain devices or applications. Innovators and ‘lead users’ (cfr.
Von Hippel) might be very useful user categories here to overcome the familiarity and
involvement problems concerning users in the early phases of the development process.

We have seen that the existing measurement approaches and efforts to involve the user, are
too fragmented and not well integrated in the whole development process. From the literature
and our expert panel, we learned that QoE-measurement can only be successful when it
regards an integrated, continuous flow: ‘QoE is a journey rather than a destination’
(Enterprise Management Associates, 2002, p. 3). Needs and expectations are influenced by
several factors, so what is needed is a continuous, synergetic process. The overall process
should consist of several interaction moments with users. This interaction idea is supported
by several authors (Arhippainen & Tahti, 2003, p. 27; Corrie, Wong, Zimmerman, & et al,
2003, p. 1; Forlizzi & Ford, 2000, p. 419), as by the majority of the experts we consulted. The
general flow is divided into several stages, as each step of the process raises other questions
and requires other methods to gain the necessary insights. Inspired by other authors who
opted for a phased approach (Lindgaard, Dillon, Trbovich, & al, 2006, p. 48; Mahadevan,
Braun, & Chaczko, 2004, p. 3; Velthausz, 2005, p. 48), we chose to work with the three
phases of the new product development-process: 1. prior-to-development and prior-to-launch,
2. post-development and prior-to-launch, 3. post-development and post-launch. Combined
with the main dimensions of QoE, taken from the conceptual model of QoE, we propose a
more user- and QoE- driven flow in these three phases, measuring five building blocks:
Quality of Effectiveness, Usability, Quality of Efficiency, Expectations and Context.

Today’s methodologies: suited for the flow?
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In order to be able to propose an ‘optimal measurement flow’ for Quality of Experience at
some point, a first and crucial step consisted of a critical screening of the existing methods
for QoE-measurement, and other methods from several disciplines that could be useful for
this purpose. Within the scope of the IBBT-project on QoE, this ‘screening exercise’ resulted
in a list of over 60 multidisciplinary methods, both quantitative and qualitative. The
following and ongoing step includes the integration of these methods in a QoE- measurement
3x5-matrix, which is made up of the three phases from the NPD-process and the five main
QoE-building blocks that were identified previously (cfr. supra). For the plotting of the
methods in the matrix, they are judged on their suitedness to measure a specific QoE-
dimension and to be applied in a particular phase of the development process.

In first instance this judgement, is based on literature and the consultation of a
‘methodological expert panel’. Unlike the expert panel that was consulted in the conceptual
phase, the people in the second panel are not necessarily having an expertise in QoE: they are
experts in a particular (methodological) field (e.g. working with lead users, usability,
participatory design, foresight ...). In second instance, the judgment of methodologies is
based on empirical findings: in the context of our QoE project, a number of methods to
involve users in the process are tested in different case studies (e.g. Playstation 3-case,
translation workshops, VoD-case, Videoconferencing-case,...).

Final aim is to come up with optimal solutions for the methodological challenge that QoE is
entailing, and to point out those cells where there exists a hiatus, or confusion about how and
when a certain method can be used and eventually, to propose a toolset for a user-centric
approach to QoE-measurement.

Completing the flow...

In our interpretation of the flow-idea, every decision that has to be taken during the user-
centric development process (eg. when to involve users, what type of users should be
included, the scope and objectives of every user-centric excercise, the choice of suited
methods...) will depend upon the very stage of the development process. In each stage of the
process, other Quality of Experience-dimensions (and subdimensions) will namely be
emphasized. For instance, during the prior-to-development and prior-to-launch phase,
involving the user is in many cases considered as unnecessary, or simply skipped because of
time pressure or ignorance. Yet as we have seen, a good Quality of Experience equals a
match between the actual experience and the expectations before launch. So involving the
user in this phase and getting insight in his expectations and requirements with regard to the
the technology or device, is crucial! Another important dimension here is context: how will
the environmental, technical, personal & social, cultural... context influence the user’s
expectations and experiences?

For the second phase (post-development and prior-to-launch), it is clear that more stress will
be on usability testings on the prototype(s), on the Quality of Effectiveness (the technical
aspects of the demo(s) or prototype(s) of the technology, device or application) and to a lesser
degree also on the Quality of Efficiency (does the prototype/demo work well enough for the
user?). In the third phase we mainly situate the traditional post-measurements: in this stage,
the actual user experience can be measured in all its dimensions (both on a objective and a
subjective level).

The ongoing process of integrating the methods into the QoE-matrix is organised as follows:
every method is judged on her suitedness to measure one or more subdimensions of QoE and
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the degree to which she is usable for one or more phases of the development process. Next,
the different cells in the matrix, are given a colour: a green cell indicates that a suited method
was found to measure a particular (sub)dimension at a specific stage of the process (eg. prior-
to-launch). An orange cell means that the proposed method could be suited, allthough it still
implies some problems (methodological issues, disadvantages from the literature, experiences
from own user reseach, ...). And finally the red cells, represent those QoE-dimensions, for
which no solution has been found yet (for that particular stage of the process): a red cell is in
other words a hiatus in the methodological ‘store’ for user-centric product development.

As mentioned above, with our own empirical research, we try to evaluate several methods on
their suitedness to involve users in the development process and to measure certain QoE-
dimensions. Within the QoE-project, the case-studies are organised around four common
scenarios: VoD, Videoconferencing, 3D-Gaming and networked videosensors.

Case-study Playstation 3 (3D-gaming scenario)

With the release of Sony’s newest game console in Europe®, we invited two groups of users
to participate to a qualitative ‘game-experience study’ in three phases. The first group
consists of 5 innovators or ‘lead users’”. The second group (N=5) consists of more moderate
gamers (early adopters — early majority): the participants from this second group all possess a
number of game consoles and are very interested in (the launch of) Sony’s newest game
console, but nevertheless they are not interested in purchasing it right away.

Both groups were invited for a PRE-measurement workshop (prior-to-launch) at the
beginning of March: with this, we intended to measure their ‘expectations’ towards the new
console ex ante and to find out more about their current game-experiences. Within these
workshops, a combination of methods and tools was used: brainstorming and free listing,
focus group method, prioritising, expectancy value forecasting and image gap. In addition,
the first group was invited to participate to a diary study: they were asked to fill in a ‘game-
experience form’ every time they played a game on one of their game-consoles. The second
group® was invited to come over to test the Playstation 3 in our own test-space.

Both groups will be invited once again for a POST-measurement workshop (which will take
place in April), to tell us about their experiences with the Playstation 3 console. At these
sessions, the user’s initial expectations (before launch) and their actual experiences will be
compared. We will look for possible ‘experience gaps’, for differences between the two user
groups, assess the experiences from the diaries ...and by doing this make an evaluation of all
the methods that were used in this case-study.’

Conclusion

The outline of the changed ICT-environment led us to the evolution towards a more
consumer- and user-centric, ‘pull’-driven mentality from the early nineties on. In this respect,
the concept of ‘Quality of Experience’ acquired a central place in the literature, as the succes
or failure of new technologies has become highly dependent on the user’s experience. As a
result, gaining insight in this ‘Quality of Experience’ can be seen as a necessary condition for
delivering good experiences.

* The European release of the Playstation 3 console took place at March 23, 2007.

5 We defined ‘innovators’ or ‘lead users’ here as people who had already ordered the console well in advance and who
usually buy a new game console right ahead after its launch.

6 This was the group that didn’t intend to purchase the Playstation at or immediately after the release.

7 Results of this study will be available at the time of the conference.
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We identified two major challenges with regard to QoE. As there exists a lot of inconsistency
and confusion about the definition of the QoE-concept in the literature, the first challenge
was related to the question: ‘What is QoE’? In order to tackle this challenge, a conceptual
model for QoE - consisting of five major building blocks and many subdimensions - was
presented. With this model, we aimed to stress the multidimensional and subjective character
of the QoE-concept and propose the base for an improved measurement approach for QoE.
Another important observation (i.e. the lack of a good measurement-approach) served as the
base for our second challenge: to instigate a new user-centric approach for QokE-
measurement. In this respect, the most important problems were listed and a number of
suggestions for a new approach were made: QoE should be measured in all its dimensions, it
should regard an continuous, synergetic process, that consists of several interaction moments
with users. Only if users are involved throughout the whole development process, their
expectations, needs, experiences...can be anticipated, leading to an optimal end-user
experience. As we have seen, some big players have already made their first attempts to
valorize the above mentioned mentality-shift. From these initiatives, it is clear that innovators
and lead users can have an important role to play. They are however still too fragmented,
limited to a certain type of users, not well integrated into a whole, continuous user-centric
development process...

Good measurement also implies choosing the right methods and gaining insight in the
strenghts and weaknesses of these methods: we gave an overview of our ongoing
methodological research for QoE-measurement, and the integration of methods into a QoE-
measurement matrix. As we saw, the judging of the suitedness of methods is based upon
literature, a methodological expert panel and our own empirical findings. Final aim here is to
come up with optimal solutions for the methodological challenge that QoE is entailing.

It is clear that the product development process in the context of the changed ICT-
environment would benefit tremendously from a real user- and QoE- centric approach. Doing
this means that the user and his experience are placed at the heart of the innovation and
development process. Question is now, who dares to take up this challenge?
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1. Abstract

The development of online content creation tools and social software has a significant impact
on corporate environment. For a long time, the internet has been seen as a challenging
workspace for Corporate Communication and Information Management purposes. It enables
a growing number of people to publish, share and relay information (facts, opinions or
contacts) on any subject they see fit. A number of authors have studied the way Information
Managers face new opportunities and risks created by those new flows of information,
especially as regards sources selection and information processing. The recent emergence of
user-friendly content creation tools and networking facilities, consubstantial with Web 2.0,
has increased that phenomenon, opening the discussion to a new range of information
sources: the ordinary user/client/consumer.

This paper aims to present a theoretical confrontation of usual information evaluation criteria
- arranged in a checklist of 76 sub-criteria- (Cooke, 2001) to 5 formats of information
sources, considered as specific to the recent transformation of informational landscape
(Kolbitsch & Maurer, 2006): weblogs, wikis, podcasts, file sharing and social networks
platforms. The confrontation consist in a rating of each sub-criteria as /ess (-1), even as (0) or
more (1) important than before.

Our results show a significant impact of technical changes on the information evaluation
process, balanced by growing concerns regarding authority. A detailed reading of criteria
indicates lots of changes, even though a broader analysis highlights a relative status quo. This
suggests that the evaluation process remains globally the same, but that it mostly needs to be
rethought and reorganized to better cope with the new reality of new types of sources.

2. Introduction

Assessing information quality and providing resources to improve sources selection has
always been a subject of intense attention in the field of Information Sciences. On the
practitioners as well as on the academics side, those issues remain crucial for all kinds of
“audience”. For years, information has been identified as a major asset which enables people
or organizations to reduce their environment uncertainty and help them in optimising their
decision processes (O’Reilly, 1982; Hardy, 1982, Culnan, 1983; Schultz & Leidner, 2002).
The characteristics of the channels used to convey information have an impact on the
information selection and evaluation processes. Its form and its content reflect
methodological and editorial processes that the user must take into account. Is the
information reviewed? Who is the initial source? For what purposes was it generated? These
questions are neither new, nor even recent. For every new means of communication which is
adopted by a significant number of people or groups, information evaluators need to adapt
their analysis methods to cope with the new channel and the resulting new situation. This can
be observed in the recent evolution of Information and Communication Technologies (ICTs)
and especially the content creation tools supported by the Internet as a global platform.
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Authors usually agree that "the need to filter and select the most appropriate source and
manage information requirements effectively is compounded due to the exponential rate of
growth of literature via diverse media, resulting in information overload, and the lack of
knowledge and skills on the part of managers to maximize the available resources” (de Alwis
& al., 2006).

This paper aims to cover this phenomenon from particular theoretical and contextual points
of view. Today, the informational landscape has become more complex and difficult to
categorize than ever. Sources of information are multiple and vary in their design and content
characteristics. Consequently, proposing a practical or stable typology for them is virtually
impossible. Every attempt needs to adopt the most effective point of view to reach its
objective, the consequence thereof being a limited vision of the observed environment. This
paper focuses on that particular issue and should be read and understood as such.

2.1 Scope of research

From a theoretical point of view, the scope of research will be limited to organizational
information management, i.e. on how companies, institutions or organized groups deal with
the information related to or coming from their environment. This systemic position is
proposed in order to simplify the global understanding of the phenomenon. There are
obviously other relevant epistemological postures, but this article purports to refer to very
different fields of knowledge such as Information Sciences, Internet Studies, Media Studies,
Knowledge Management, Corporate Management, etc.

In this article, we will underline the difference between paper and electronic forms of
information channels, and disregard the interpersonal exchanges of information. Following
these choices, special emphasis will then be given to the specific electronic context of
information channels. Source selection and information quality evaluation are once again
challenged by the evolution of information channels as they appear mainly on the Internet,
which will be our main focus, even though similar changes can be seen in non-electronic
means of information (books, printed newspapers, academic journals, etc.). As they have
existed for a long time, it is believed that the process of their selection and quality evaluation
has remained unchallenged by the evolution presented in this research. Yet the underlying
assumption is not that the assessment of that content is a perfectly mastered process. With the
corporate posture taken here, special attention will be paid to the Information Management
processes (IM). The IM concept may be defined in different ways. Previous studies have led
us to assume that there could be as many definitions of IM as people to define it. Therefore,
we have built our own formulation of the concept, based on review of the literature.
Information managers with an interest in this paper are professionals whose main assignment
consists in managing information, where IM is:

Individual or collective set of actions aiming at grasping information coming
from its environment, in order to anticipate a given situation or a broader trend,
at a given time, and to react to take benefits of it, after an appropriate
processing and relay. Those actions are realized by information mediation
(gathering, processing, distribution, etc.) and differ from their main goal:
threats and opportunities detection, help on the decision-making process and
influence actions.

The main objective of this research is to observe, analyse and understand how channels of
communication which have appeared on the Internet (and especially web-based content
creation tools) affect the way organizational IM teams select their sources and evaluate the
quality of information.
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2.2 Context of research

With the development of the World Wide Web (WWW) within professional and private
spheres, as information provider and communication channel, organizations have taken up
the challenge of dealing with new kinds of content produced by sources not necessarily
known or assessed (Marsden & al., 2002). And this simple observation does not refer to
recent years but is older than a decade. Scholars and professionals have been dealing with
that phenomenon and have rethought the way information quality could be evaluated. Within
organizations, Information management systems have been developed to cope with the
progress of digital communication devices and networked computers. Following that trend, a
number of authors have proposed methods in order to help practitioners and developers
(Lazonder & Biemans, 2000). These methods are multiple, ranging from theoretical
frameworks (DeLone, Mc Lean, 1992), to guide books (Alexandre & Tate, 1999; Cooke,
2001) or even actual automated tools (ISI rankings for example). The general trend described
here has been accelerated in recent years by the fast growing phenomenon known as ‘Web
2.0°. Authors suggest a scale shift with the Internet, following much ancient research (Huber,
1990; Auster & Choo, 1994, Graef, 1995; Graef, 1996): "anybody can express and publish its
content" and make it available. If such statement could be made in the nineties, then surely
the phenomenon addressed in this paper is not new. Yet we intend to "renew" it.

Kolbitsch and Maurer (2006) summarize their view by claiming that the traditional model is
challenged by community-driven services which weaken the usually clear distinction between
information providers and consumers. They argue that it is not driven by technology per se
but by a mind shift that encourages individuals to take part into the development and creation
of new structures and new content. Users become innovators.

It is not the purpose of this paper to discuss the extent to which Kolbitsch & Maurer are
correct. A literature review (on terms such as Web2.0, Internet, blogs, wikis, trackbacks, etc.)
shows a growing interest in academic circles for Web 2.0-related phenomena. Until a few
months ago, it was difficult to consider them from a scholarly point of view. But this situation
is about to change. Web 2.0 is currently becoming a concept, supported by empirical
findings, and will soon be defined by scholars, losing some of its weaknesses in the process,
i.e. its marketing buzzword use, its origins, the fact that it was firstly based on nothing more
than "ideas", etc. (Hoegg & al., 2006).

Web 2.0, or whatever the trend may be called, is characterized by technical features which
are relevant to our purpose. Tools such as blogs, wikis, social networks, etc. are nothing else
than content generation tools enabling any individual to become an author on the web, easily
and cheaply, and to contribute to the overall flow of information. Businesses can illustrate the
potential impact on organisational IM. Consumers and clients are now able to share their
opinions, positive or negative, about a product with others, users or not. Today, mainstream
media (i.e. traditional channels of information such as television, newspapers, radio, etc.)
often disseminate information first and foremost on the ground that it is new (or even
unusual) content. This implies that information managers have to adapt the way they watch
their sources, but also how they select, assess and process the information coming from these
media. (Kolbitsch & Maurer, 2006). One characteristic which may be observed in parallel to
the Web 2.0 trend is the improvement in media richness thanks to technical development. In
addition to text and links, a large variety of file sharing platforms has appeared: sounds,
films, pictures, etc. (Kolbitsch & Maurer, 2006). This media richness has been demonstrated
by several studies (de Alwis & al., 2006) as a factor influencing information seeking
preferences (Daft & Lengel, 1986). These authors highlighted four aspects in the process:
facilitating rapid feedback, handling multiple cues simultaneously, establishing a personal
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focus and language variety that can convey understanding. At the time of their research, Daft
and Lengel discussed face-to-face communication as the preferred source of information, and
one can speculate that the media richness of Web 2.0 uses the same success factors. In
addition, some authors go further by describing in a very simple and clear way the context of
the informational landscape shift due to ICT's evolution and Internet activities development.
They indicate that the specific task of information validation is no longer the prerogative of
professional information mediators. It is the average user who is now responsible for his or
her own evaluation process (Serres, 2005), which is what this research purports to show.

3. IM and the Web challenges

As this paper focuses on sources selection and information quality evaluation, we will reduce
the scope of IM to the information seeking process. It offers an effective "keyword" for
achieving searches and refers precisely to the object of the study.

It is broadly accepted that ICT have an impact on the organizational workplace (Kallinikos,
2005; Merono-Cerdan & Soto-Acosta, 2007). de Alwis & al. (2006) published in 2006 a high
quality literature review of the transformation in information managers’ seeking behaviours.
They justified their work by the fact that "the increasingly technology-based workspace
offers managers a dynamic and interactively digital environment facilitating constant and
instant connectivity via networked personal computers". More than the choice of new
information, it is also a vast range of information sources and channels and the concept of
information “anytime - anywhere” which are observed. Managers are under scrutiny because
of the lack of coverage they have been subjected to. Similarly, this observation may be
extended to all IM people in an organization as the definition of the concept given by the
authors is: "a person in charge of a formal organization or its subunits". Furthermore,
information seeking behaviour is considered in their review as "the behavioural approach to
seeking and handling information at work."

de Alwis & al. also argue that information seeking reflects a relationship between work
settings and information environment. Information is required at two levels, i.e. an immediate
one to achieve operational decision-making and a broader one used for long-term strategic
planning. The authors’ review shows that managers (and information managers) have
preferences for certain information sources (personal face to face, internal documentation,
etc.) with a particular interest for Intranet/Internet based sources. Some studies have shown
that web-based tools are mostly used to seek information, read on-line news and participate in
discussion lists with a tendency to return to trusted and familiar web sites. More recent work
has stabilized the assumption that ICT have revolutionized the workspace with "ready access
to a vast array of information sources and channels at the touch of a button via networked
PCs." When reviewing studies of the new millennium, de Alwis & al. (2006) identified the
growing interest of scholars for new kinds of sources of information such as the web or
corporate portals, a point we will expand on later in this article. What is important at this
stage is to understand that the impact of information channel characteristics has always been
considered as a potential influence on IM information seeking behaviour.

In the specific context of Information Management, authors have considered the impact of the
Internet on the information seeking process (Auster & Choo, 1994, Graef, 1995, Graef, 1996;
Cronin & McKim, 1996; Kassler, 1997; etc.). Teo & Choo (2001) published an article
specifically related to the impact of the Internet on Competitive Intelligence (CI). They define
CI as "the process of knowing what the competition is up to and staying one step ahead of it,
by gathering information about competitors and ideally, applying this information in short-
and long-term strategic planning." The concept of CI may be considered as a part of the
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concept of IM, and the general analysis of Teo & Choo has proved to be applicable to the
whole definition given above. They indicate, supported by different authors, that the
information richness and hypermedia capabilities of the Internet have led CI professionals to
exploit it for different purposes: monitoring other players in their environment, tracking
customers’ views on products, broadening their reflection by gathering files, reports and
studies from different types of sources, etc.

Their studies present the links between the Internet and the quality of CI information. More
precisely, they introduce three hypotheses related to the use of the Internet: research, internal
and external use. Results suggest that the use of the Internet is strongly related to the quality
of the Internet, which is itself, as previously shown, related to strategic advantages
improvement. The study supports the Internet as an Information gathering tool. The
hypothesis of internal use of the Internet was not supported but external use has a significant
impact on CI information quality, specifically for dissemination of information,
collaboration, etc. the conclusion of Teo & Choo (2001) is explicit, in that companies have to
call attention to the Internet in order to understand how it has changed its intelligence
landscape.

Earlier, Choo, Detlor and Turnbull published a now seminal book entitled Web Work-
Information seeking and Knowledge Work on the World Wide Web. It offers both theoretical
and empirical findings on the subject. It compiles most of the major studies on the subject of
information seeking and concludes with an empirical study of the use of the web by
knowledge workers. It indicates, among other findings, that the WWW is the second-most
preferred type of external source but also the second-most highly-rated source in terms of
relevance and reliability. It is obvious that the Internet as a channel of information flows is
part of IM professionals’ daily work (Pikas, 2005).

4. Information evaluation criteria confronted to new type of online sources

Articles and books offer considerable help to evaluate sources and information quality.
Website and education courses are available, often freely, and take part into an overall trend
in users’ training. These guidelines aim to help and raise the attention and vigilance of users
(professionals or not) to the traps and the tricks specific to online sources (Serres, 2005). Two
kinds of content have been found during our literature review: theoretical approaches on
information seeking behaviours, sources selection and information quality criteria and
practical books or web pages. On the one hand, academic articles often present empirical
surveys on the information seeking process, testing it fully (Alfirevic & Racic, 2004) or
partly (Lazonder & Biemans, 2000; Jaques & al., 2004), focusing on specific types of
workers (Hirsh & Dinkelacker , 2004) or industries (Leckie & al., 1996; Liao & Hu, 2007).
On the other hand, practical guides generally take the form of checklists, compiling questions
to ask when evaluating a source of information. They aim to raise the attention of the
evaluator to either the formal aspects or the content characteristics. These checklists are
rarely used as such. They may, at first, guide and train to sources and information
evaluations, then provide experience to the evaluator so as to work more efficiently.

By comparing both kinds of resources on the subject of information evaluation, it has been
noticed that practical resources could be used as an acceptable summary. Therefore, two
books have been chosen to broadly represent the usual criteria of information quality. In
order to cope with the subject of this article, these criteria directly refer to online content and
sources of the World Wide Web. Written in 1999 and 2001, the checklists were originally
designed to help newcomers to assess sources on the Internet. The authors (Alexander &
Tate, 1999 and Cooke, 2001) appear to have built their lists upon scholarly-valid research.
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Moreover, when comparing themes to the lists of criteria proposed in theoretical articles all
categories may be found in both or at least one of the chosen books. That leads us to consider
them as an acceptable starting point to work on Information evaluation criteria.

4.1 Methodology

The theoretical analysis of this article consists in confronting a checklist as complete as
possible to new types of sources in order to determine whether their importance has grown,
decreased or remained equal. A global table was then built, compiling 8 criteria and 76 sub
criteria. The criteria are generally found in academic literature and are purpose, coverage,
authority, accuracy, accessibility, presentation and arrangement, and ease of use (Cooke,
2001). The author presented them in 2001 in the form of a checklist. Sub criteria, taking the
form of precise questions, are listed to help information evaluator to determine the evaluation
of criteria more efficiently. In doing so, she offered more operational material than the
theoretical literature because of the exhaustiveness and precision of the checklist.

Each criterion has been confronted to new types of sources that have recently emerged and
changed the informational landscape. As the article of Kolbitsch and Maurer (2006) offers
acceptable validated background, its framework of technological systems will be reused to
give a typology of « new types of sources » in our study, that is to say weblogs, wikis,
podcasts, file sharing systems (e.g. you tube, flickr, slideshare, etc.) and social networks (e.g.
Linked-in, Friendster, Ziki, del.icio.us, etc.).

The confrontation consisted in answering one question, for each 76 sub criteria: is this less
(<), just as (=) or more (>) important when applied to these new types of sources than to the
types that originally existed in 2001? In a synthetic table, the answers to that question were
encoded with the following scale: -1 (less important), 0 (just as important) or 1 (more
important). Afterwards, the scores were summed for all types of sources, on a scale ranging
from “-5” to “+5” and sorted in decreasing order of value. In doing so, we tried to highlight
the criteria which have become more important in today’s informational landscape. Finally,
some charts were built upon transversal analysis of scores, average scores, and ranking. This
aimed to support the overall reading and analysis of findings. According to this model, the
more a format tends to “5” to more important the criterion has become. In addition, the more
a format tends to a ranking of “-5”, the less important the criterion has become. Rankings
close to “0” mean that the new format of “the criterion is about as important as it was
originally”.

The scorings are based on our own judgement, regardless of any empirical validation. It is not
meant to prove anything but, rather, to be thought-provoking. The theoretical approach
chosen here is the first step of a broader research on Information Managers sources selection
and information quality evaluation processes. To partly guide and support our rating of
criteria, a checklist created specifically for Weblogs in the context of libraries was used
(Clyde, 2004). Further details about it will be given later. It is our contention that findings
deserve to be shared in the sense that they highlight important trends and guidelines useful
for further investigations.

4.2 Results

Our analysis shows that new formats, inspired by Kolbitsch & Maurer, emphasize the
importance of Cooke’s information assessment criteria: 44% of sub criteria (all types of
sources included in a general pie chart, see fig.1) have grown in importance when applied to a
new type of online source. 30% have lost in importance and 26% of the sub-criteria remain
the same. Within the 44 % of growing importance criteria, a majority (33%) has the highest
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ranking (5). Within the decreasing importance criteria, the majority (39%) has the highest
ranking (-5). Even though, in both categories, the rates close to “0” still have a significant
proportion (more than 30% when combining “1 and 2” and “-1, -2 ratings). This means that
the overall growing importance suggested by the general pie chart at first (44%) has to be
nuanced as many of criteria remain close to the importance they had in 2001. This suggests
that new format of online sources will not necessarily create new kinds of highly important
criteria. On the contrary, the criteria comprised in the decreasing part are more nuanced (30%
for “-1” and 39% for “-5”), which means that those that decrease in importance are more
likely to be neglected or avoided in the current processes. Another interesting observation
may be found when considering the proportion of each ranking of criteria from 5 to -5. As
expected, the majority of occurrence is held by the 0 ranking (26%). The ranking “5” is the
most recurrent (14% of the criteria). An important finding, suggested by this general
overview of rankings, is that there is a gap when analysing the results globally or precisely.
This will be observed in the following analysis.

Fig. 1 : Occurrence of rates: global and detailed
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Several charts have been drawn in order to analyse the confrontation of criteria with each of
Kolbitsch and Maurer’s specific new types of sources. The aim is to observe the proportion of
the general scale (>=<) in each type of source. It is interesting to individually observe the
new types of sources and to visualize the extent to which the format of sources impacts on
usual criteria of information evaluation. Each format is analyzed here according to the
answers given to 76 sub-criteria taken from the checklist used, which is then the total related
to the results of occurrence of each scale. In this particular case, global criteria (see above)
such as authority, coverage, accuracy, etc. are not taken into account.

The bar charts (see fig.2) shows that blogs and podcasts are formats which are characterized
by the highest level of “=" (49 and 46/76). A second group is formed by wikis, file sharing
and social network, which have a lowest rating of “=" (24, 20 and 25/76). Interestingly
enough, this suggests that blogs and podcasts do not differ substantially from traditional
sources on the Internet in spite of the huge amount of communication made on those formats
as Internet “revolution drivers”. Typically, those formats may be compared to advanced
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forms of self-publishing channels. In this case, the high level of “=" occurrence suggests that
they are not the most challenging format for information managers. This observation will be
nuanced when criteria are analysed more precisely below. The fact that the other group has a
low level of “=" occurrence indicates that they are those which bring the highest degree of
innovation and changes in information and sources assessment processes.

Fig. 2 : Occurrence of rates by format

60% +

40% -

20% 36 number of ">"
° ] 30 28 131
22

15
0%

20% | 164 number of

49

40% -

o -
80% - -

100% -

number of "<"

Wikis File Sharing  Social Networks Podcasts Blogs Total

The occurrence of “>" (more important) of those formats needs to be confronted, with wikis,
file sharing and social network being the three highest-rated types of sources on that level of
importance. Wikis have an occurrence of 36/76 and may be considered in our study as the
most challenging format for information managers practices. The groups, suggested in the
analysis of “=" level, are blurred when analyzed at the “> level. If file-sharing and social
network keep high scores of “>" (30 and 28/76), podcasts keep close with a rating of 22.
Blogs confirm their position of less challenging format with a score of 15/76 “>"level. It has
to be kept in mind that even though this score is the lowest, the comparison and ranking
proposed here are relative. Indeed, the score of “15” means that 15 sub criteria have become
more important when used to assess the quality of a blog format source, which does not mean
that blogs don’t change the way information managers evaluate information sources. This
point will be discussed later in this paper. Coming back to the “>” results, it may be observed
that podcasts have a higher score than blogs and that file-sharing and social network surpass
podcasts. This trend may be explained by the extent to which a format differs from those for
which the sub-criteria were designed originally. Wikis are an exception because they are a
form of textual publishing. The way they are managed and produced plays the role of
challenging factors. Podcasts (22/76 “>”) are still a form of content publishing but that
content takes the form of sound or motion and is augmented by a RSS feed. That difference
has an impact on some sub-criteria which gave podcasts a more relative challenging position,
even if that format could be only seen roughly as an audio version of a weblog. Social
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networks (with a score of 28/76 “>"") and file-sharing platforms (30/76 “>"") go further in the
difference from traditional types of Internet sources of 2001. They are technically different
from types such as newsgroups or mailing lists and generate contents different from blogs or
podcasts. This could explain that more sub-criteria are “>” rated.

The occurrences of “<” tagged sub-criteria offers nuances to our analysis because they
indicate a group of sub-criteria which have become less important when assessing new
formats of sources. Two groups of format appear from that point of view. File-sharing
(26/76) and social networks (23/76) are those which have the most rated relative “<” level.
Blogs (18/76), Wikis (16/76) and Podcasts (14/76) have less occurrence of it. Again, it is a
relative reading of results, which means that this group of formats still has less important sub-
criteria. In the case of the first group, it must be noted that the “<” rated criteria are almost as
high as the “<” rated ones. This seems to confirm the idea according to which the differences
in technical and content aspects impact on the way information managers assess them (more
or less important). Wikis, podcasts and weblogs have the same level of “<” ratings, but wikis
and podcasts are characterized by a majority of “=" ratings, while wikis have a majority of
“>” levels. This is why it is necessary to take all results into account at once. In doing so, it
seems that our results suggest on the one hand a similarity between blogs and podcasts and
between file sharing and social network platforms on the other hand. As shown in the bar
charts, Wikis are unique and are the most challenging format for source assessment.

The 76 sub-criteria were originally designed by Cooke in order to guide the information
evaluator through the assessment of more global criteria. As a reminder, they are authority
and reputation, currency, coverage, accuracy, accessibility, presentation and arrangement,
purpose and ease of use. Because it was not possible to directly rate each of those criteria, an
average has been calculated on the basis of the ratings of sub-criteria relevant for each of
them. This choice is consistent with the logic of the checklist, which is to use more
operational sub-criteria allowing a global assessment afterwards. In doing so, the scale used
to evaluate each criterion is then comprised between -1 and 1. The closer the average rating is
to -1, the less important the criterion has become. And the closer the average rating is to 1,
the more important the criterion has become. Ratings close to 0 indicate global status quo
between former and new types of information sources.

In weblog format, criteria’s averages are all close to 0. Criteria that keep as much importance
as earlier are authority and reputation, accuracy, ease of use, purpose and coverage.
Presentation, accessibility and currency have averages below 0. According to the averages,
accessibility and presentation are criteria which have lost most of their importance. Indeed,
technical support of online contents has been dramatically improved by weblogs softwares.
Content management systems such as these offer easy, almost free and fast means to publish
content without requiring advanced technical skills (HTML, CSS, FTP, PHP, etc.). For
instance, each blog post is automatically created along with a permanent link, a date and hour
of publication, search facilities, etc. With traditional online sources, content creators had to
personally take the initiative to add those elements on their web pages, which was then an
indicator of seriousness, competence and trustworthiness. By the time all those elements are
automatically created, these criteria have lost part of their relevance in assessing a weblog as
a quality information source. Weblogs results show that the majority of “>” rated sub-criteria
are related to reputation, experience, quality control processes, biases, available reviews, etc.
This can be explained by the “smoothing effect” resulting from the use of average values.
Weblogs remain a format which is the least challenging compared to the other types of
sources studied here.
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Podcast format has an almost identical range of results. No criterion has an average of less
than 0. This may be explained by the highest occurrence of “>" rating noted earlier. It means
that averages show no real increase in criteria importance. This has to be balanced by a closer
look to sub-criteria. It appears that sub-criteria rated “>" are globally the same as weblog
format but some of them are specific to podcasts. Those sub-criteria are mainly related to
accessibility, coverage and presentation, reflecting the challenges of a new kind of content
form.

Wiki format is different from all the other ones. All criteria are rated above 0. The highest
scores are coverage (0.8), currency and presentation (0.6) and authority and reputation (0.4).
It appears from those results that even if some sub-criteria could be “<” rated, most of them
were “=" or “>”, which keeps the average above “0”. This confirms our previous analysis
stating that wikis are the most challenging type of information sources.

File-sharing platforms and social networks have surprising average results. As shown on the
bar charts of the absolute occurrence of ratings, they have the second and third highest rank
of “>” rates. As it was added because they also have the highest rank of “=" and “>”, the
averages dropped down to 0. This means that broadly speaking, their challenging property is
not confirmed. Further details are then needed. Accessibility, coverage, presentation and
currency have an average close to -1 (-0.9). Relatively, purpose, authority and ease of use
keep such importance to assess the quality of information coming from such formats.

A combined view of different criteria is shown on the radar chart (see fig.3) featuring the
average value for each criterion per format. The chart should be read as follows: the more
displays in a circular shape, the more uniform the values for all criteria. Rough edges indicate
various scores among criteria. The chart shows that the most uniform format, and then stable
rankings, are wikis and podcasts. Weblogs follow the same line as podcasts for authority and
reputation, accuracy, ease of use, coverage and purposes but differ from the accessibility,
currency and presentation. Again, it seems that technical aspects of podcasts tend to increase
the importance for those criteria. File-sharing and social network analysis takes benefits from
that type of charts. Indeed, it highlights the great relative inequity of criteria’s averages. In
this case, it shows that criteria such as currency, presentation, coverage and, to a certain
extent, accessibility have lost most of their importance and relevance when assessing
information generated by these types of information.
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Fig. 3 : Averages of criteria by format
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4.3 Further criteria

The criteria analyzed so far come from a checklist published in 2001, which was also an
adaptation of an older list to the types of sources at the time. In creating it, Cooke took great
care to understand the needs of the moment. A similar effort is needed today when we are
trying to adapt the checklist to our situation. If any criteria increase in importance, many of
them remain important and some decrease in importance. It may be expected that criteria or
even sub-criteria should be added to cope with the new reality. Clyde (2004) proposed an
interesting checklist, logically inspired by traditional ones but adding new criteria, coping
with current formats and standards found on the Web.

Here again, the author lists criteria which are supported by more operational sub-criteria.
Authority, purpose, coverage, reliability, currency, format, appearance, navigation, links,
technical aspects, etc. may be found. We used Clyde’s work to guide the rating of Cooke’s
checklist. If the global criteria differ in their wording, the content of sub-criteria covers
Cooke’s work. It becomes really helpful when accessing the last part of the list entitled
“Criteria related specifically to blogs”. Beyond sub-criteria related to technical aspects and
look and feel, two things may be noticed and emphasized and enlarged to all new types of
formats: interactivity and features. These criteria are really important and specific to new
types of format. Even though Clyde only discusses blogs, these criteria are valid for all
formats, i.e. podcasts, wikis, file-sharing platforms and social networks. Interactivity may be
assessed on the basis of its availability but also its effective use (is the source full of
comments?) and the content of the interactivity (relevant corrections, discussions, spamming,
who posts comments? etc.) This is also very important in self-organized and maintained
format such as wikis. Again, the more shared files are rated and commented by users, the
more they become visible, which is the case in social networks (Guenter, 2005). Features
consist in the availability, effectiveness and inter-operability of pieces of tools, links and
extra-source communication. The presence of RSS feed has now become an important
criterion for sources selection, especially on platforms of file-sharing, wikis, etc. Widgets
(small computer programmes providing gadgets and accessories to the users) increase the
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ability of people to consume information (information managers are concerned) and enhance
content production capabilities. Therefore, these criteria cannot be ignored and need to be
further investigated.

5. Conclusion

5.1 Discussion

Although our observations are not empirically validated, they point to findings which can
help us understand the impact of new types of sources on information management. Sources
and information evaluation processes are not dramatically changed by the shift towards Web
2.0 or whatever we call it. New types of sources force some evolution of the traditional
criteria used by information evaluators. Generally speaking, checklists do not change a lot.
They mostly need to be rethought and reorganized to better cope with the new reality of new
types of sources. The awareness of that situation is the first step of the adaptation process,
and a review of recent literature shows an increasing interest for that matter. The format of
information sources presented by Kolbitsch and Maurer has acquired some critical mass in
many fields and industries, which means that it is time to go a step further. Our paper is an
attempt in that direction.

Our observations indicate that the sources selection and information quality evaluation
process are not fully disturbed and drastically changed. There is not a sudden break between
two “states of the information management art,” which is suggested by the fact that many
criteria and sub-criteria do not increase nor decrease in importance, no matter what can be
read in some “Web 2.0 emphatic literature”.

The detailed examination of the results shows that the more globally one looks at information
criteria, the less one will notice changes. It means that there is no shift in terms of process
but, rather, in the way it is concretely achieved. The blurring limit between information
consumers and producers impacts the way information is assessed but not the fact that
information has to be assessed. And when considering different types of formats, specific
sub-criteria vary regarding technical aspect and effective use. If this statement is challenging
for IM professionals, it is also encouraging to understand that the shift in the informational
landscape, sometimes presented as a revolution, is not likely to upset their trade.

The most important factor impacting on evaluating sub-criteria is the technical characteristics
of new formats. The ones that differ significantly from older types of sources on the Internet
are those which seem to impact IM the most. In a sense, this may be confirmed and taken into
account but has to be nuanced. The observation of the global table of sub-criteria ratings
often shows that technical aspects lead to minimize or maximize the importance of most of
the formats. What could be certain is that they are not neutral in the evolution of information
assessment process. Yet it seems a bit reductive to think that technical aspects are the
principal drivers of changes in the valuation process.

On the basis of our results, a relative ranking of challenging formats can be built. From the
most to the least challenging formats, this study suggests the following order: wikis, social
networks, file-sharing platforms, podcasts and finally weblogs. It is important to keep in mind
that is still relative and that each format has sub-criteria which are ‘“>” rated. Some sub-
criteria have a “5” rate, which means that for each format, they have become more important.
Among them, we can notice reputation and experience of the source, the existence or not of a
quality-control process, the likely biases and motivations, user-friendliness, etc. This is
noteworthy as that observation was blurred in the overall results. It emphasizes our awareness
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that sub-criteria of checklists do not have the same weight among them even if results are
calculated as if they are equal.

5.2 Future work

The purpose of this study was to draw attention to the fact that Information managers face
challenges due to the transformation of their informational landscape. As this statement has
been documented and sustained by a literature review, further investigation was undertaken
to theoretically question the sources selection and the evaluation processes of Information
Management. Our study aimed to offer a deep insight into the criteria which guide the
evaluator to assess the quality of sources of information. If many observations have led to
interesting findings, the method used needs to be empirically validated.

Firstly, it seems important to confront the theoretical findings of this paper to the ground of
information managers. A first step will then consist in the creation of case studies to validate,
improve and nuance our model on the professional field. This will also offer the opportunity
to assess the weight of criteria and sub-criteria between them. As it was suggested in the
discussion, the method used here does not reflect reality, e.g. sub-criteria as the existence of a
quality control process is supposed in our study to have the same weight as the existence of a
site map. This will need to be resolved to really cope with reality.

The second step will take Clyde’s (2004) work further by questioning the specific sub-criteria
that new formats involve. To follow in Cooke’s steps (2001), it is time to take into account
the new reality of the informational landscape in order to adapt practices. This study will
require a detailed exploration of information managers’ practices.
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Abstract

Massive Multiplayer Online Roleplaying Games (MMORPG) are in the state of the rapid
growth throughout the world. They attract millions of users. Some of the MMORPGs are
reflecting the real world, including the realistic social and economy models, e.g. the Second
Life (USA), the Territory (Russia). Those MMORPGs are already used by the real life
companies in their business, in most cases for advertisement and marketing purposes.

In this paper the possibility to use those MMRPG universes for humanitarian experiments and
researches is discussed. The possible courses and ways of such researches and experiments
are briefly outlined, as their advantages and drawbacks. The conditions for using the
MMORPGsS in the humanitarian researches are described.

The paper’s goal is to stimulate the discussion and, eventually, the development of the ways
and means for virtual human-testing of social, politic, HR and PR technologies.

Massive Multiplayer Online Roleplaying Games (MMORPG) are one of the most
aggressively developing business areas in the world. Latest hits in this area count many
millions of users (or, more precisely, addicts).

The MMORPGs can be roughly divided into several categories, according to the nature of the
game’s universe and the gameplay:

- violence based: the single goal is to kill all the enemies (rescue hostages, save the World
form aliens, and so on):

- strategy based: the goal is established by the setting of the game and may widely vary, the
players have to conceive a plan, to gather artifacts and/or allies, and to choose their way
through the game universe to their objective;

- experience based: the goal is to raise an experience and skills of the player’s character as
high as possible; the gameplay can vary from primitive one-to-one fighting of characters to a
very complicated quest involving social activities (e.g., gathering and controlling a group of
characters to make them to cooperate);

- society based: the goal is to build some quasy-life for the character, and to lead the character
to some form of prosperity.

Many games, though, combine those principles and can not be associated with any single
category for sure. Anyway many of them involve 1) some fighting and 2) some economy.
Although many of the MMORPG projects offer their users some escapist-oriented fantasy
background, very distant from the real life, there exist some of them which, on the contrary,
model a life very close to the common everyday life. One of the brightest examples of those is
the famous Second Life. Russia also has such gaming universe named Territory.

Now some of MMORPGs gathered multimillion audience. For example, the World of
Warcraft accounts for 8,5 million subscribers, the Second Life has now about 5.9 million
“residents”, and even the Territory has already attracted over two million users, a sheer
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number for the country with as little as 26 Millions (22% of population) 6-months Internet
audience.

So the games become places with high concentration of potential consumers or electorate. It
is not strange that they are now regarded as a very attractive field for advertising, PR, political
technologies, etc. For example, many companies already have invested in virtual offices and
advertisements in the Second Life, expecting no less clients than they obtain from an office or
an ad campaign in the first. Even in Russia, with the country’s very short experience in
modern marketing and advertisement, there are some good examples of product promotion
via MMORPG (e.g., some years ago there was an agreement between the Izh automotive
plant and the Territory, and then all the cars in the game were of the Izh model).

It is quite obvious that the MMORPG users, although they come into the game action to
escape from the reality and to play someone other than themselves, in fact still are humans
and act as humans. Their psychology, social behaviour and reactions do not differ from those
of ordinary ‘offline’ people, at least from the people they are pretending to be in the game.
Having that in mind, MMORPGs are very interesting for humanitarian researches, modeling
and experiments.

This idea is stated here to open the discussion on the possibilities, advantages and drawbacks
of using the gaming universe populated with gaming people, as a means of simulating real life
behaviour. It is very interesting to review the potential directions of such researches, their
procedures and means, as well as conditions necessary for them, too. The idea is not based on
any specific sociological or political theory, it concerns rather the methodology than the
theoretical grounds. In principle, any of the theories can be (or be not) proved by those
experimental researches.

The obvious advantages of this idea are:

- Cost: any action is in the digital form, influences all selected actors at a time, and their
reactions are collected in the real time in the digital form too, via communication
channels. No field researches, no hundreds of human researches going form door to
door, no individual phone calls, etc.

- Very little latency from the impact to the response.

- Possibility to conduct even provocative or ethically questionable experiments without
real damage.

- Precise recording of the response across all affected “population”, not just a sample of
it.

- Total tracking of all details of each experiment, even at the very low individual level.

The similarly obvious drawbacks are:

- Bias: the population of a MMORPG is usually very different from the population of a
country in terms of sex, age, occupation, social status, psychology, etc. It is biased to
younger males with much free time, with better than average computer knowledge and
skills, and so on. From the psychological side they often tend to be introverts with
escapist tendencies. So the researchers have to take into account that the sample will
never be quite representative.

- The gaming universe is never as much complicated and multifaceted as the real world.
Moreover, it is not quite realistic — or even not realistic at all. This, too, would require
developing of some specific research procedures and methods.

(The above considerations were made on the base of an overall situation with the Internet
audience and may require adjustment according to the goals and environment of each specific
research.)

Nevertheless, there are areas where the results of a research or an experiment in the game can
be used for conclusions valid for the real world. Here goes the list of some of those areas with
some explanations.
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1. Political PR. Finding and exploration of the new and advanced methods for influencing on
the consciousness of masses. Finding and exploration of the methods to oppose it.

2. Corporate PR. Testing of new and advanced methods to improve a corporate image, direct
testing of specific techniques or even documents formulae.

3. Marketing. Development and testing of new and advanced ways to promote products and
services.

4. HR. New cost efficient methods for testing the personnel: for example, a potential
employee is given an account in an appropriate MMORPG and a task where they can show
their abilities and skills. This will work very well for managers that have to control and
coordinate other people, for salespersons, for other employees that are supposed to contact
people (clients managers, servicemen, etc.). The records of each step of the tested person is
essential.

5. Psychology. Exploration of human behaviour in various conditions and situations applying
similar setup to thousands of people and recording every subtle detail.

6. Sociology. Experimental research on, for example, processes of community building or
roles distribution in workgroups, with unlimited ability to reproduce the input conditions and
unprecedented level of documentation of the process.

There can obviously be invented many other fields where this methodology could work and
give valuable results. In general, it brings precise instrumental modeling methods into human
sciences.

The researchers that are going to use some gaming universe for their studies have to take into
account the following.

The best conditions for such a research appear to be when the researcher has an agreement
with the owner/operator of the game. In this way the researcher can have an access to the logs
of the game, without which the main advantage of the methodology: precise documentation of
the processes — will be lost.

In some circumstances there could be even reasonable to organize a special gaming
environment dedicated to some kind of researches, e.g. in a university or a college.

There is a possibility to create an external logging system, but it is limited to the cases where
examined people are the only objects to watch; it would not be possible to record events and
conditions of the game in all their spectre.

It is clear that, as far as it is possible, the gamers should not be aware that their universe is
used for the research, at least of its details, to avoid the influence to their behaviour.

Gathering statistical data or some other kinds of information from the game does not
necessarily involve gathering the personal data of specific men and women, especially in the
gaming environment where people usually take nicknames and do not use their real world
data. In those cases where the personal data is essential for the research, the person(s)
involved should be of course warned in a due course.

Conclusion

The idea to use the MMORPG universes for researches in human sciences is attractive
because many advantages that it offers. This methodology can reduce costs and raise the
efficiency of those researches. But to obtain relevant results the researchers have to consider
the specifics of the MMORPG users community (for each concrete community they plan to
use) and to adapt their methods accordingly. The very much desirable condition for such
researches is an agreement with the owner or operator of the MMORPG.
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Abstract

In the Web 2.0 era it no longer holds to think of users as ‘end-users’, as they have moved to
the heart of the value chain. They have become important actors in virtually all elements of
online services. In this paper we shall explore these innovative roles of users and reflect on
the future impacts of this shift. To support our claims about the innovative roles of users, we
have analyzed 150 Web 2.0 services into more detail. In this paper we shall argue that Web
2.0 may be understood as a first sign of what Perez has labelled ‘societal re-engineering’ and
‘creative destruction’. However, as we are still at the beginning of what Perez describes as a
potential golden age of the information society, there are also still major uncertainties about
the future of the web and the potential impacts this may have. At this point in time it is far
from sure whether we are indeed approaching a ‘golden age’ of technological development.
To explore the future roles of users, in the final part of the paper we shall therefore also
highlight some future aspects from the perspective of changing user-producer relations.

1. Introduction

In 2004, O‘Reilly Media popularized the phrase ‘Web 2.0’ for describing a new and
potentially disruptive stage in the development of the Internet. The Web 2.0 concept has since
become hugely popular - if not hyped - and has thus created as much confusion as consensus
about what Web 2.0 really means. There has never been a coherent definition of the term; it
has been more of a conceptual set of principles and practices (Madden and Fox, 2006). The
concept originated from the observation that the Internet was far from dead after the burst of
the dot.com bubble at the turn of the 21* century. Although the Internet crisis caused a
substantial shakeout of Internet firms, it also marked a turning point for the web: since then
we have seen a whole range of successful new applications coming up. Most remarkable and
perhaps incomparable is the exponential growth of this new generation of applications, both
in terms of number of applications and number of users. According to Gantz et al. (2007), in
2006 the amount of content created, captured and replicated on the Internet was about 3
million times larger than the information in all the books ever written. Their prognosis is that
this will keep on growing the coming years. And by 2010, 70 percent of the content on the
Internet will be created by individuals (Gantz et al., 2007: 2).

According to O‘Reilly, behind the success of many Web 2.0 applications are smart ways of
using the web as a platform for data management, particularly by exploiting the connectivity
and collective intelligence of the users. Web 2.0 services exploit connections between users,
as these connections provide manifold opportunities to create added value. Not only are users
actively consuming content, users also take on distribution roles in peer-to-peer (P2P) file
sharing, and content creation roles in the case of user-generated content. Users actively rate
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and tag content (a phenomenon known as folksonomy), download content, comment on it,
and communicate about it with their peers. Users furthermore share agendas, locations,
bookmarks, documents, photos, videos and even friends, all online and on a large scale (Slot,
2007a). These user roles, combined with the scope and speed of the Internet, provide many
opportunities for businesses to design new and innovative services. O’Reilly concludes about
Web 2.0 services: “Network effects from user contributions are the key to market dominance
in the Web 2.0 era”".

Thus, it is fair to state that one of the crucial features of this second stage of the web is the
empowerment of the user. In the Web 2.0 era it no longer holds to conceive of users as ‘end-
users’, as they have moved into the heart of the value chain. They have become important
actors in virtually all elements of online services. In this paper we shall explore these
innovative roles of users and reflect on the future impacts of this shift. This exercise will
enhance the understanding of the concept of Web 2.0 and subsequently the roles users take on
in this development.

1.1 Outline

First we shall describe in more detail how new user roles are represented in Web 2.0
developments. To support our claims about the innovative roles of users, we have analyzed
150 Web 2.0 services in more detail. We shall argue that Web 2.0 developments mark the
beginning of what Carlota Perez has labelled the ‘deployment period’ of a technological
innovation. This period is not only characterized by high deployment of a technology, but
also by what Perez calls ‘societal re-engineering' and 'creative destruction'. Technological
revolutions involve complex processes of social assimilation, which encompass radical
changes in traditional patterns of production, consumption, organization, management,
communication, etcetera, leading ultimately to a different ‘way of life’ and possibly a ‘golden
age’ (Perez, 2002: 153). We will explain what these concepts mean and they will be used as
guiding principles in our analysis.

In this paper we shall argue that Web 2.0 may be understood as a first sign of societal re-
engineering (represented by the shift towards user empowerment) and of creative destruction
(represented by new business models underlying Web 2.0 services). However, as we are still
at the beginning of what Perez sees as the second (and ‘golden’) period of technological
development — the deployment period — there are also still major uncertainties about the
future of the web and the potential impacts this may have. At this point in time it is far from
sure whether we are indeed approaching a ‘golden age’ of technological development. To
explore the future roles of users, in the final part of the paper we shall therefore also highlight
some future aspects from the perspective of changing user-producer relations.

1.2 Methodology

In March 2007, 150 Web 2.0 services were analyzed. These services were selected from the
Seth Godin Web 2.0 Traffic Watch List.* To construct this list, Godin employs the Alexa
service. This online service measures Internet traffic by storing traffic data provided by users
who have installed the Alexa toolbar. Godin uses this data to construct a Web 2.0 traffic
watchlist, compiled of 952 services. These services are selected and ranked according to
generated traffic. The list starts with well-known websites like YouTube, MySpace, Orkut

! http://www.oreillynet.com/pub/a/oreilly/tim/news/2005/09/30/what-is-web-20.html?page=2
? http://www.statsaholic.com/sethgodin
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and Wikipedia, but also lists less famous services with interesting names like Drupal, Esnips,
Meetup, Reddit, Feedblitz and Imeem.

The first 150 services on the list were selected for analysis. Upon closer examination, eleven
services were not taken into account. Either they did not exist anymore, or they were not
directed at private users but at businesses. The final case sample consisted of 139 Web 2.0
services. In the case sample, multiple variables were analyzed. These variables described
mainly possible user roles in the services and the way these services generated an income.
Although this research will be carried on in more depth in the future, in this paper we will
present the first outcomes of the analysis.

2. User roles and socio-technical change

The now widely-used term Web 2.0 implies that users take on many active roles in the value
creation process. They supposedly have become the key drivers of technological change.
Many have embraced the idea of Web 2.0 — others have labelled the term a hype. If we use
Carlota Perez’ comparative analysis of technological transformations, we may consider the
fast rise of Web 2.0 as the beginning of ‘period 2.0’ — or the deployment period of the
Internet.

This point of view may be taken if we follow Perez’ influential analysis in 'Technological
Revolutions and Financial Capital. The Dynamics of Bubbles and Golden Ages' (2002). In
this book she argues that it takes several decades before the full fruits of a great technological
revolution can be reaped. According to Perez each technological upsurge of the last centuries
shows a similar pattern of subsequent stages of growth. First, there is a period of explosive
growth, great turbulence and even frenzy, followed by a short period of crisis. In this first
stage there is a mismatch between the belief in the promises of the new technology on the one
hand (expressed in high investments of venture capital) and the socio-economic environment
on the other hand, which is still dominated by 'old' institutions. The first ‘installation period’
therefore often ends in a crisis, or burst of the 'bubble', as we have seen with the dot.com
crisis at the beginning of the twenty-first century. After this crisis follows a period of more
harmonious and sustainable growth, characterised by high deployment and a better fit
between the 'new' technology and the socio-economic context in which it is deployed and
embedded. High deployment creates the conditions for 'a real golden age of a technological
revolution'.

Perez' analysis is particularly useful for an analysis of the development of the Internet: in her
terms we are now at the threshold of the second stage of this particular technological
revolution. Characteristic for this stage is not only the high degree of deployment of
technology, but also what she calls 'creative institutional destruction' and ‘societal re-
engineering', which are the necessary conditions for this more stable and harmonious stage of
technological development. We have used Perez’ thinking here in a rather broad sense for our
assessment of Web 2.0 developments. In the following account of our analysis of 150 web
services, we will focus on (1) the deployment of Web 2.0 services, (2) ‘Societal re-
engineering’ and (3) ‘Creative destruction’.

The concept of deployment is used to describe to what extent and in what way Web 2.0
services are deployed (or used). Firstly, to assess the level of deployment of Web 2.0
services, we need to have indications about the extent of use of these services. A first
indication can be found more generally in other research about the uptake and impact of
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Internet technology. Specifically for our case sample we have taken into account figures
about the use of these services. Even though it is difficult to obtain reliable figures which
indicate use (often these are measured in many different ways) we will attempt to shed some
light on that issue. Another indication can be found in the data from Alexa providing Internet
traffic figures. Secondly we need to assess the nature of these Web 2.0 services. Based on an
analysis of our case sample we made a classification of Web 2.0 services.

Societal re-engineering is represented in our analysis by new or innovative user roles. These
roles reflect the potential of the technology to adapt to and be embedded in real societal
needs. This study focuses on users at home who are active on the Internet in their leisure
time. User roles do not need to be completely ‘new’ in the sense that they have never been
taken up by users before. Users for example still are consuming content online in more or less
conventional ways. Following Tuomi, innovation can also be understood as a process where
user communities “develop new uses for existing technological artifacts, at the same time
changing both characteristics of these technologies and their own practices” (Tuomi 2002,
p.23). Compared to the roles users had in relation to more traditional media like newspapers
and television - mainly as consumers and interpreters of content - the roles that users have
taken up when using internet, have certainly changed significantly. As has been clarified in
our introduction, users have become co-producers of virtually all elements of the service
delivered, creating value in many stages of the value creation process. They are taking up
roles that previously had been taken up primarily by business parties. And even the
traditional roles, like consuming content, are now much more diverse in nature.

To explore these new roles more closely, for this study we have defined five categories of
user roles based on observational data; consuming, creating, sharing, facilitating and
communicating. These categories are subdivided into more diversified roles, see

Table 1.

Table 1: Role classification

General role category Sub-role

Consume Read

View

Listen

Download

Buy

Play (game

Search

Create Customize/ personalize

Create/ produce content

Contribute

Share Publish

Upload

Send to others

Facilitate Tag

Recommend

Filter

Subscribe (RSS)

Channel

Communicate Send message to other user

Comment

Rate

Chat

Creative destruction is represented in our analysis by new business models underlying these
services. When traditional ways of doing business are being replaced by new and innovative
ones, it can be argued that significant changes are taking place. With the concept of
‘businesses’ (or producers) we want to indicate the parties that are most directly connected to

-77 -



the users as the producers/facilitators of the services. In our analysis, the concept of a
business model does not only comprise the revenue model of a service, but also the way the
service is technologically defined (is it open or closed), the way businesses are taking up their
position within the field (are they cooperating with others for example) and the value they
offer to their users (e.g. Timmer, 1998; Osterwalder, 2004). These four business model
domains will be used as informal guiding principles in our analysis. For a graphical
representation; see Figure 1. We will use these general business model levels as exploratory,
heuristic concepts.

Figure 1 General business model levels

Value
proposition
Technical Financial
aspects aspects
Value
network

3. The deployment of Web 2.0 services

To what extent are Web 2.0 services used? As has been described in the introduction, Gantz
et al. stated in a white paper that already in 2006, more information was available on the
Internet than in all the books in the world. This indicates that the Internet has become a huge
database of information. However, it doesn’t give any hints about to what extent this
technology and this information is actually used. Many research institutions, for example the
Social and Cultural Planning Agency (SCP) in the Netherlands and Pew Internet and
American Life Project in the United States are researching the uptake and use of the Internet.
All research results show a drastic growth of Internet use the past few years. In the
Netherlands, the SCP has investigated that almost 80 percent of the population now has
access to the Internet, compared to 28 percent in 1998 and 74 percent in 2004 (SCP, 2004).
For example Pew shows that in the United States, between 2001 and 2005, the number of
American adults that used the Internet to develop or display photos rose from 23 million to 49
million (respectively 20 percent and 34 percent of the Internet population these years)
(Madden & Fox, 2007: 3). And the market share of an application like Wikipedia has risen
from 3 percent in august 2005 to 21 percent one year later.

These data are very convincing and do provide a strong indication that the uptake of Web 2.0

services is really taking off. However, little efforts have been made to systematically assess
the impact of the Internet and Web 2.0 services in all its depth. Pascu et al. (2007) have
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started to provide insights in this area. They made an assessment of the development of new
Internet technologies. Their study primarily investigated the socio-economic impact of these
new Internet technologies. Pascu et al. state that the past three years have clearly shown a
‘dramatic growth in take-up’ of Internet technologies. To underline their arguments, Pascu et
al. use both formal and informal sources; for example the rise of the number of blog entries,
revenue of services like eBay, the rising number of authors providing content on Wikipedia
and the number of broadband subscribers. Overall, first results of research being done in this
field show that Web 2.0 services are being deployed on a large scale.

3.2 The uptake of Web 2.0 services

Looking in more detail at our case sample of 139 Web 2.0 services, we can try to be more
specific. How often are these services used or visited? Accurate information about number of
visitors or users is hard to obtain. Some services indicate the number of members or visitors
themselves, but it needs to be underlined that the way these figures are measured is often
obscure. Use figures provided by the services themselves differ from 30 billion page views a
month (Facebook) to 100 million visitors a month (eBay), to 200 (9rules). These figures do
not provide any reliable information about the uptake of the Web 2.0 services in our sample.
We can also look at the number of members the services have. A quarter of all services give
an indication of the number of registered users/ members. This figure differs from 100
million members in the case of for example MySpace and Skype, until 30.000 members in
the case of Ning (a website where users can create their own communities). On average, the
services have almost 12 million members each. Because of the large differences between
services, a more accurate measure may be the median, which is 2 million.

Figure 2 Daily reach of Web 2.0 services in case sample
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A more structured indication of web traffic is provided by Alexa. This service (used by Godin
to construct his Web 2.0 Traffic Watch list) gives an indication of web traffic per day. It
measures how many of 1 million users visit the service on an arbitrary day (daily reach per
million). The traffic generated by the Web 2.0 services in the sample varies from 87.000 for a
service like YouTube until 25 for B2evolution — a free blogging tool (see for an overview of
all services

Figure 2). Considering that there are more than 1 billion internet users, even 25 still is a large
number of people. The average traffic for the services in the sample is almost 3000, but also
here; the median is much lower and accounts for 280. To illustrate the fast rise of Web 2.0
services, Figure 3 shows the rapid uptake of YouTube since 2005.
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Figure 3 Overview of YouTube’s daily reach (source: Alexa)
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Comparing these services with Web 1.0 services — cnn.com has a traffic figure of 11.000, the
website of the British Encyclopaedia Britannica has a traffic figure of 350, while Wikipedia
counts 62.500. The Washington Post is measured for a daily reach of 2200, which is as much
as the daily reach of Bloglines — a news feed aggregator. Kodak gallery has a daily reach of
600 — compared to the traffic generated by Flickr: 12.000. Looking at these figures, it can be
stated that Web 2.0 services are generating a lot of traffic, often even more than Web 1.0
services do.

3.3 The nature of Web 2.0 services

Table 2 Classification of Web 2.0 services (N=139)
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Besides estimating the uptake of these Web 2.0 services, it is also of importance to indicate
the nature of the services we have been studying. Error! Reference source not found.
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presents a classification of the Web 2.0 services in our case sample. Most services provide
users with the opportunity to store and share content like photos and videos. These websites
are primarily directed at user-generated content. Social networking and community websites
are also clearly present in the Web 2.0 domain. Besides MySpace, Orkut and Friendster,
many other social networking services have come into being. For example Meetup, which
provides people with the same interest a platform to find like-minded individuals in their
neighbourhood. They meet up in real life. The service intends to vitalize local community.
Other communities have different goals, but they all focus on connecting people with similar
interests. Also the services that provide user tools are often focussed on social aspects. Ning
is a tool that lets users create their own social networks. Users can make easy personal pages
with Peanutbutter, personalize their start page with Netvibes or Pageflakes and collaborate
with others through the Basecamp tool.

3.4 Summarizing

To sum up, looking at various research outcomes, most evidence underlines that the new
generation of web services in general are taken up very rapidly. There has been an
exponential growth of the uptake and use of services with Web 2.0 characteristics.
Specifically services that focus on sharing and storing content (like YouTube and Flickr) and
social networking communities (like MySPace, Orkut and Friendster) are very popular
among users. Sharing, finding, saving, connecting and communicating seem to be the key
aspects of the services in our case sample.

4. Societal re-engineering

Figure 4 Classification of user roles in Web 2.0 services
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In the introduction to this paper, we have stated that active users are the linchpin of Web 2.0
services, as they thrive on active interactions between and connectivity of users. To support
and refine this statement, we analyzed this ‘user activity’ by focusing on the kind of roles
users were allowed to play. The roles were categorized as consuming roles, creating roles,
sharing roles, facilitating roles and communicating roles. Figure 4 shows the classification of
user roles in the Web 2.0 services of the case sample. All user roles are frequently enabled by
the services — which indeed indicates strong user activity.
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Looking at 139 services, it becomes clear that these roles are rather diversified. For example
consumption not only consists of reading, viewing and listening. Users are also enabled to
search, download, buy or play. Below, per user role the outcomes of the analysis will be
discussed. We shall pay attention to the way these roles are divided into sub-roles and what
users do most.

4.1 Consuming

Consuming content is the most passive role for users, for it is the stage in the value chain
where the value of a certain product is transferred to the user. This is the case when a user
buys a product, or uses a product, for example by reading or viewing content. If websites
offered the user the opportunity to find and consume the content, this was labelled
consumption. Consuming still is the main activity of users online; 91 percent of the Web 2.0
services offer some kind of content to be consumed. Many services, 78 percent, also allow
users to search their website or database. Some services fully focus on searching
functionalities, for example personalized search engines. Finding things online is very
important. 66 percent of all services offer their users material to view audiovisual content on
their website — for example photos or video. In 31 percent of all cases — videos are directly
streamed on the websites. Only in 19 percent of all cases, users can download movies. 32
percent of all services in the case sample were offering their users reading material — for
example news messages or weblogs online. In 16 percent of all services, users were offered
to buy things online. 14 percent of the services provided audio content and only 4 percent let
the users play a game.

4.2 Creating

Opposed to traditional web services, users are more and more offered the opportunity to
create their own content. In 88 percent of all cases users were in one way or another creating
their own content. But content creation can be measured at different levels. In 43 percent of
all services, users can create and upload their own content — for example movie clips or
photos. Users also often are enabled to write their own weblog. Customization is a different
form of user generated content. This is a more limited form of content creation, because users
are only allowed to adapt a service, existing content or products as they please. This
adaptation is only allowed to take place within given limits, pre-ordered by the service. In 35
percent of the services, users were enabled to customize something in the services. Often,
users are allowed to customize their own personal profile — change colours, add pictures
etcetera. One quarter of all services allows users to contribute. They can add something to a
website — for example a review or their own story.

4.3 Sharing

Web 2.0 services also enable users to share content and thoughts on a large scale. 68 percent
of the services have a sharing functionality. Half of all services allow users to publish their
own work — audio, video or text. Users can upload their work on these services in 47 percent
of all cases. Almost one third of all services allow users to send their content or a link to their
content directly. However, there are only a few services that use a P2P network to allow users
to share content. This indicates that these services are only semi-open. They enable users to
take on many different roles, but the way the services are operated do not change the
hierarchical organisation of the service.
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4.4 Facilitate

In 76 percent of the online Web 2.0 services, users take on facilitating roles as well. They not
only facilitate their own activities, but also help others. By adding keywords (tags) to content,
users make searching content more easy for others. Almost half of all services (48 percent)
allow users to tag content. Some services offer tagclouds. These are “clouds” with keywords,
such as in the example (

Figure 5) below, where the most popular tags are shown that are applied to photos at Flickr.

Figure S Tag Cloud on Flickr (Flickr.com)
06 afiica amsterdam animals architecture art asa august @uUstralia awumn baby
barcelona D€ach berlin birthday viack viackanawnite blue boston bw
california cameraphone camping canada canon car cat cats chicago
china christmas church city clouds color concert aso day ¢ dog england

europe i family festival nim florida flower flowers food france
friends fun garden geotagged germany girl grefiii green halloween hawaii
hiking hollday home honeymoon hongkong house iNdia ireland island Italy Japan july
kids a lake landscape light live london losangeles MAcro march [ME MEXICO mountain
mountains museum MUSIC Nature new newyork newyorkety newzealand Night

The more often a certain keyword is used, the larger this word shows in the cloud. The
tagcloud shown in

Figure 5 shows that more people have uploaded photos about their family and London than
photos with the keyword honeymoon. By tagging, users make searching more easy. In 45
percent of all services, users can subscribe to each others content — or the content of the
service. Often RSS feeds are used to accomplish this. Some services even let users burn feeds
themselves. 25 percent of the services allow users to filter or channel. They either can decide
for themselves which users can view their content, or users can categorize their content into
channels. Users can also recommend content to others. This is the case in 22 percent of all
services.

These facilitating user roles are exemplary for the developments in the online domain. Social
bookmarking has become very important. Instead of traditional taxonomies (central
classifications of content) users are creating these classifications themselves. This activity has
come to be known as folksonomy. Because users themselves create metadata and help others
to find relevant content, they have become information brokers themselves. This guiding and
gate keeping task traditionally was taken up first and foremost by business parties. Examples
are Google in the online domain and traditional creative industry firms like record companies
in the offline domain. These powerful gate keepers determined to a large extent which music
would be sold in the stores and played on the radio.

4.5 Communicating
Communicating is another important feature of Web 2.0 services. Almost 70 percent has
some sort of communication functionality. More than half of the Web 2.0 services allow

users to comment on others. In 42 percent of all services, users can directly send a message to
other users. Marking content is another activity users can take on in these services. In 35
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percent of all services, users can give ratings; they can judge content — and even other users.
Direct chatting is not as popular. Only 15 services, 11 percent, offer users the possibility to
directly chat with one another.

4.6 Summarizing

Societal re-engineering is indicated by the shift from top down to bottom-up dynamics,
characterized by new user roles in Web 2.0 services. Traditionally, users were mainly
consumers of content. But on the Internet, they are enabled to take on many different roles —
which they have done on a large scale and which in turn has influenced the innovation
dynamics underlying the rise of the new generation of web services. These user roles have
been illustrated above. Users have started creating content on a large scale. They share this
content and thoughts with each other through the Internet. Furthermore, hierarchically
defined taxonomies are more and more supplemented and possibly replaced by folksonomies
based on collective intelligence.

These developments are in line with various researchers that have pointed out that users are
increasingly important. Toffler (1980) already indicated that users were increasingly
combining their consuming role with producing tasks, for which he has introduced the
famous phrase “prosumers”. Some years later, Leadbeater (2004) coined the term pro-ams,
referring to amateur users who where more and more professionalizing their activities.
According to Leadbeater, innovations where often not diffused through a pipeline, but
initiated more bottom-up (swarms of innovation). Furthermore, Von Hippel (2005) has
written extensively about the impact of users (lead users) on the innovation process in his
book Democratizing Innovation.

5. Creative institutional destruction

According to Perez, the ‘golden age’ of a new technology is also characterised by creative
institutional destruction. One hint that things are changing are the rise of innovative user roles
as explained above. But it takes more for a society to develop in ‘newly engineered’ ways.
Do new and innovative user roles make a difference or are they merely incorporated into
more traditional ways of organizing business as usual? A sign of creative destruction may be
that new business models are beginning to develop, expressing shifts in ‘patterns of
production, consumption, organization, management etcetera’ (Perez, 2002:153). Therefore,
in our analysis we have made an attempt to unravel some of the features of the underlying
business models for Web 2.0 services.

We will discuss two important basic features of this conceptual model. Firstly, the revenue
models of Web 2.0 services will pass in review. Changing revenue models are an important
indicator of the destruction of old business models. But as we have explained, a business
model is more than only a revenue model. We use a conceptual framework building on four
layers that all add something to the companies’ value offering, as is shown in Figure 1.
Therefore, next to the revenue model, we will also pay attention to technological aspects of
the Web 2.0 services — more concrete — the openness of these services for change. The value
proposition of the services has already been subject of this paper in the above section about
societal re-engineering. Therefore this part of the business model will be taken together with
the value network concept. These two concepts will be illustrated by an example.
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5.1 Revenue models

More than half of the services (67 percent) make money by placing advertisements on their
websites (see Figure 6). Most services use Google Adsense, which arranges for the
advertisements to be adapted to the content of the service. This is basically no different
revenue model than more traditional forms of media have. But there are also other and often
complementary revenue streams for Web 2.0 services. 20 percent of the services in the case
sample had some sort of subscription service. Users were offered extra functionalities or for
example extra storage capacity for a monthly fee. Other services (19 percent) offer their users
actual products on their website. A smaller selection of services (7 percent) use premium
services, add-on services users have to pay for, or charge users per X use (6 percent). Most
websites that are offered by individuals or are part of open source projects ask their users for
voluntarily donations; these websites often do not contain any advertisements and count for 7
percent of all services in the sample.

Figure 6 Revenue of Web 2.0 services
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From the case analysis, one striking characteristic is that 17 percent of all services share
income with their users. This is a much larger percentage than we had anticipated before the
analysis. And it is a very interesting new aspect of Web 2.0 services. In what ways do
services share revenues with their users? Services that share revenues most often are photo
and video sharing websites (35 percent), news services (17 percent), social communities (17
percent) and marketplace websites (13 percent). In most of the cases, services share their
advertising revenue with their users. This is not surprising — considering this is the main
source of income for most Web 2.0 services. But there are also other possibilities.

There are several services, for example iStockphoto, or Fotolia that allow users to display
their own photos as ‘royalty free’ images. Other users or business parties can buy these
photographs at different prices and the user will receive an incentive per photo sold.
AssociatedContent, a news website, screens all content that has been send in by its users.
They will buy content they find interesting enough to attract other users. The service itself
makes money out of the advertisements shown on the website. Another news website,
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Nowpublic, enables users to write their own news stories online. They do not apply a strict
selection. Other users who find the stories of one particular user interesting, can make a
voluntarily donation. Squidoo, a bookmarking and recommendation site, not only shares
advertisement revenues, but also affiliate revenues when a user recommends a product from a
commerce partner (for example Amazon or eBay). At IMVU, a 3D chat application, users
can earn money by making content (for example objects or environments) when they have
obtained a pro developer status. Sometimes, the revenue share grows when a user has build a
solid reputation online.

How popular are these services among users? According to the Alexa service, these services
on average generate traffic measured at 605 per day. This is below average, but the median is
400, which is above the general case sample median. Subsequently other services (for
example YouTube) that have not yet taken this step of letting users share in revenues are
exploring this option as well.

5.2 Open or closed technology

Most services are relatively open. Almost all services, 94 percent, offer their basic
functionalities free of charge. They are very accessible and often have a user-friendly
interface. The services are mainly web-based — 85 percent of all services can be used without
installing software. This lowers the threshold for participation.

But it needs to be underlined that services are not completely open. Users do need to log-in to
make use of the main functionalities. Technology is often deployed to enable users to
navigate easily the website functionalities. As has been shown in the previous section of this
paper, users are relatively free in Web 2.0 services to create content themselves, add things
and personalize the services they use. The analysis of the case sample also shows that many
services offer users the possibility to combine different services. I can for example upload my
Flickr photos on my social community network, or automatically bookmark certain services
on my del.icio.us account. These characteristics imply that most Web 2.0 services truly use
technology in an open way.

But looking more closely, this statement deserves some modification. If services would be
truly open, users would also be enabled to tinker with the technological framework of the
service, as is the case with open software projects. Or users would be enabled to control the
data sharing themselves, as is the case in P2P file sharing networks. Our analysis shows that
only 7 percent of the Web 2.0 services is actually based on open source software.
Furthermore, only 1 percent uses P2P technology for file exchange. Nonetheless, if you
compare these Web 2.0 services with ‘Web 1.0 services’, users do have many more
opportunities to interact than before. Therefore, the way businesses position themselves on
the Internet can be classified as semi-open.

5.3 Value network and value proposition

Many services strongly rely upon their users for value. Therefore, attracting enough users is
extremely important. A social networking site without users can not provide a lot of value. A
video website without users uploading videos is of no use either. How do businesses
optimally exploit connectivity and the new user roles that have been explained earlier in this
paper? As has become clear looking at the technical specificities, services provide users a low
threshold for participating. They often do not have to pay for basic functionalities and the

- 86 -



services can be used from any location without users need to download software. Services
also often position themselves as cooperating with other services. At least one third of the
services in the Web 2.0 case sample were explicitly offering functionalities linked to other
services. Many weblog and social community services enable users to incorporate their Flickr
photos or YouTube movies directly into their account. Photos can be placed on location maps
(“Google mashups™) or websites can be automatically added to bookmarking accounts. These
features enhance the value for users.

The more users participate in these services, the higher the network effects are. One example
of a service that heavily relies on these network effects is Couchsurfing (couchsurfing.com).
This hospitality service connects users that are travelling abroad in real life. The service
provides travel information and offers users contact addresses in the countries they are going
to visit. This service makes travel agencies and even hotels obsolete. Users offer each other a
place to stay. To provide an extra safety measure, the site uses an extensive status system
(vouching and verification) to make as sure as possible that the users are reliable.

Another example of a service that tries to maximalize user value is iStockphoto. As has been
described, many services try to keep the threshold for participating as low as possible. They
try to obtain as much users as possible. But iStockphoto employs a different strategy. Every
user that wants to upload photos to their website is screened. The quality of the photos must
match certain pre-defined criteria. If users are allowed to participate, they may upload photos
and share revenue with the service when their photos are sold. By being selective,
iStockphoto tries to improve its value for others.

5.4 Summarizing

Summarizing, changing revenue models of Web 2.0 service point to some first signs of
creative institutional destruction. Users are increasingly incorporated into the revenue model
of services. Not only as paying actors, but also sharing revenue with business parties.
Looking at other elements of the business model of Web 2.0 services like the value
proposition and the way services are cooperating, it becomes clear that services are creatively
employing their users’ activities. Many websites of more traditional media services like
newspapers and television stations are also increasingly incorporating Web 2.0 characteristics
into their services. On the BBC website for example, users are invited to send in their own
photos or comment on news messages. Most Web 2.0 services try to be as open as possible to
attract many users and optimally create value. On the other hand, figures about open source
projects and P2P file sharing indicate that truly open in technological sense are only a few.
We may therefore conclude that up until now, only ‘relative’ creative destruction can be
discerned.

6. Future directions

As has been outlined in the previous section of this paper, Internet characteristics, combined
with user activities push, and at the same time enable companies to reorganize their
businesses. Business models are changing. New parties enter the field. Businesses have also
started to incorporate user roles into their business models. But the developments still raise
many questions. One of the uncertainties coupled with user roles, concerns the further
development of the Internet — will it remain a relatively open environment where users can
freely move around, or will it develop into a more closed environment. A second uncertainty
concerns the way revenue models are going to develop. Will services remain free of charge or
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will users increasingly need to pay for online services and content when these services have
become a natural part of everyday life? Will the characteristic of users sharing in the revenue
of the services further develop? How will services organize their business in the future, and
what consequences will this have for user roles? These uncertainties can be further analyzed
by conducting a scenario exercise.

Figure 7 Scenario quadrants (Source: Slot, 2007b: V)
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In the context of the B@Home project (a Dutch research project focusing on the future of
broadband multimedia services in the home), a scenario exercise was conducted that analyzed
these uncertainties (Slot, 2007b). Four scenarios where constructed for 2015 along two axes:
free content/ services for users versus users pay for content/ services, and an open and free
online environment versus a closed and protected online environment.

Looking at the axes, four scenarios are defined (see

Figure 7). Scenario one is called Grassroots Hobbyists. This scenario (free content/ services
in an open and free environment) is characterized by bottom-up developments. Users are
active participants, creators, producers and distributors. Firms have no clear revenue models.
Because users have taken the lead, they play a small part in the innovation process. Scenario
two, Marketplace M@rvels, (users pay for content/services in an open and free environment)
has the same characteristic as scenario one, considering the open and free online
environment. But in contrast to scenario one, where business parties were not making any
money, new revenue models have been developed that allow content and service providers
(sometimes also users themselves) to earn money. The third scenario is called Webworld
Billboards. In this scenario (free content/ services for users in a closed and protected
environment) user communities are exploited as marketing machines. Users act as
gatekeepers and rate and tag content. Innovation is a continuous process and businesses act as
facilitators and content providers. In Bandits & Cashcows, the last scenario (users pay for
content in a closed and protected environment) the main characteristic is the utilization of
strict copyright protection. Businesses are very scared of copyright infringement, and users
fear for their privacy. Users and businesses are strictly separated and innovation is hampered
by harsh copyright protection.
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We will not discuss these scenarios in great detail in this paper.’ But it might be interesting to
highlight some of the main issues presented in the scenarios.

6.1 Main scenario issues

The four scenarios enable different user roles. In two scenarios, the online environment
remains relatively open. The Grassroots Hobbyists scenario as well as the Marketplace
M@rvels scenario enables users to take on many active roles. In the latter scenario, users
even earn money with their activities on a large scale. If the Internet develops into a more
closed and controlled online environment, user roles will be much more constrained. The
Webworld Billboards scenario still permits users a limited form of freedom. They can still be
active in online communities (this is also stimulated by businesses), and can also actively
share things with each other. But still, Internet has changed. Users have to register more
extensively and user identity is coupled to mobile phones. Content can only be shared in
streaming format. Most limitations are present in the Bandits & Cashcows scenario.

The level of openness not only influences the way users can behave, but also the possible
interaction between users and businesses. The more freedom for the users, the more two-way
interaction will develop in the future. In the Grassroots Hobbyists scenario, the users enjoy
great freedom. They can take on many roles and can use services and content for free. In this
scenario, the roles for traditional business parties are declining. Businesses will have great
difficulty developing viable business models. Users will not represent monetary value for
businesses online — they will primarily take the users as a source for the offline product
development.

On the other side of the spectrum, in the Bandits & Cashcows scenario, we see a different
development. The more closed the network and the more often users have to pay for online
content and services, the more limited user roles become. Internet is characterized by one-
way traffic. Large multimedia corporations will create walled gardens. Users are seen mainly
as consumers. They only have access to controlled and approved websites. Users are severely
restricted in putting content online themselves. They need to go through an authentication
process before they can enter the Internet. This is more of a top-down model.

Scenarios two and three steer a middle course. The dynamics between users and business are
characterized by top-down as well as bottom-up interaction. Users need businesses for their
experiences and facilities like servers. Businesses are providing the outlines and edit content
to make it more attractive for the users. They facilitate users technically and editorially.
Because the threshold between users and businesses is extremely low, they can constantly
interact to improve the services they offer. Businesses need users for their input, user base
and information. The market has splintered into thousands of niches, and companies need
users to make sense of this. Because many similar services are online, competition is fierce.
Internet is an open environment and users demand the right to use their content in many
different ways and access their content on different platforms.

Thus, even if Perez’ model of deployment is applicable to the Internet development, the way
this uptake is going to take shape in the coming years, depends on many decisions. We
should be aware that decisions about the character of the network are affecting user roles and
the interaction between users and businesses. There still are a lot of uncertainties in the online

? For more information about this project, visit http://www.userproducer.nl/future-users.html
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domain. These uncertainties are not going to be solved here. But it needs to be underlined that
ongoing research about the online developments and the roles of users is crucial in
understanding ongoing developments.

7. Concluding

We have started this paper by stating that users were crucial for the development of the
‘golden age’ of the information society. Taking Perez’ concepts that mark a period of more
stable growth, we have first analyzed the deployment of Web 2.0 services. Various
researchers have shown that the Internet in general is taken up very rapidly and on a large
scale. There has been an exponential growth of the uptake and use of services with Web 2.0
characteristics. Our analysis has shown that particularly services that focus on sharing and
storing content (like YouTube and Flickr) and social networking and communities (Like
MySPace, Orkut and Friendster) are very popular among users. Sharing, finding, saving,
connecting and communicating seem to be very important aspects of the services in our case
sample. Thus it is fair to conclude that the stage at which we are now, can indeed be
described as a phase of high (and still growing) deployment. However, there are more
characteristics that should be taken into account.

According to Perez, a key characteristic of the deployment period is societal re-engineering.
To make an assessment of this concept, we analyzed new or innovative user roles. We have
shown that Web 2.0 services enable users to take on many different roles, which reflects the
active involvement of users in the appropriation process of these services. Traditionally, these
were often reserved for business parties. Users have started creating content on a large scale.
They share this content and thoughts with each other through the Internet. Furthermore,
hierarchically defined taxonomies are more and more replaced by folksonomies based on
collective intelligence. The empowerment of the user is an indicator for this process of social
assimilation.

A third concept we have studied to complete our analysis, was the level of creative
institutional destruction. Creative destruction could be indicated by new business models
underlying Web 2.0 services. The results show that most businesses still rely on
advertisements as their main source of income, just like traditional media companies have
done for years. This does not indicate any changes. But our analysis or revenue models of
Web 2.0 service indicates that hints of creative institutional destruction can also be detected.
Users are increasingly incorporated into the revenue model of services. Not only as paying
actors, but also to have a share in the revenue. Looking at other elements of the business
model of Web 2.0 services, like value proposition and the way services are cooperating, it
becomes clear that services are creatively employing their users’ activities. But it also needs
to be underlined that the openness of these services can be questioned. Figures about open
source projects and P2P file sharing indicate that only a few services are truly open in
technological sense. We may therefore conclude that up until now we can only see
indications of ‘relative’ creative destruction. Although substantial changes in the organization
of business models, are noticeable, there still are no strong indications that traditional
hierarchical relations are fundamentally changing.

We think that Internet developments indeed have taken us to a second stage of sustainable
growth, characterised by high deployment and a better match between the 'new' technology
and the socio-economic context in which it is deployed and embedded. Since we are at the
very beginning of this period, we still have some doubts about the classification of this age as
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a “golden age”. Still, a lot of uncertainties exist. These have been highlighted in the section of
this paper about the possible future.

7.1 Research note

Although our analysis of Web 2.0 services does shed some light on the nature and use of Web
2.0 services, it needs to be underlined that we are still at the beginning of this exploration.
The data that we have used still needs to be further supplemented and refined. Furthermore,
to enhance the analysis, more data should be collected that shed light on traditional user roles
and business models. Our explorative approach also could benefit from some conceptual
refinement and more data should be collected. Nonetheless, this exercise has proven to be a
first step in a very interesting direction.

7.2 Follow-up

A lot of interesting questions remain unanswered. There are many questions that concern
policy implications. As Pascu et al. have already stated, “The development of Internet 2
applications also opens a wealth of policy-related research questions”. For example how
countries are going to approach global Internet issues, or the way we are going to deal with
intellectual property rights. These questions will prove a true challenge to policy makers.

But also in terms of social and economic impact, user roles still need to be further
investigated. What is driving users to take on this variety of roles and how are they going to
behave in the future? These issues are inextricably linked with business-related questions.
Will the market stabilize and will businesses be able to structure user behaviour or make a
decent living out of their Internet activities? These questions seem relevant from scholarly as
well as market point of view. Since we are only at the beginning of the period of high
deployment, the online domain will be a continuing source of research material. We need to
collect more and reliable data on online services and user behaviour. This paper is a first
small step in this endeavour.
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Abstract

This paper describes results of an explored application field in the ICT based on a user-centric-
concept and shows insights of a practical design-approach focussing on the identifying and
creation of service innovations in the core field of telecommunication —communication and
rechability management. Based on qualitative user-interaction, emphatic observances as well
as contextual inquiries and creative focus groups with experts need structures have been
identified, transferred into service-concepts and the relevance of the future benefit potential
was demonstrated.

Key words: Reachability management, communication and reachability context, user-
centered-design, digital service innovation, contextual need analysis, service creation, kairos;

From the perspective of the telecommunications sector, the focus for the past five years has
been on technical transportation systems — such as GSM WAP, GPRS, WiMax, Bluethooth
UMTS, Edge etc. — in connection with downloadable multimedia content. Little innovative
attention has been devoted to the revenue classic of voice communication as focus tended
more towards offering voice customers additional portal and data content applications in order
to realise the incorrectly high revenue prognoses with data applications and traffic after all.

In most cases however, the “real” needs of communication customers have been given little
attention. The data content portal strategy was only marginally successful as regards its return
on investment. New potential areas for sales are being sought — particularly when presented
with increasing competition among IT and TC companies in the converging IP market.

With the upcoming personal, fixed-mobile synchronous and asynchronous communication
user faces new challenges in convergent dealing with his communication management.

Since the invention of the telephone we have witnessed a revolution in the development of
communication opportunities. In the beginning, reaching users was dependent on the user
being close to a fixed telephone with a set telephone number at the end of a line. Today users
are faced with a large number of different communication channels and end devices with
different telephone numbers and addresses: e.g. fixed phone, fax, e-mail, cell phone, short and
multimedia messaging services, voicemails, internet chats, instant messaging like Skype, 1CQ,
twitter etc. Now users are confronted with a new challenge, that of being able to manage their
personal reachability and communication needs across different forms of media in an
accomplished way.

The current trend in the emerging IP world of communication involves taking a step
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backwards and focussing attention on the user, encouraged by the new applications of Internet
2.0 where IP users reinvent digital applications for their respective needs and characterise
them with their own personal content, communication and network community relations. ,,The
bigger the city, the more likely it is that a user will be able to find just the right clique because
the overall supply of social groups and watering holes is so vast.” (Ziv, Mulloth, 2006) Even if
the first successful business models of Web 2.0 applications in the areas of User-Generated
Content and Mobile Social Software could be termed overestimated and less than consistent,
significant need structures and principles have however become apparent. These indicate an
innovative and intensified desire for participation and communication on the part of users.
Internet and wireless are no longer individually useful but are rather merged into technology
and used in a collective, entertaining, context-interactive and interchangeable manner. User-
creative is what this trend of Mobile Web Convergence 2.0 could be called. Mobile Web 2.0 is
focused on the user as the creator and consumer of content ,at the point of inspiration’ and the
mobile device as the means to harness collective intelligence. (s. Joakar et. al. 2006)

But this turnaround is not in fact as new or surprising as currently suggested. The exchange,
networking, customer-generated content and collective distribution of communication have
always been valid and strong need structures throughout history.

The content of classic telecommunication services has always been “empty transport
channels” filled with “user-created” content. Even carrier pigeons at the time of Pharaoh
Djoser in 2600 BC were out and about with individual messages (s. Dauk, 2004). Seen against
this background, synchronous “voice” applications or asynchronous services such as SMS or
e-mail communication have always been “2.0”, i.e. they were created and used by the user or
subscriber and thereby strongly aligned towards the needs of the respective communication
user. Since the era of Graham Bell 1876, the telecommunication sector has been offering
channels for transmitting user-created content which the user fills and then uses. Use is
sometimes as planned and intended yet entirely unexpected to date. The history of SMS (short
text messages) is only one such example. Users have displayed astounding creativity over the
years in the application of “reachability” in particular, e.g. in how they have invented,
established and exploited a variety of new communication opportunities in the form of ring
tones or mini news snippets. Nevertheless, the telephone is still a “blaring madcap which
unexpectedly interrupts the recipient of the call” (s. Flusser, 2004 — translated by author).

The mobile and social-interactive context of users will be of interest in the future. Users see
the merging of previously technically diverse transport channels as permitting communication
options to be used in parallel (i.e. synchronously). Convergent and multimodal communication
and reachability management is becoming possible, i.e. a proactive decision as to how, when,
using what channel and preferably at a certain time contact is established. Other new design
options are in the area of “knowing who is where and what he is doing at a given time”. This
type of presence and near-realtime know-how about people, situations or events applies as a
new quality and increase in efficiency in communication, particularly in communities.

Kairos, the Greek god of the right or opportune moment, can be regarded as a guiding figure
for future improvements in context-related communication interaction. The aim is to apply all
forms of communication in a sensible and targeted manner as well as adequately adapted to
the current context. However, with its various technical transmission channels and standards,
communication technology has some considerable catching up to do in this regard.
Reachability and the professional management of various communication variations available
are therefore long-running issues. Especially against the backdrop of the new and future
possibilities arising from telco-convergence and the variation opportunities offered by IP
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communication, an immense uncharted area of development emerges for services, applications
and the design of new business models.

The aim of this paper is to analyse the experience of three different development projects from
innovative practice and research to analyse, derive and systematically depict the relevant and
particularly manifest parameters for designing future reachability solutions. Derivation focuses
on the actual user who formed an active component of the analysis and development phases in
each of the three projects. The condensed results are presented on a structural, practical and
theoretical level — giving insights and working out the relevance of the field communication
and rechability management for future service creation in telco-convergence.

What is Communication and Reachability Management?

Management of communication and reachability in the ICT are difficult to record and are
subject to definition. The semantic area of the term of reachability is: Accessibility,
availability, roaming, ubiquity. Most of the terms describe a technical context of being reached
and furthermore these terms describe the possibilities of communication “connectivity”.
Nowadays nearly in all regions in most of the developed nations there are accessible mobile
infrastructures which support the concept of always being connected (Salkintzis, 2004). So
reachability is mostly used in backgrounds of technical research and coding context of
networks. As early as 10 years ago, the challenges and opportunities of the issue of
reachability management were depicted in technical research projects. Back then however, the
focus was on the issue of multilateral security and protection. One research project in
Germany examined the potentials of a reachability management service intended to filter out
unwanted callers. Furthermore, recipients were also able to individually adjust and manage
various role profiles (s. Reichenbach et. al. 1997, Rannenberg, 2000).

Up to now the topic is not examined and defined straight from the users’ point of view and
with focus in the converging technologies and innovations. Reachability in the context of the
analysis presented is defined as follows:

Optimising the design and creation of reachability has the objective of the persons involved
actively influencing and utilising an optimum channel and time within the framework of
planned or intending communication interaction.

Within this paper the focus is on the users point of views. The need to reach or be reached by
someone or something is the basic requirement of any type of communication. Reachability
management basically enables personal communication.

Customers can select the incoming and outgoing digital communication channels as well as
steer them and individually adjust personal reachability in accordance with their current
context and change it using the multiple possibilities available. Reachability concerns both the
classical model of sender and recipient of communication interactions according to the
communication model of Shannon and Weaver (s. No6th, 2000, p. 244). Knowledge of the
current status of reachability is essential if communication is to be successful. The range of
possibilities for contacting and communicating is vast. Depending on the context knowledge
availed of by the recipient, selection of the communication channel is shifted to the sender.
Communication is the most central requirement of society. In the past migration levels of
information and communication technology, the management of multiple communication
possibilities was given little attention. Developments concentrate on portal access and content
management although it is obvious that the potential is currently being increased.
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Reachability principles and parameters from the user’s point of view
The principles of reachability basically have to do with the sender/actor and receiver of the

communication interaction. In addition to that the following aspects are playing a major role
for the integrated communication in future.

Figure 1: Identified interaction principles of reachability from the user’s point of view
Kentron — Eros
] .
Data Stimuli

Kairos
Teles ET) L ™ _\© . Agora
Objects \ @ Q / 99 Community

The right and opportune momen

—-

Topos E BB Chronos
Location Process
,»Kairos® Knowing the right or opportune moment for communication and the best
channel.
,,Kentron* The central data port or web based interactions.
,»Bros‘ The intention of prompt interaction and the stimuli of communication. Optional a situation or
location based initiation of communication activities.
»Agora® The principle of a market place for sharing information and communication

within a defined community.

,,Chronos* The remaining time, planning and coordinating of process based managements
»Topos® The location and environmental relation, furthermore the deposition of items.
,»Teles The remote interaction with and to things, distance steering and control.

Reachability, availability and connectivity are the requisite trinity for ensuring that
communication takes place in accordance with the expectations of the communication
participants, whereby managing reachability or optimising communication as regards.
Reachability Management describes the same objective, i.e. perceiving the context of
reachability as being capable of design in an active and passive sense and utilising it to
optimise existing forms of communication. At the same time, individual development of new
forms of communication is possible.
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Figure 2: The seven basic parameters of contextual reachability management
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On closer examination the topic reachability management can be differentiated in the
following seven basic parameters. These possess a strong validity from the users point of view
both in business and private usage context. The parameter will help for a further segmentation
and systematic analysis of the examination field. The following characteristics can be defined:

- 1. User Settings: set-up, filter, usability, device/system/service interaction

- 2. Personal Communication: interaction with individuals, peer-to-peer

- 3. Social Communication/Community: point-to-multipoint, point-to-anypoint
- 4. Data: data access; third party & user created content

- 5. Location/Environment: location based services, local interaction

- 6. Object: inquiry, control & monitoring, objects around, machines,

- 7. Process: tele remote, process warning signal, tele-observation

The combination of the presented parameters is the next step for further systematic analysis of
the complex and wide spread examination field of reachability management. To develop
simple and understandable abstract patterns and principles in which reachability can dissected
is the generally accepted fundament for the focused user-centric design approach.

Reachability context

The identified area of potential in the “customer-oriented telco-convergence innovations” of
the future concerns design of the “reachability context”. In the migrating IP convergence
world of the future, a variety of IT and telecommunications applications will merge. What’s
more, new possibilities will arise and technical realisation of a wide variety of types of
communication will no longer be the key problem with focus centring on adequate and
customer-friendly preparation, depiction and increase in quality of the possibilities in the
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context of reachability. The existing and future possibilities associated with interacting and
communicating with people, items, places and processes at all times and everywhere via a
wide variety of possibilities will require innovative management and uncomplicated customer
communication of future offer portfolios in this area. The basic issues for future application
designs are:

- What types of communication are available? How popular are they among users?

- How can the diversity of offered possibilities be comprehensibly made accessible to a
wide base of users?

- How can communication and interaction be simplified?

- How can reachability be optimised as regards individual participants and situations?

- How can times and the type of communication application be optimised?

- How can existing channels be enriched?

- What choice of communication is the right one for what purpose as well as being
promising for a certain time?

- Are there any potentials for new types of communication? Needs that have as yet
remained undetected?

- Can a “Communication Richness Theory” already be defined today from the
customer’s point of view? (s. Daft, Lengel, 1986)

The fundamental goal is to improve competence and the successful and targeted application of
multiple communication options on the part of the user. The success and quality rate of a type
of communication should be increased — either technically or in terms of acceptance.

The reachability context is defined as the “active and/or passive context in which all
possibilities and requirements of digital technology can be designed in terms of IT and
telecommunication from the user’s perspective”. The context definition includes the
prerequisite, intention and planning as well as implementation and follow-up of a digital
communication activity which involves one or more sending or receiving participants
interacting in various ways (synchronous or asynchronous transfer channels).

Figure 3: Reachability context along the general communication/interaction process

Reachability context

Caller/sender context Callee/receiver context
Contact Communioation\ Synchronous\\ Answering \ Post

management initiation processing
Asynchronous Forwarding

@ Subscriber A @@ @ Subscriber B @@

Community A @ Community B @

The following individual issues are of relevance in this communication process:
- Updating and managing contact data
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- Context specific list of fitting interaction partners based to the user’s intention

- Preselected list of possible communication channels

- Adjusting role definitions for persons or contextual situations

- Analysis of current context parameter with automatically definition of fitting
reachability rules based on the user’s behaviour in the past

- Intention sample for communication activities

- Selection of communication options (communication channel or medium)

- Time- and context-related influential factors in the success or failure of reachability

- Statistical documentation of communication structures, samples and networks

- Individual saving and structured storage of messages and interaction events like voice
call, instant messaging, chat etc.

Key position in these definition of communication and interaction process are the respective
usage contexts and environmental parameters the user are in. Here results some important
factors and requirements for optimising the communication process on the shown steps.

The analysis approach

The convergence potential was examined methodically and creatively in various analysis
steps, whereby the aim was to validate the persistence of the future relevance of the area over
the medium term. The second step involved performing qualitative user observations and
focus interviews supplemented by expert ideas and opinions in order to outline the potential
specifically in rough concepts.

The focus of this publication involves an insight into the selected results of observation and
interview interactions. The emphatic analysis approach was deployed over a period of six
weeks with a total of eighteen coached observers in three selected everyday contexts.
Prioritised contexts are:

- the family (at home and out and about)
- job-holders (during their working day, at the office and on business trips)
- and as a cross-section area for the user groups observed in a recreational context.

The observers were sensitised in advance to the issue to be examined in order to document
user requirements and typical or conspicuously different behaviour. The basis for the
contextual introduction was a definition and delineation of the issue of “reachability and
communication” from the user’s perspective.

The observers were given a type of diary and orientation guidelines to document the
discoveries observed and experienced by them. Particular importance was given to the
description of individual situations and statements of individual users. Furthermore, the results
were continuously evaluated within the framework of individual discussions with the
observers every two weeks.

Results from the private/family context

The results of individual analysis contexts are summarised below as examples. Within the
framework of this article, results were compressed and reduced to the “major” phenomena. For
the purposes of improved comprehensibility, additional core statements by observers and users

observed by them are depicted and described as well as some detailed behavioural situations.

Core statements by the observer:
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- “The telephone rang three times in a row at a friend’s house and each time it was a pre-
recorded automatic prize-game announcement.”

- “When I get home in the evening and listen to my answering machine, three or more
automatic prize-game calls are on it some days.”

- “A bouncer for calls to my mobile”

- ,,To know the cause why the caller ringing is a strong need identified at all observed
people. There are no exception to the different situation contexts of the callee.*

- ,,New communication channels are wanted — something shorter than SMS only for one
stop information — no interaction.*

- “Stay in contact, check daily organization tasks and take care on each other is need of
families. Existent communication tools are not perfect for realizing this. Means all time
interaction — silent watch is not possible.”

- “The user don’t want to forget important dates and communications as well as seeing
who is next on calling list.”

It was then possible to derive and prioritise the following needs and requirements concerning
reachability and Communication Management using convincing observations and statements
by users in private contexts:

- Owners of land-line answering machines at home do not always use them as
designated, i.e. they are not only used as answering machines taking calls in their
absence but rather for listening in to incoming calls. “Listening in” on calls as a basis
for deciding whether to take such calls or not was a phenomenon which was regularly
observed.

- Automatic selection of the nearest and most convenient communication device and/or
easy and flexible change from one end device to another was derived as a requirement.
At home, the persons under observation preferred their land lines over their mobile
phones.

- Another aspect in connection with incoming calls is control and/or use of intelligent
voice spam / spit filters. This request is increasingly perceived by observers against the
background of a steady increase in undesired advertising and prize-game calls.

- There is a distinct desire for preliminary information on incoming calls. In all call
contexts observed, incoming call numbers are always scrutinised on the display first.
Unknown or hidden numbers are not even accepted in half of all cases.

- Presence information for the sender. In small informal groups in particular, there is a
definite request for “invisible” control and security. For example, in many cases
persons use an agreed ring tone to let each other know that they’ve arrived home safely
or that everything is ok.

- In the younger “kids” scene, coded ring tones are used to indicate to someone, for
example, that the user can now be reached via another communication channel such as
Instant Messaging (ICQ). This behaviour can simultaneously be seen as an indication
of the requirement for new communication channels somewhere between calls and
SMS/MMS.

- Communication and contact management were identified as a neglected or unpopular
issue in private contexts in particular. When questioned about the topicality of their
telephone book entries, more than two-thirds of those interviewed told the observer
that a third of all the numbers stored were almost certainly no longer in existence. The
time-consuming task of regular updating is annoying especially owing to the lack of
synchronicity between land lines, PCs and mobile phones.
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Results from the business context

The observers deployed in the “job” context had the task of observing themselves, their
colleagues and others in their daily dealings with communication and reachability. A selection
of documented core statements and observations reveals some indications for innovative
applications or improvements in the reachability context of working lives:

“Knowing how, when and where the person I wish to contact is best reached would
save me a lot of time and bother every day.”

- “When I wish to let someone know something important, I try to reach them on all
channels, one at a time: land line, followed by mobile or even e-mail.”

- “There’s nothing worse than sitting on a train talking to an important client on the
phone and the connection suddenly disappears as you enter a tunnel.”

- “Meanwhile, I know my standard train routes inside out and know exactly when I need
to end a phone call prematurely.”

- “Sometimes you keep missing each other’s calls — leaving three or four messages on
each other’s voice boxes.”

- “Idon’t use reachability profiles — the settings are far too complicated.”

The following needs and user requirements could be identified and derived from the
documented and reported observations and statements by the observer. These results vary
depending on whether they represent the sender’s or recipient’s perspective.

- Callers desire transparent preliminary insight into their communication partner’s
reachability at a given time with a display of the communication channels available.
This knowledge facilitates the process of choosing the “right” communication channel.

- Certainty as regards important information/news being delivered: everyday working
situations involve urgent news often being left as multiple messages and on various
recipient media. Accordingly, when the recipient is not reached, a message is left on
his land-line answering machine first, followed by his mobile phone voice box and
finally an e-mail is sent along for good measure.

- Comprehensive presentation and management and/or editing options as regards
messages/calls left on voice boxes: targeted access to individual messages is demanded
as a function just as much as the possibility to swiftly skip or ignore messages.

- Preview of own network availability/reachability particularly in mobile contexts with
restricted reception quality, e.g. on trains.

- Specific indication of good reachability of individual persons or defined groups of
persons: some of the persons under observation have solved this requirement by means
of agreed coded ring tones. Allowing business mobiles to ring twice indicates a good
time for a call, for example.

- In meeting contexts, a requirement on the part of recipients was derived as regards
individual reactions to incoming calls, e.g. selection of direct brief feedback at the
touch of a button. Consciously rejecting calls or cutting them off is still regarded as an
impolite gesture to be avoided.

- Recipients criticise the lack of possibilities to steer and control all communication
centrally on a single platform. Common administration of land lines and mobile
phones, e.g. in the form of a “common” voice box or contact/address book, is one
request.
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Need orientation — function principle — case study

From the shown results prioritised needs have been translated into over 100 detailed usage
scenarios. Furthermore general accepted function principles were defined overall the
examination contexts. These principles offer potential generic development approaches for
application design in the field of reachability management. They can be positioned to three
steps of the communication process defined in the beginning (s. figure 3).
- Communication transfer and enrichment: using a new communication channel with
individual multimedia information.
- Communication initiation and reachability preview: focused on the informed
communication channel selection.
- Contact management: user generated address book with easy synchronising
functionalities.
The described principles were used to design and define exemplary reachability services. In
the following three concrete application are demonstrated as case study. Within these
examples the estimated potential of reachability services can be proofed.

Case study I: Pre-com-enrichment — additional information during call setup

“Pre-com-enrichment” applications denote a new previously unutilised communication area in
the call process, i.e. incoming calls, where to date only so-called Call Line Identifiers are
communicated with the result that the caller’s number is displayed on the recipient’s end
device display. The basic principle of enriched calls utilises the extended technical possibility
of transferring additional information caller-initiated/controlled at the same time as the
recipient’s call is set up. This process taps an innovative multimedia communication channel
in the call process.

The application offers callers the opportunity to dispatch additional information as the call is
being set up with the recipient (B). This additional information can be preconfigured in terms
of the application or user or even content individually created by the user.

Personal design and active dispatch of pushed information parallel to call setup offers user-
wide enrichment of the call context. The recipient (B) receives additional information along
with the incoming call, e.g. information on the caller, call content or other content compiled
and selected by the sender (A). The additional transparency and preliminary information
gained optimise the typical call process, attributing it an entirely new quality.

Figure 4: Case study pre-com-enrichment

-102 -



Case study II: Presence context checker — preliminary insight into recipient reachability
context

The application developed offers the caller or sender a type of communication centre in which
all of the recipient’s possible communication channels can be viewed at a single level, i.e.
voice, SMS, MMS, IM, voice box / mail box etc. A simple icon system, e.g. a type of traffic
light system, indicates the current quality or appropriateness of reachability on the various
channels with the result that upon selecting the desired communication partner from an
address or telephone book, the sender gains an insight into the communication channels
available depending on the selected communication partner’s current status or presence
settings.

The process allowing a preview of the communication channels available is based on the
principle that the user has released his current reachability settings for a defined group of
people.

The current presence settings are either automatically set and released via predefined
regulations or actively by the recipient depending on the given situation. A decisive factor for
the process is that all of the communication channels available to the user are steered and
managed in a synchronised manner via a presence or status profile.

The preview permits the sender or caller to select the most appropriate communication channel
for his respective situation — in a targeted and knowledgeable manner. Unnecessary and
superfluous communication is thus avoided.

Figure 5: Case study presence context checker
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Case study III: Contact generator

The contact generator is a community created and administrated phone book — relating to the
contextual communication and rechability possibilities of single users or user groups.
Although it offers the technical solutions for all of these problems and the (basic) requirements
on the part of users as regards the “telephone book™ system can be clearly defined, no
application has yet managed to fully satisfy this requirement (s. Skalsky, 2007).

- Why are directory inquiries (e.g. 11833 in Germany) still required for finding
telephone numbers or addresses although a single online query is possible at any time,
even from mobile phones?

- Why is it not possible for contacts to be simply adopted from old mobile phones when
users buy new ones?
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- How much of the contact data in personal telephone books is actually up to date?

- Why must each user manage information on numerous other users in his telephone
book?

- Why do some telephone participants still try to reach others on their old numbers?

- Why doesn’t the telephone book know before active calls are made whether the
recipient’s line is currently busy or his mobile phone is switched off?

The contact generator represents a type of mobile, user-generated telephone book. Users have
the opportunity to enter and manage their own personal data and release it in a differentiated
manner to other users within the platform. This also gives the user the possibility to link his
contacts in the telephone book with the current profiles for the contacts recorded in the contact
generator. The old static telephone book is replaced with a new fully-dynamic service which
provides up-to-date contact data at any time on the basis of content managed by the users.
Apart from the contact data, blog content, photos and videos in individual profiles can also be
published. Furthermore, the service is intended to take consideration of the current location
(e.g. downtown Moscow), current activity (e.g. meeting) as well as the reachability options on
the part of the recipient (e.g. business telephone, e-mail, instant messaging) by analysing the
mobile context simply by searching the telephone book. An extended search function utilises
various filters to permit searches of all registered and approved contact data replacing the
function offered by telephone directory inquiries. The aim is to create a standardised service
for contacts which can be deployed independent of devices and platforms.

Figure 6: Case study contact generator
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The three case studies above improve the possibility of further reachability services with a real
demand on the users’ side. The shown case studies have been evaluated in focus groups using
mock-ups and click dummies (s. Gerstheimer, Lupp, 2003, 2004). The exemplary use cases
depend on generic function principles. Based on these principles a wide range of similar
services can be realized — highly customized to the needs of different target groups.

Conclusion
The management of reachability is the true and “bumping” heart of communication and
interaction — in the past and especially in future converging markets.

The classic communication channel, like voice has always been used from the very first by
user-created-content. Kairos, the greek god of the right or opportune moment is the guiding
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figure for future success of novelty and innovation in communication and reachability
management. Having pre-views to the intentional receiving context of communication is one
important application field driven by presence functions and role management. Optimizing the
handling and gathering of phone book data, or more open formulated — user created contact
data bases — is a second important field for reachability services. In both application fields the
new “thinking in appliance” is necessary. In the future a broad range of communication
possibilities are possible on the same usability level of selection and intending interaction.
Relating to the reachability status and near real-time or presence interaction in between the
communication parties will be optimized. Selecting the right and contextual interacting
communication channel means having detailed knowledge of the reachability status of the
receiver's (group) context.

This contextual “televiewing” into the wished reachability status enhances the quality of
communication and interaction between the communication parties — independently of a
synchronous or asynchronous communication channel. Therefore many of new challenges are
coming up in the fields of security, integrity and authentification.

The innovation field “rechability context” has many revenue relating service opportunities.
Pre-viewing, one-time-numbers, blind-calls, VIP-filter, VSMS (very short message service)
and many more identified need based applications for IP-based convergence in
telecommunication- and IT-communication-fields.

Showing up the relevant reachability context for service creation and selected insight of
detected need structures has been presented. Based on observer input and qualitative focus
groups relevant interaction structures where focussed into the creation of over 100 typical
usage-scenarios. Theses have been clustered in creative expert groups into three different and
for the telco-convergence important application concepts. The service creation was guided by
the integration of users into the design process.

The daily communication and reachability habits of users have shown significant and diverse
amount of optimization potential for new and existing service innovation. Reachability
management and media convergence aspects represent a field of application for innovative
ICT developments that has been largely neglected until now. The small “inconveniences” with
which users have to struggle in their daily use of communication represents an area that has a
high validated benefit potential for users and provider of services in the field of
communication and reachability management.
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Abstract

Users have been described as necessary experts in information system developments. This
research introduces a viewpoint that the users are the main actors in development projects and
the other participants only give their experience for the use of the actual developers.

In addition to the strong involvement of users, our research emphasises the special nature of
the information system project with earlier-made specifications. This article suggests that in
order to achieve a successful output, a reflective and flexible working process is needed. This
suggestion is valid especially in a case that is out of the line of common approaches that are
described in the literature.

The research approach in this study was qualitative and the empirical material was gathered
from a case study. The approach was subjective and it necessitated interpretation when
analysing the results. The case included an information system development that was carried
out to produce an inter-organisational information system to support certain functionality
between organisations. Despite the output was an information system, we argue that the
approach with active users is also applicable in the development of any other artefact.

Introduction

This paper discusses the role of users in an information system project where the future users
participated in the development work. User participation has already been noted in
information systems development and its significance is notified. However, the approach is
generally that of the information systems developer. We aim to reflect the users’ point of
view instead of the implementer’s approach. We note the importance to keep users involved
even in situations that they feel not important or when they perceive the technical issues too
difficult to be understood.

Our case comes from a case where an inter-organisational information system was developed
to support officials when they managed specific functionality between their organisations.
The officials were experienced in their affairs but not in information system technology or
information system development. In addition, acting in a project was not their common way
to work. Besides by officials, the information system would be used by thousands of other
users. However, the other users would only use the system to apply for permission and the
main functionality was planned to support the officials. Therefore, only the officials were
represented in the development work. Despite the feedback received from the other users was
mainly shining, the users were left out of the scope of this research.

Literature recognises users as an important key factor. The role of user participation in

information system developments has been under discussion already for decades (Markus
1983, Kensing & Blomberg 1998, Dewulf & van Meel 2002, Halonen 2005). In our case the
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users acted as key players and we argue that without their active involvement the output
would not have been achieved.

There is not much literature about information system developments made by several users
representing different organisations (Dahlbom, oral communication June 11, 2005). This
paper contributes this gap in the information system research. In this paper we point out the
actions of users that strongly influenced the output and its characteristics. The empiric
material is gathered from memorandums, emails from project participants and a personal
diary written by the researcher. The interaction between student affairs officials and the
researcher was active and it was carried out in good terms.

Our empirical case comes from information system science and the artefact is an information
system. We believe that the findings in this research can be generalised to concern any other
development projects and artefacts in them.

This article continues with a literature view that introduces the framework for the empirical
case. After that, the research approach is explained. The empirical case is introduced next and
it gives evidence and findings from the inter-organisational information system project. In
that chapter, several quotations are expressed and they display the true attitude of the project
participants. The article ends with a concluding discussion that emphasises the findings of the
research.

What we already know

To simplify, an information system consists of a set of interrelated components that collect,
process, store and distribute information (Laudon & Laudon 1998). The definition by Laudon
and Laudon does not include people. However, we want to emphasise also the need of human
beings in the composition and take another definition: “Information system means an
interconnected set of information resources under the same direct management control that
shares common functionality. A system normally includes hardware, software, information,
data, applications, — communications, —and people.”  (ostinato.stanford.edu/hipaa-
feedback/definitions.html). Formal information systems can be either computer based of
manual. Manual systems use paper and pencil technology (c.f. Halonen 2004a) while
computer based information systems are dependent on computer hardware and software
technology (Laudon & Laudon 1998).

Information systems have a life cycle, like any new artefact, and traditionally it is represented
as Lucas (1985) expressed it already twenty years ago:

Inception — Feasibility study — Systems analysis — Requirements analysis — Design —
Specifications — Programming —> Testing —> Training —> Conversion and installation —>
Operations.

Information systems are implemented in organisations because the organisations tend to
improvements with their business processes and efficiency (Hevner et al. 2004).
Organisations benefit from integrating their information systems but this integration is
challenging and needs careful planning (Kudrass 2006). Furthermore, developments in
information and communication technologies have enabled the improvement of the efficiency
and effectiveness of administration with government (Gichoya 2005). With the
developments, government services may be located closer to the citizens.
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User participation in information system developments has for decades been considered to be
critical to the output of the developments (Barki & Hartwick 1994). Users are the right
persons to explain the whole work process that is to be replaced or supported by the new
information system under development (Halonen 2007). On the other hand, communication
problems between users and designers are recognised as a major reason why user
requirements are not included in information systems and why users are thrown away of the
implementation project (Laudon & Laudon 1998). In addition, users and information
technology developers typically belong to different organisational units with different
objectives and values (Gefen & Ridings 2003). Therefore, in many cases users are not or
cannot be actively involved in developing or testing new information technology. Despite
that, Gefen and Ridings suggest that information technology developers should strive to
create relationships with their users that will reduce any polarity between users and
developers. Noble (1986) stated already twenty years ago that the role of users compared to
that of the designers should be very carefully considered.

From the users’ point of view, in information system implementations it is not enough that
the organisations tend to improvements with their business. On the contrary, the users need
reasons to use new applications. Keefe (2003) emphasises the importance of focusing on the
user in every phase of the system development. Users must be motivated to deliver their
knowledge when developing new information systems. Without motivated users there is no
traction to get the implementation project to succeed, Keefe argues. Halonen (2004a) verifies
that argument with her findings among factory workers who did not want any new
information system to record their work. Adding to that, Kujala (2007) concludes that the
most significant user involvement occurs at the beginning of product development, when the
decisions about the product and its nature are on table. Kujala argues that the process of early
user involvement needs to be simple enough to be practical in product development. Despite
the novelty of the article by Kujala, we find its approach still biased.

Managing interpersonal cooperation in information system implementations is described as a
challenge (Barki & Hartwick 2001), and in inter-organisational information system
developments this challenge even increases (Halonen 2004b). Very often the challenge is too
great to be overcome as the failure rate still exceeds 80 percent (Furton 2003). The failure or
success of a project is often a perception that is influenced by people who have different
backgrounds and experiences (Rad 2003). However, it is not axiomatic if an information
system project is a success or failure, as Larsen and Myers (1999) discuss the question of
what if an information system turns out to be a failure even if it was at first evaluated to be
successful.

Inter-organisational information systems allow the information or processing capabilities of
one organisation to improve the performance of another organisation or to improve
relationships among organisations (Laudon & Laudon 1998). In this sense, information flows
across organisational borders and the role of collaboration is emphasised. Hong (2002)
introduces a framework for inter-organisational information systems with horizontal and
vertical linkages (Fig. 1). The focus in the framework is on participants’ roles and it points
out the need to examine the system in terms of how the participants’ roles are linked with
each other. The framework introduced by Hong classifies inter-organisational information
systems into four categories: resource pooling, complementary cooperation, operational
cooperation and operational coordination.
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Fig. 1. A framework for inter-organisational systems (Hong 2002).
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Collaboration in such inter-organisational information systems may be problematic if the
goals of the participating organisations are not congruent (Halonen 2004b). Schrage (1990)
describes collaboration as a purposive relationship that has a need to solve a problem, create
something or discover something. This relationship is limited by constraints such as
expertise, time, money, competition and conventional wisdom. Furthermore, Schrage argues

that any technology that reshapes collaboration reshapes also the fields in which collaboration
is important.

Collaboration is closely related to trust (Karahannas & Jones 1999). According to
Karahannas and Jones, trust plays three interrelated roles in inter-organisational relationships:
it may act as on obstacle to opportunistic behaviour, it may substitute for hierarchical
governance and it may provide a competitive advantage. The importance of trust is
highlighted in the management of any distributed projects (Evaristo 2003). Trust itself is
influenced by cultural differences and trust influences action team processes, transition team
processes, interpersonal team processes and finally distributed project performance (Fig. 2).
Furthermore, without trust collaboration is less likely to exist. Evaristo concludes that the
amount of trust may determine which goals will be given extra weight especially in situations
where there are both competitive and cooperative goals.
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Fig. 2. The role of trust in managing distributed projects (Evaristo 2003).
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As trust is influenced by cultural differences the role of culture is worth taking into account in
information system implementations. As a concept, culture conveys the feeling of a pervasive
way of life or set of norms (Handy 1999). Culture should be defined in a holistic way and its
influence on individual’s behaviour should be considered properly (Gallivan & Srite 2005).

Academic organisations have their own cultural and national context where science is
practiced, managed and organised (Hearn 2003). Hearn argues that universities are complex
mixtures of classed, gendered and culture-bound practices where also power and moral
relations are emphasised. Mintzberg (1983) stated over twenty years ago that universities
represent professional bureaucracy that is described with coordination of the standardisation
of skills and its associated design parameter, training and indoctrination. The organisational
nature of universities can also be seen in implementation projects (Heiskanen et al. 2000,
Kudrass 2006).

The concept of culture refers to shared values and attitudes within a specific organisation or
other form of social grouping (Walsham 2002). Culture is not static. Instead, there are
dramatic changes in many societies in areas such as attitudes to gender, the environment,
race, sex, family life and religion. Walsham continues that in the context of globalisation, it is
increasingly difficult for any group to remain isolated and uninfluenced by other cultures.

Cultural and social background has its impact on changes in organisations and on the
implementation of new technology (Walsham 1993). The development and implementation
of an information system are instances of organisational change (Davis & Olson 1985) that
can be carried out in at least three different ways: 1) letting users not notice the change, 2)
users noticing the new information systems, and 3) both information system and process
change and users notice that (Markus 2004).

In their recent article Zhang et al. (2005) argue that users still are too little noticed in
information system implementations. Therefore, often a gap is seen between satisfying
organisational needs and supporting and enriching human users. To avoid that gap, the
authors introduce a methodology for human-centred information system development. In
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their literature review, Zhang et al. sum that human interaction with technologies should be
driven by human's different levels of needs and goals. The fundamental message for this new
approach is that the concern should be human-centred or human-oriented instead of task or
technology oriented. Zhang et al. continue that it is necessary to communicate to the users or
teammates about the human-computer interaction development activities and results.

Despite users and their contribution to the information system development are emphasised in
the paper by Zhang et al. (2005), the users are not considered equal to the designers. We add
to that with our research and explore the active participation of users from the beginning to
the end of an information system project.

Research approach

This research was qualitative and the approach was subjective. The main research method
was case study and the empiric material was collected from an information system project
where an inter-organisational information system was implemented. The subjective approach
enabled the researcher to reflect on her past and it also necessitated interpretation when
analysing the research material (Walsham 1993). The material from the case was gathered by
remembering Yin’s (2003) notes about an exemplary case that needs to be significant and
complete, to include alternative perspectives, display sufficient evidence and to be composed
in an engaged manner. The case also offered a diversified environment with several
stakeholders and project parties and therefore it represented an intrinsic case (Stake 2000).

The research material consisted of project memorandums, emails sent to the researcher,
SMS’s and a personal diary written by the researcher. The diary was written with a
confessional style (Schultze 2000) and it reflected the project memorandums and emails,
added with the subjective interpretations by the researcher. In addition, users had given
feedback with a specific automated form and their feedback was independent on the project
meetings or their atmosphere. Interviews were not carried because the researcher did not want
to influence the response. However, triangulation (Klein & Myers 1999) was found in the
research material because the emails and project memorandums were written by other people.

The diary met the criteria described by Schultze (2000): authenticity (the role and identity of
the researcher was explained in the text); plausibility (the text was structured, following the
timeline according to the empirical case) and criticality (the diary helped to understand the
attitude of the researcher and was still questioning the objectivity of the data). In addition, a
self-revealing approach was expressed by making notes about success or failure felt in the
process (van Maanen 1998). In the diary there were notes about 350 days.

To ensure the quality of the performed research, the principles introduced by Klein and
Myers (1999) had been in the background when carrying out this research. A hermeneutic
circle was concerned when trying to understand the relationships between project
stakeholders in the context of the inter-organisational project organisation. Interaction
between researchers and subjects had been active in project meetings and encounters,
including emails. Multiple interpretations were realised in this research by using both project
documentation and the personal diary written by the project manager in interpreting events.
The subjective interpretation of the researcher was questioned by using the several emails and
SMSs that were sent during the implementation, giving evidence about the atmosphere and
situations in the project. The principle of suspicion led us to evaluate the subjective diary of
the project manager and the short minutes that were written about meetings and encounters.
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Evidence and findings from an inter-organisational information system project

The empiric material was collected from a case in an information system project during the
years 2003-2006. The researcher was called to act as a project manager due to her
background and working experience in other information system projects. The researcher was
called to a meeting that was held in June 2003 and the goal of the meeting was to get plans to
set up an information system project. There were eleven persons in the meeting and the
researcher knew only one of them. The attendees represented several organisations and they
were experienced in the operations that the information system was to support. From this
viewpoint, the approach of the forthcoming users was in evidence already before the project
was even established.

The starting point for the new information system project was declared in the first meeting, as
well. The basic principle was to use previously made specifications as a basis for the new
information system. The goal was put in words by an attendee: “We need a workable tool
into use. With that we can prove the utility of the information system.” This goal was also
formulated in other words: “After three years there will be an information system in use in
three organisations and it will be used to support our defined tasks. The assumed number of
users will be one thousand.” These formulations proved that the information system (called
eSystem in this paper) was truly waited for and a lot of expectations were laid on the project.

It took several months before people from all participating organisations were nominated to
the project group. Due to other duties of the project personnel, there were also changes in the
project group and new participants were nominated as others left the project. The project
group consisted mainly of forthcoming users and they were eagerly waiting for the new
information system. However, developing information system needed experience that was not
familiar to people who had no previous experiences or knowledge about the tasks.

Due to the requirement concerning the use of earlier made specifications, the previously
made specifications had to be carefully acquainted. This task appeared to be a tedious phase
before the actual planning and coding could be started. The users did not find important to go
through the documents and they were about to loose their interest in the development project.
There were all together 94 files to be read and 19 of them were thoroughly evaluated and
their usability assessed. The most important document was the description of the process that
included the viewpoints of the actors and involved organisations along the timeline.
However, knowing the process was not enough. Instead, the participants had to be able to
describe their work processes from their own point of view. As there were many
organisations involved, there also were many work flows needed.

The specifications made by other stakeholders caused troubles for collaboration. The project
manager wrote her diary on June 8, 2004: “She said that the project group has no more any
rights to discuss or abandon the user interface that is made by them.” Later the conflict
continued with a phone call from the vendor and the project manager wrote her diary: “He
insisted that the user interface is not in agreement with the requirements specification and it
should be modified according to that.” The tension between the project manager and one of
the stakeholders continued and the conflict was highlighted every now and then. The
researcher wrote her diary on March 3, 2005: “I recalled that the project had paid a lot for
doing the user interface to look like their suggestion and many discussions and meetings were
held because of it.”
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However, there were also positive moments in the project meetings. The researcher wrote her
diary on June 11, 2004: “The atmosphere was very warm and things seemed to proceed.” In
addition, the role of trust between project participants was emphasised every now and then.
They kept saying in project meetings: “Of course we rely on that the other officials offer
qualitative services and do not suspect it.” (Diary notes from a project meeting on October
25, 2005). “I don’t believe that anybody would on purpose do wrong or anything
unauthorised.” (Diary notes from a project meeting on November 4, 2006).

As eSystem included also personal data, the security issues had to be thoroughly considered.
The users were authenticated by a middleware called Shibboleth (Shibboleth 2007) that
enabled the identification of the users with the usernames given by their organisations. The
national Personal Data Act was to be conformed in depth. In practice, this requirement also
necessitated the principles of transparency to be followed. That caused several conversations
in the project group because the realisation of the principles were not jointly agreed. Some of
the participants supported limited opennes while others wanted to share all information that
concerned the ones in question. “Damned, sometimes this principle of information visibility is
ridiculous! There is interaction between officers that does not belong to others.” (Email in
February 2005).

Except the outside vendor, the project participants were not technically oriented or
experienced in information system developments. That is why the development work was
perceived challenging by the users. Despite the modest experience, the users were asked to
describe their work processes and requirements for the new information system. However,
they were the best experts in their own work and work processes. It appeared that describing
every-day work processes was found difficult in the project group. Therefore, the vendor had
to suggest possible work processes to them. In order to help the users to understand the use
cases, several pictures were drawn for them (Fig. 3). The figures were found descriptive and
some of them were used when training new users after eSystem was piloted.

The approach of the vendor differed from that of the users. The vendor understood that every
action had to be coded in the information system and that the actions also influenced other
actions and the data. The forthcoming users were mostly interested in bigger functionalities
and, from time to time, the smaller actions in the functionalities were not perceived
important. Occasionally several discussions about the functionality and coding them into the
process were felt annoying by the forthcoming users: “You may do yourself an information
system that you can learn to use and manage all the tasks for us.” (Diary notes from a project
meeting in March, 2005).
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Fig. 3. Modelling the use of eSystem.
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Due to difficulties in defining work prosesses, several changes and modifications were
needed after the designed functionalities were coded and tested in the system. An interesting
opinion concerned the cost and importance of conceivable faults in the information system:
“And in the background there is the thought that this eSystem is developed for us and that we
are paying for it. If there are mistakes or if there are unsatisfactory decisions — it shouldn’t
be any end of the world.” (Email in May 2006).

Despite the active role of the users in this development project, the amount of suggested
targets for development after careful designing and discussions increased up to 176 during
the pilot. The number proved the difficulties to understand the effects of made changes in
work processes or in database. Very often the conceivable effects were impossible to
prefigure and they did not come visible until the information system was changed and tested
in use. It also appeared difficult to figure out the relationships between suggested changes.
The user supposed that her suggestion only influences that specific action but usually the
influence was accumulated. A new risk was added to the risk list on February 2, 2006: “New
features are included in the system too late.”

In addition, the changes that were made in the information system influenced also the
documentation. However, to avoid overlapping work, the project manager did not want to
update the documents before the information system was as ready as possible. That decision
led to problems in completing the documentation .The situation was recorded in the project
memorandum on November 27, 2006: “Due to late accepted changes in eSystem the
documents will not be completed in time.”
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Fig. 4. Influence of user feedback on functions in the development project.
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Altogether 47 project meetings were held during the piloting phase. The users participated
actively and they were able to give feedback whenever they had found something to say
about the functionality of eSystem. Fig. 4 represents the influence of user feedback on the
information system project. Due to the active involvement, the project was not stabled until at
the very end of the project. The final endpoint was dictated by the schedule that stated the
project to end on December 31, 2006.

The role of the project manager could be described as a facilitator between the users and the
vendor. One of the most important tasks of the project manager was to ensure that the project
would progress and that it would be completed in time. Following Schon (1983), her role
could be characterised as a reflective conversationalist with a situation where she acted as
both an agent and an experient. She used to send encouraging messages to the users: “Really,
you are an excellent information system developer and experimenter! It is splendid that you
tested it so quickly and told about your experiences to all the others!” (Email November
2006). The interaction was perceived mostly friendly and also the users sent actively emails
to the project manager: “To my mind, the gathering was very successful. Occasionally, the
network was found slow but no rebelling was found there.” (Email November 2005).

Despite negative experiences from her past (Halonen 2004a) the researcher felt the influence
of users fruitful and supportive. The information system was evaluated by praising words by
the officials: “This report is an excellent addition compared to previous situation. This kind
of information was not available when the mobility was managed decentralised.” (Email in
March 2005). Some of the officials used also the feedback form that was aimed to other
users: “At least in this issue we have done a good development work :) *“ (Feedback October
6, 2006). The project work, too, was perceived as a positive experience: “To my mind, this
collaboration [in the project] has been really fruitful and interesting.” (Email in December
20006).
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Concluding discussion

This article reports the findings that were found in a research project. In the project, an inter-
organisational information system called eSystem was developed and tested. The significant
character in the project was that the users were involved in the project from its beginning,
even before the project manager was invited to join the project. Inter-organisational
information systems and their developments are studied and reported already earlier, but the
active role of the organisations and users representing them has so far been under lesser
attention.

The research approach is qualitative and subjective and it necessitates interpretation when
analysing the findings. The findings propose that the development of information system
should be more flexible compared to the theory that literature traditionally proposes. We
argue that information system developments in real life seldom resemble any theory even if
widely reported. Our information system project did not follow the classical life cycle
described by Lucas (1985). On the contrary, the development process seemed occasionally go
backwards. Furthermore, we argue that only flexible routines enable the users to be taken
sufficiently into account.

In our case, the trust in interaction was perceived reciprocal in the project meeting and the
several emails were sent between project participants. The natural and easy terms between
people enable the fruitful interaction. The users were not afraid to express their opinions and
wishes about the functionalities when discussed in the project meetings.

A special character in our project was the role of the project manager whose main task was to
act as a facilitator in the project. The users were the main actors from the view of the output.
In addition, the role of the vendor who did the actual coding can be seen as a hired employee.
Following this, the users were not people who offered their experience. Instead, they were the
primary actors in the project.
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Abstract

The starting point for the following paper is the importance of the everyday for our
understanding of what people do with the media. This claim is not new — what is new,
however, is the pervasiveness of mediated environments in our everyday lives. The paper
begins with a return to traditional theoretical thinking about the everyday, to remind us of
some of the core arguments. Theorists used are Alfred Schiitz (theorist of the everyday as
such), Michel de Certeau (stress on strategy & tactics) and Walter Benjamin (methodological
concerns, amongst others with mobile hyper-networks of meaning). In the second part the
concern with the everyday within media research will be regarded and related to the outlined
theories as well as to methodological questions (keywords are domestication and media
ethnography). This again will lead to the third and final part, which outlines the necessity of a
new theoretical and empirical focus on the everyday thanks to currently changing media
environments. The paper will further be using a few examples from recent research on
wireless media adoption processes in semi-public places.

The everyday1

Everyday life has been at the heart of the concerns of media research for some time.
Especially media research within a qualitative, cultural studies oriented tradition has focussed
on this topic. Those interested in users and technologies have also concentrated on the
everyday for quite a while now, since the everyday is where use — and hence also innovation
— often takes place. Hand in hand with the interest in the everyday went methodological
concerns. Because it is very difficult to grasp — and hence research — the unspeakable and/or
unquestionable, the taken-for-granted, which the everyday is seen to represent. Thanks to this
difficulty, lay understandings of the everyday are very often taken as the basis for research
approaches. These lay understandings, however, tend to think the everyday in contrast to
something else (e.g. in contrast to the extraordinary, the celebratory, the exciting, etc.). This
thinking in contrasts is misleading insofar as it puts the emphasis onto something other than
the everyday (i.e. its opposite), claiming that this is what is actually interesting. It also
ignores the positive potential that the everyday contains. In fact the everyday is the one
sphere of immediate agency, of consequence, the sphere of action for everyone. No matter
what perspective one takes: the everyday is at its heart ambivalent — and extremely relevant if
we want to understand (media) technologies, users and user innovations.

This paper begins with a return to traditional theoretical thinking about the everyday, to

1 The following paper should be read as work-in-progress. This is the first attempt at combining different
theoretical approaches to the everyday and the empirical research that has taken place thus far. The
arguments need to be developed much further and the examples strengthened.
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remind us of the core arguments and to see whether they offer anything that can be
appropriate for understanding the just mentioned ambivalence a bit better. Theorists used are
Alfred Schiitz (a core theorist of the everyday as such), Michel de Certeau (for his stress on
strategy & tactics) and Walter Benjamin (as the basis for a methodological concern with the
'trash' parts of the everyday and for his hint of a mobile hyper-network of meaning). This
theoretical introduction will be followed by a second part, in which the everyday within
media research will also be introduced (albeit briefly). Keywords here are domestication and
media ethnography and their relation to the afore-introduced theories. This again will lead to
the third and final part, which outlines the necessity of a new focus on the everyday in
currently changing media environments. 'Mobile media', convergences and 'user-generated
content' are only some of the challenges that both users as well as use researchers face at the
moment. The everyday might be the one framework that still holds it all together — plus it
offers some methodological answers as well. The paper will be using some examples from
recent research on wireless media adoption processes in semi-public places. This research
project is faced with a combination of questions and methodological concerns — and the
outcomes thus far suggest the everyday as the one concept that offers most linking potential.
Thus I will first offer a brief reference to how the everyday entered this sphere.

Example 1: Wireless every-day?

In my study on wireless use in semi-public places (by which I mean primarily cafes), I have
encountered places where the slow, but definite 'intrusion' of media technologies in what used
to be a relatively technology-free space (only relatively!) has become invisible and widely
accepted. The everyday is most visible in the fact that the media technology is downplayed
by all actors involved. Although it could be seen as quite an intrusion, it is to some extent
ignored and to a great extent managed so that it begins to disappear into invisibility. It has
been appropriated, i.e. domesticated, but not only by its users. The cafe owner and his staff
have developed certain official rules to keep the beast at bay (e.g. certain places and certain
times where and when it is not allowed to use the computer) plus they developed a certain
attitude of slightly annoyed non-interest which underlines the idea of the cafe as being the
more important part of the interaction. The other users behave in similar ways. They, too,
ignore the computers (and their users) where- and whenever possible. Making them invisible
seems to allow the routines and social interactions to continue 'as if nothing had happened'.
But even the users themselves showed a tendency in the interviews to downplay the
technology — especially by those using much of it. In particular, there a tendency to stress that
they were visiting the cafe not especially because it had free wireless access. Most of the
interviewees made sure to stress that they liked the cafe overall and that they sometimes came
without a laptop and/or that they did not necessarily disappear after they had checked their
mail or done whatever they needed to do. They tended to stress the social nature of the cafe
and their interest and involvement therein (in contrast to the assumed un-social nature of the
networked technology). There was one exception — Nick, 37, a U.S. American musician, who
went specifically to this cafe in order to download quite a bit of stuff (he was sitting there
with a list of things he wanted to download and systematically worked through this list). His
interview was the shortest of them all — simply because he neither felt the need to explain
himself nor did he engage much with the environment he was in. His approach was the most
functionalistic of them all — and thus, interestingly, the least 'everyday-ish'. The others all
spoke of their patterns of visiting the cafe in which the computer was only brought along to
'do that, too'. The more they were able to adapt to whatever was assumed to be the 'normal’
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environment, i.e. the more the wireless use became invisible and 'everyday-ish', the better it
seemed to be. There was, however, one exception to this tendency. This will be discussed in
the end.

Part 1: Theories of the everyday

As Ben Highmore pointed out not too long ago: “The everyday doesn't have a form of
attention that is proper to it” (2002: 161). Since the everyday is the basis for everything else,
our constant reference point, the most enduring element of most lives, it is still astounding
how little it is being researched. Theoretical approaches to the everyday are growing and
have a solid and interesting base in traditional sociogical theories. Their empirical
counterparts, however, i.e. those trying to actually implement and/or challenge those
theoretical concerns, are few and far in between. The same applies to media and
communication research. Here, too, the everyday has become an often mentioned term, a
framework used to frame research, but it is rarely defined or approached empirically in a
direct matter. Hence it seems useful to return to the theoretical ideas and see what they have
to offer for empirical research.

The 'lay' framework

The everyday is one of those terms that gets used quite often — but usually without definition.
It is assumed that everyone knows what the everyday is — even within academic research
thereof. And surely most of us have immediate associations with the term 'everyday'. Many
might think of their daily routines — the way to work; the radio in the morning; the interaction
with family members, friends and colleagues; the tiredness of the flow of things that need to
be done; the supermarket around the corner. The same applies to everyday objects: washing
powder, busses, toilet paper, etc. And all of these associations (and many others) are indeed
related to concepts of the everyday. But first and foremost they are pre-conceptual: they are
our daily experiences, framed by a dominant discourse around the idea of the everyday. The
next level of abstraction is still very basic: here the everyday gets described as the mundane,
the routine, the unescapable. Everyday life is here seen as the 'stuff that needs to be done by
everyone routinely'. This usually includes food and shelter and work and such basic
components of life. As long as they are recurring and potentially invisible thanks to their
'mundane' nature, they are considered to be part of the everyday. They are 'day to day'. The
research project mentioned above underlines this point: the less visible, the more it is
perceived to belong, to be unproblematic and thus accepted as part of the everyday.

The 'expert’ framework

Not only does the everyday not have the right form of attention, as Highmore pointed out (see
above), but “more than most sociological concepts 'everyday life' has proved exceedingly
difficult to define” (Featherstone, 1995: 55). Hence there is not one sociological definition of
the everyday. Instead, many 'experts' repeat the above-mentioned aspects such as routines,
mundaneness, etc. Plus it is often claimed that the 'lay' person is definitely the expert
concerning the everyday. The researcher is faced with the challenge to step outside of the
everyday, to remove him- or herself from his or her own life: to step outside and to see it for
what it is — although it is so difficult to see. Plus the researcher needs to discover what
'everydayness' is about (cf. Highmore, 2002: 1).
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In the following theory-examples, the last two are particularly concerned with the
relationship of the everyday to the oppression that can also be found there. The everyday is
seen by both Benjamin and de Certeau as the site where this oppression can be challenged.’
This challenge is always partial and not necessarily radical, but it is a starting point. Thus the
everyday poses the question of agency of the user. Schiitz' concern is even more 'basic' than
that: he poses the question of how intersubjective interaction can and does take place — and
declares this intersubjectivity as the basis for the whole social world. We will thus begin with
these 'basics'.

Alfred Schiitz

Alfred Schiitz, an important sociologist within the German context, is seen as one of the
founders of phenomenolgy and one of the most important theoretist of the everyday. Outside
of Germany, his work has not been as widely read and hence received, although he keeps
popping up at diverse (and sometimes unexpected) places. His main contribution to the
theorisation of the everyday — and hence his importance for communication and media
studies — is his emphasis on human interactions, on intersubjectivity. One of his main claims
is that these interactions form the basis for the social world overall (Schiitz, 2003).

Schiitz was — to begin with — a theorist only in his spare time. He had a day-job as a lawyer in
the financial district and was writing his first book, which was published in 1932, in the
evenings and on the weekends. In 1938 he emigrated to the US, where he subsequently got in
touch with several well-known sociologists. Only from 1943, however, was he a guest
lecturer at the New School for Social Research in New York, where he got a professorship in
1952.

Schiitz began by asking how the societal co-existence is possible without the knowledge of
the subjective sense that others relate their own actions to. He assumed that all actors use
specific methods in their everyday lives. These enable us to assume an intersubjectively
shared sense. All our knowledge is socially constructed and passed on in these interactions.
This makes up the lifeworld, i.e. our everyday lives. We are born into this lifeworld and take
it as a pre-given. The lifeworld is the non-scientific world of the immediately-accessible
everyday experience, the world that is intersubjectively negotiated. It is the overall context of
the life sphere, in which the world is made sense of. People partake in this through their
everyday actions and their pre-scientific knowledge. This kind of knowledge is shared. It
becomes knowledge simply through the shared assumption that it is knowledge (shared
within a certain group). This leads Schiitz to state that 'we' comes before ' (just certain things
such as dreams and specific memories are only accessible to the individual), i.e. that
intersubjectivity is key. Schiitz also claims that the everyday is not usually questioned.
However, while the lifeworld provides our framework, we can also change it. These changes
though are often subtle. The question of agency and the relationship of the everyday to 'the
rest' is already central here. Schiitz, however, is not interested in the individual as such, but in
his/her intersubjective communicative construction of the world.

The emphasis is therefore clearly on the construction of the everyday. It only appears stable
because we make it so. We agree on certain assumptions and re-construct them every day by

2 It is interesting to see that both these theorists use a rather poetic language to express their thoughts. And
neither are necessarily 'typical' academics (nor is Schiitz).
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repeating these, passing them on, etc. There is no pre-given structure and stability. But there
is the need for stability (Giddens' ontological security: we need to believe that the everyday
will remain the same in the days to come). Hence the intersubjective agreements form the
basis of the lifeworld and everyday life. Plus the everyday is there to pass these on.

In Schiitz' work, the social environment is split into the immediately accessible (and hence
most important for our understanding of the everyday), the wider environment and the
environment that builds on the past. Schiitz also stresses that an important part of the methods
that deal with the intersubjectivity in everyday life is the concept of fype. We tend to think of
others (and they of us) as types (typical representatives of certain social roles) rather than
individuals. This abstraction helps to react in — what appear to be — appropriate ways. Our
experiences are always compared to the already existing ones and — if fitting — judged to be
of the same type. This implies, according to Schiitz, an idealisation of the congruence of the
systems of relevance and an idealisation concerning the possibility to be able to exchange one
opinion for another.

With this approach, Schiitz contributes well to the theoretical foundation of our
understanding of the lifeworld. Plus he emphasises intersubjectivity and hence the centrality
of communication. But he does provide little translation into more empirical approaches to
the everyday.” Instead, he offers an idealtypcial reconstruction. It would be useful to see an
empirical layer added to his work. On the theoretical level, the sociology of the everyday, to
which Schiitz belongs, continues his work in focussing on everyday knowledge and the
question of how those things we tend to do every day without questioning them come about,
how we get to know them and apply them. For the purposes of this paper, however, the focus
is on the more basic question of the everyday as such. Micheal de Certeau can also be seen to
deal with the question of agency (of a specific sort) and the everyday. He offers views on
actions that shape and change the everyday.

Michel de Certeau

“For what I really wish to work out is a science of singularity; that is to say, a science of the
relationship that links everyday pusuits to particular circumstances.” (de Certeau, 1984: iv)

Michel de Certeau perceives the everyday to be somewhat hidden and hence difficult to
capture. He thus takes the actual everyday as his starting point and — in a rather poetic manner
— shows the particularity and singularity thereof — but not without also showing some general
tendencies.

De Certeau was a Jesuit, a psychoanalyst, a ethnographer of the everyday and other things on
top. His own movements in his life are mirrored by his terms (often metaphorical) with which
he captures spatio-temporal activities as the basis of everyday activities (cf. Highmore, 2002:
145 ff.). The simple fact of us being in spatial proximity to others also leads him, too, to the
importance of intersubjectivity. More importantly though, he 'judges' the everyday as
potentially oppressive, but also exactly as (subtly) subversive. This is the most quoted aspect
of de Certeau's work.

3 The ethnomethodologists attempted an empirical implementation of these theoretical approaches. This,
however, goes beyond the scope of the current paper.
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For de Certeau (and probably the other here mentioned authors as well) the everyday is
becoming rather than being. It is the sphere of cultural reproduction (Lefebvre), but also a
sphere for possible transformation (cf. Highmore, 2002). The everyday contains the
possibility for carnival, for a revolt against that increasing discipline and the ready-made
culture coming from 'above'. This not adapted to, but it itself is adopted to the everyday.
However, resistance is not necessarily opposition — it can be both active and passive:

“On the one hand, there are slowly developing phenomena, latencies, delays that are piled up
in the thick breadth of mentalities, evident things and social ritualizations, an opaque,
stubborn life buried in everyday gestures that are at the same time both immediate and
millenary. On the other hand, irruptions, deviations, that is, all these margins of an

inventiveness from which future generations will successively draw their 'cultivated culture'.
(de Certeau, 1997: 137-138)

This form of resistance underlines that power is differentiated and multiple. It adds to the
multiplcity and both preserves and challenges it. 'Microinventions' is one term de Certeau
uses to describe the resistance and the idea of 'learning to make choices'. Resistance can mean
conservatism in times where revolutionary aspects are generally praised as the only way
forward, i.e. resistance is not a clear line of thought. The resistance of the weak he calls
'tactics'. These work against the 'strategies' of the powerful. Tactics are not counter-strategies,
but act within the existing strategies. They are secrets, bluffs, disguises, etc. A much quoted
example is 'la perruque', i.e. using company time or tools for private matters (de Certeau,
1984: 25). Another much quoted reference is his reference to the walking in the city. This,
too, can be a tactic, moving in unanticipated ways. It underlines that ultimately, de Certeau
refuses the logic of the subject in his 'science of the singular'. He does not look at actors, but
at actions. This differentiates him quite clearly from other theorists. It also poses the obvious
question of how this is supposed to work.

The assumed method is to find the marks that have been left (like Benjamin). One is to
archive the everyday and 'everyday' the archive (Highmore, 2002: 169). Again, in parallel to
Benjamin (see below), one should use a lot of different sources. For the present, this is less
clear. This is also one of the criticisms that has been raised: de Certeau's analysis is not
necessarily grounded in a sociogical analysis, but presents instead simply a generalised
account of transgression. This reference to transgression, however, is exactly what singles
him out. His work helps to think through ideas of acceptance and resistance within the
everyday. As noted above, this is resistance, but not usually opposition. It changes the
everyday via the everyday — and ultimately it changes more than the everyday. But the
changes are usually invisible, untraceable — at least on the surface. Walter Benjamin, on the
other hand, begins to offer a more concrete 'methodology' to uncover the invisible.

Walter Benjamin

Similar to Michel de Certeau, Walter Benjamin deals poetically with the ephemeral of the
everyday. Especially in his unfinished Arcades Project (1999), the philosopher and cultural
theoretist Benjamin — without necessarily naming it as such — provided a method for the
analysis of the everyday. What he did — in exile in France, to a great extent in the National
French Library (Bibliotheque Nationale) in Paris — was to collect and arrange the pre-history
of modernity. He did this through looking at the remains of what he considered to be
everyday life. These were the usually ignored parts of culture: the 'garbage' of bygone times.
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They were images, pamphlets, brochures, letters, books, etc. What he was aiming at is not
dissimilar to de Certeau (althogh ultimately more radical): he pursued the idea that an
awakening would be possible, an awakening from the horrific ties of capitalist suppression,
which was both to be seen in everyday life, but also challenged. His approach to this
challenge is rather different to de Certeau though: Benjamin hopes to change things through
his writings and the method he developed therein: “Method of this project: literary montage. I
need say nothing. Only show. I won't filch anything of value or appropriate any ingenious
turns of phrae. Only the trivia, the trash — which I don't want to inventory, but simply allow it
to come into its own in the only way possible: by putting it to use.” (Benjamin, 1999: 460)

Benjamin hopes to archive the bygone everyday life of modernity through dialectical images:
new and old materials collide. This juxtaposition of trivia helps to see the 'true image', the
true face of capitalism. Through the the analysis of the small parts, he aims at detecting the
total event. Benjamin's is both an analysis of the invisible — since taken-for-granted — aspects
of the everyday as well as an analysis of the seemingly opposite: the new, the unexpected.
This is what the everyday is usually not. But Benjamin shows that a lot of what was the
everyday of modernity was a reaction to the new. One of the reasons for his (and other
people's) interest in modernity is exactly this disturbance of the routine. Nothing was what it
seemed any more, everything was turned upside down (“All that is solid melts into air’). This
'shock' had to be dealt with. And the shock was based to a great extent on the ephemeral
nature of the new everyday. At the same time, the everyday began to be much more
routinized and structured, pressed into pre-given forms — thanks to the industrialisation and
such things. This was both the disturbance, but also the reaction thereto. This tension is what
Benjamin's focus clearly shows.

Benjamin also showed how those traces of the everyday are like hyperlinks — traces of other
everyday parts as well as of other kinds of references. What he thereby also provided was an
early hypertext — multiple forms of texts that form — through references and linkages amongst
each other and through the sorting of them into specific sections and sub-sections — a network
of ideas and words. This is a useful reference when thinking about the quality of new media
and its cultural implications. It also shows yet another perspective on the everyday.

But as Highmore rightly states: “Situating the work of Walter Benjamin in a tradition for
theorizing the everyday is not without its problems” (Highmore, 2002: 60). Benjamin was
concerned with the everyday less on an explicit theoretical level (i.e. how do we define and
differentiate the term) rather than on a phenomenological and poetic level. He showed the
close relationship between the everyday and human thinking, consciousness and behaviour,
social relations and structures — and thus he made the everyday theoretical.

As can be seen from Benjamin's and other theories of the everyday, they often turn to
modernity as their reference point and/or remain rather abstract. Even Benjamin, who
immersed himself in the 'trash’ of 19" century everydayness, remains aloof (potentially more
so than the others). Then how is this to be translated into questions and frameworks that are
useful for an analysis of the everyday today? How do these theories help us understand the
future of the broadband society, both theoretically and empirically?

One concept that helps to understand current trends in everyday life is mediatisation. Next to

globalisation, mobility/mobilisation, localisation, popularisation and other such terms (which
are all useful in describing different, but related phenomena), mediatisation is used to identify
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the growing presence of media in our everyday lives. This development is a quantitative one
(more media, more time spent with media, more places suffused with media), but it is also a
qualitative one. Not only are there more kinds of media, on offer all the time and in more and
more places, but they have often reached a state of ubiquity, of unquestioned presence. Media
have become a crucial actor in the construction of social reality — by they only co-construct
together with the other everyday actors, i.e. everyone. This reminds us on the one hand of one
of the qualities of the everyday, i.e. its invisibility. On the other hand, it questions the
assumed nature and structure of the everyday, because it changes it. It is hence useful to re-
read (albeit only briefly) some of the work of media use in everyday life.

Part 2: The everyday within media research

“Understanding media means remembering that the familiar is not necessarily the known, and
must therefore first be made strange.” (Couldry, 2003:1)

In media studies, the user has traditionally been part of the audience. Audiences have seen
several shifts in their theoretical definitions. The most well-known and repeatedly discussed
differentiation has taken place between the duped, manipulated audience on the one hand and
the active audience on the other. Both these categorisations played primarily on the content-
level, i.e. the audience was seen to unquestionably adopt the given messages in one concept
(which expresses a rather specific assumed role of the media) or the audience was seen to
create its own interpretations of media texts in the other concept. Eventually, media studies
came to see that content itself was not all when we want to understand the complex
relationship between media and everyday life. Nowadays elaborate research goes into
deciphering the processes that feed into the audience's interpretations of diverse media
content. Constructivist approaches have begun to prevail, assuming that viewers do not
simply adopt, but appropriate and use the media as one of their resources to assure them of
their everyday lives and to construct the social world. Communication patterns around media
content, for example, were researched in media appropriation approaches. It turned out that
social networks were extremely important in the processes of integrating media into everyday
life. This applies to both a content as well as a use aspect. The content level was, for example,
researched via the communicative appropriation of media content approaches. They looked
the conversations that people had during and after the consumption of media content
(particularly television). They were able to show how important these conversations were in
the build-up of specific assessments concerning the specific media content, but also identities
and lifeworld assumptions in general.

Media use, on the other hand, was researched more particularly in the domestication field.
This was an approach within media and communication studies, but also with the sociology
of technologies, which focussed more on the routines and behaviours in everyday life. This
included the actual acquisition of the specific medium, the placement thereof within the
domestic environment, the gradual integration (or rejection) into established routines of
everyday life and the subsequent communication of this media use to the outside world. The
domestication approach has been broadened and changed in the years after its initial
conception to potentially include other than domestic environments, to focus on the
appropriation processes, to include new media, etc. (cf. Berker et al., 2006). The everyday,
however, was always present through the focus on social relationships, routines and all other
'banalities' in and around media use. It was a focus even in as far as it at times began to
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'forget' media content. The media as object were an important, albeit also problematic focus.
Nonetheless, this approach is rather important when we think about media in everyday life
research. It definitely helped to show how interwoven these two concepts are.

Methodologically, the domestication approach (and similar approaches around it) claimed to
be using ethnographic research methods. There has been an ongoing debate ever since,
whether these methods — primarily repeated in-depth qualitative interviews, time-use-diaries,
drawings of the media environments, etc. — do actually count as 'ethnographic' or whether
they were simply 'qualitative'. Despite these questions the methods involved (and especially
their detailed discussion and reflection in the beginning) hint at the necessity to find ways of
researching something over a longer period of time (i.e. at least with repeated interviews) and
to take time to engage with the people in question. It also seemed to work well to interview
both individually and in the group (i.e. the family or other relevant social groups). The
everyday has so many aspects that it appears important to try to access it via as many
research channels as possible.

If we now return to the theoretical beginning, other emphases can be added. First of all
Schiitz helps to focus what is already present — but could be researched even further: the
social networks, i.e. the intersubjective co-constructuion of our social reality. Network
research has gained increasing attention in the last few years anyhow. Hence methodological
thinking in this area has also had interesting additions and new impulses. These could be
intergrated into future research in this field. Secondly, de Certeau's hints are a bit more
difficult to 'translate'. They point to the meta-analysis than simply methodological questions.
They could, however, underline that the 'top-down' strategies should not be forgotten when
we research the nitty-gritty of microscopic everyday use of media. There still are power
structures and similar 'features' to be dealt with when thinking about the media. The
'resistances' can only be thought when the 'top-down' is also regarded. Thirdly, Benjamin's
version of the 'nitty-gritty' serves as a reminder not to rely on people's accounts of their own
behaviour only. The scraps and pieces that can be found everywhere are traces of the
everyday that need to be included in the analysis as well. Maybe they, too, can be read as
hypertexts that underline networks of yet a different, i.e. a content-side.

Part 3: Changing media environments and examples from the wireless worlds

To state that our environment overall and media environments in particular are changing is to
state the obvious — and it is also something that is not entirely new anymore. However, its
importance has not disappeared. The growing mediatisation implies the question of what
everyday life today looks like through and with the media. If media environments are
changing, i.e. if we, for example, use our computers in public places (such as trains), conduct
'private’ phone conversations more or less everywhere, watch the World Cup in public
viewing areas, etc., then our media consumption changes — but those places and social
interactions in those places change as well. On top of this, media 'content' is changing, too.
Media are converging and 'user-generated content' is somewhat different to other content (at
least in principle it asks users to contribute). All this is a challenge for media researchers, not
just because their object is changing in front of their eyes, but also because their methods
tend to be inadequate. What does not simply change even so is the everyday — at least as an
idea that structures people's lives (and thus researchers' interest). There is still an everyday,
even when it has — maybe — changed structurally and content-wise.
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My project on the use of wireless computer use in cafes was — to begin with — a
domestication project of the 'domestication 2.0' type, i.e. one that regarded primarily the
adoption of media technologies into everyday life rather than the process of 'bringing
technology home' that was the focus of the early domestication work. Domestication 2.0 was
researched via traditional media ethnographic research that has the user as its main focus, i.e.
observation were conducted over some time and then interviews were held with a number of
people. This was embedded in readings about new media use and changes of place, of
perception, etc. What remained relatively vague was the nature of the everyday within the
project although it clearly had the everyday as a focus. One aspect that was striking, as
mentioned in the beginning, was how much the interviewees tried to downplay the nature of
their mediated behaviour within the cafe. Underlying this seemed to be an assumption that a
cafe was not supposed to be taken over by work. And although not all the actions performed
with the computer in the cafe were clearly work-related, its presence alone had to be excused,
it seemed. Hence two versions of the everyday (work vs. pleasure) collided here. However,
there was also the exception: whenever the technology did not work, when it did not remain
invisible, but became unworkable, then it also became a chance for new communicative
encounters. Exactly when it broke out of the everydayness, it became a chance for the new,
albeit a new that was not directly related to its intended functions. Whenever the technology
did not work, people started to communicate about their machines, about wireless access as
such, about themselves. Thus the machine became the actor that allowed the resistance.

The usual methods and approaches do not suffice here any more. Neither is it enough to
observe and talk to people. Instead, more diverse access to both actions and content would be
useful. The mediated environment needs a holistic approach. This might mean, very
concretely, that such environments can only be studied and understood when one works in
teams. The more 'invisible' the technology becomes, the more effort is necessary to make it
visible in our research.

Conclusion

We can — once again — take several points from the theories summarised in the beginning:

a) the everyday is primarily intersubjective. Hence it is important to research the individual as
a networked social being. Plus Schiitz draws our attention to the importance of the
immediately accessible world — the lifeworld that is actually at our disposal rather than that
which is further removed. The here promoted idea is that of the networked everyday as a
focus. This builds on, but extends, Barry Wellman and his colleagues' notion of networked
individualism (Wellman, Boase & Chen, 2002). This concept underlined the current
ambivalence between tendencies towards an increasing individualisation that nonetheless go
together with tendencies towards increasing networking. They show that this is in fact not a
contradiction, but that these are tendencies that belong together. The networked everyday also
underlines that the intersubjective nature of our construction of the world has not changed,
but that some of the co-constructions are now taking place in mediated ways. Most of this,
however, is invisible and needs to be uncovered. The emphasis is hence on the well-known
relationship between structure and agency. Networks — as dynamic as they are in principle —
are here suggested to be the structuring aspects, the stability. Based on these, agency can (and
does) take place in the everyday, the stable contingency.

b) While the network and intersubjectivity are one focus, a more concrete way of
implementing this could be to take up de Certeau's focus on actions and not always actors.
The how still needs to be thought through, but as a focus, it is interesting. It, too, can serve to
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show different levels of networking and the networked nature of both things and people.

c) Additionally, we have seen that the everyday presents a power-struggle. There are
strategies (we could call them capitalist, but this could be other frameworks, too), i.e. the
mechanisms from above that attempt to pre-structure the everyday. These range from the
discourses surrounding the everyday (certain things are supposed to happen in the everyday)
to actual structuring mechanisms (times and places that only 'allow' certain actions — the cafe
is a good example for this).

d) In our analysis of the everyday, we should also not neglect the small, seemingly
unnecessary bits and pieces, the things. Cultural studies and other academic disciplines have,
for some time now, already drawn our attention to these details. Yet the depth that Benjamin's
analysis offers (probably in combination with other approaches) points to the potential
usefulness of his dialectical method of combining juxtaposing bits of 'trash' and letting that
combination point to something else.

Next to ethnographic methods, i.e. observations and qualitative interviews, we hence need to
find ways to document several different kinds of networking activities. Plus we should also
include the trash of the everyday and actions rather than only actors. Theoretical aspects that
have not lost their importance are intersubjectivity and resistance. All of these aspects are
part of the everyday. And they have not fundamentally changed. The everyday environments,
however, are changing. The process is slow and the 'resistance' looms large (since the already
known world cannot simply change), but once one uncovers the invisible, more can be seen
(and heard) than originally anticipated.
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Abstract

This research deals with the general problem of the social insertion of services with ICT. It
takes the case of the remote assistance device to keep elderly and dependant people at home.
Between the designers and the end-users of these systems, suppliers and in particular the
listening stations (emergency stations, fire brigades) shape "pattern uses" and are part of the
collective perception in the widespread use of these devices. This perception is structured
differently in accordance with the transformation of work that these service providers find
appropriate or not.

On the one hand, we will show how only a few actors can communicate about their
perception, and shape « pattern uses ». On the other hand, we will show the different patterns
of behaviour by elderly people using ICT services. Finally, we will show how new actors are
involved by offering a wide range of ICT services and uses that elderly people are looking for.

What is the remote assistance device for elderly people?

During the 1980°s, given the inescapable ageing of the population, the various French
départements began investing in remote assistance devices. This stemmed from public
initiatives implemented as a direct result of a social policy to encourage keeping the elderly at
home.

The elderly would wear a medallion or a bracelet. When activated (1), the elderly person
would be able to speak to a remote assistance operator at a listening station (2), who would
then evaluate the nature of the call and contact someone if necessary (3). Remote assistance
appeared in this way as the first real piece of ““ ageing technology ““, that is to say technology
especially designed in response to the specific needs of the elderly (Jobert, 1993).
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From the call to arrival of help, the 3 steps in remote assistance :
1) a subscriber — 2) a listening station — 3) doctor, emergency services, or network of volunteers

De 'appel a U'intervention, les de la téléassistance
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The sociology of sciences and techniques has taught us to consider all technological
innovation as a complex interrelationship between techniques and humans. From the outset of
remote assistance design, a representation of the end-user was found within the technical
object : destined to keep elderly and dependant people at home. Remote assistance was, from
the start, associated with a medical approach to dependence. The represented end-user is a
person struggling with bone and joint problems associated with ageing such as restricted
movement and the risk of a fall resulting in de-socialization. Indeed, the most often quoted
scenario by everyone concerned with this problem, used to convince authorities of the
usefulness of this device, is the case of an elderly person who has been living alone since the
death of his/her spouse and who falls breaking the neck of his/her femur and cannot get up to
call for outside help. By activating his/her medallion, this elderly person can call for life-
saving help !

In the case of a remote assistance device, the implementation of a remote service and its
analysis bring up an organisational problem.
Its implementation pre-supposes :

. identifying the various players intervening in the given field

. analysing the methods which led them to invest in a remote service

. analysing the changes which will take place within their profession as a result
. analysing the representations which will result from the supply and demand
which they are supposed to manage

. analysing the initial uses

In other words, one must know who will use this technical device, why they have decided to
use it, and how they will react when using the device for initially unintended purposes ?

Within the context of implementing policies concerning ageing and transferring power from
Paris to the French provinces, French départements will create a policy through a series of
measures supporting keeping the elderly at home, one of which being remote assistance. In
this scenario, French départements will take charge of financing a listening station and the
towns within a given département will become subscribers. They will use the existing
listening stations which are already managed by French départements : those run by fire
brigades (SDIS) or by emergency medical services (SAMU).
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France did not opt for a single emergency phone number as is the case in most European
countries. The fire brigades (18) provide most of the initial emergency services for the public
at large. The job of the SAMU (15) is to provide emergency medical services only. The
division of emergency services between the SAMU and the fire brigades, between those
dressed in white and those in red, is sometimes presented as a very clear division... In reality,
these emergency specialists often have to work together.

When confronted with the difficulty of evaluating the emergency needs of the elderly deemed
dependant, both quantitatively and qualitatively, various elected officials have historically
made choices which have mostly been influenced by political party lines.

Listening stations
The SAMU : emergency medical services

In one of the départements studied, the elected official in charge of ageing policies is a doctor.
In this way, he knows how to convince the SAMU to « expand into the social realm » and to
get the listening stations to incorporate the remote assistance services for dependant elderly
people. Nevertheless, management at the SAMU must deal with the resistance of certain
doctors who do not want to be held responsible for this type of call :

« ... it wasn'’t easy at the beginning as certain members of the medical profession
were sceptical about a call center for the elderly. There were some who categorised
them as “ pee pee-pooh pooh “ calls. But I stood my ground. I thought we were
moving in the right direction, that it was the next logical step since the creation of the
SAMU and the AMU » (governing body of the SAMU).

When confronted with the doctors’ refusals, management chose from the very start to recruit
people who were not members of the medical profession to respond to calls from the elderly.
These people were chosen for their ability to dialogue with elderly people.

Moreover, lessons from the past indicated that the majority of calls would be those concerning
conviviality and comfort ( the need to speak to someone/ needs of everyday life ).

Indeed, the first service provided by the center was the SAMU, that is sending help to people
who needed to be hospitalised so that they receive emergency care and to guarantee their
transfer to hospital services in the best conditions possible. A single phone number was
created (15) and the service was immediately very successful. However, this service was very
rapidly confronted with a problem : numerous calls which did not concern the SAMU : often
concerning the flu or minor problems and not serious injuries. To respond to the other minor
medical problems, the AMU was created, that is to say a network of doctors in towns ( GP’s
and emergency specialists ), who would be called to care for people who had been in
accidents or were ill and who didn’t need to be sent to hospital.

It is certain that the SAMU and the AMU only concerned themselves with the medical field,
but there was still a wide range of cases to handle from extreme emergencies (life or death) to
minor emergencies . The person running the SAMU then decided to create a remote assistance
service to handle very minor emergencies called Biotel.

The documents which accompany the presentation of Biotel indicate a service which is still
concerned with safety and assistance. Nevertheless, the documents are divided into three
types of reasons for calling- uses of Biotel by the elderly : emergency situations, medical
problems and calls for minor problems. Concerning this last category, the French
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départements have included the idea of services to comfort someone who lives in a remote
area of the département or to reach out to those who are feeling lonely : “ Do you need to talk
to someone ? Do you need some advice about a certain problem you have ? The operator will
respond in all these types of cases”.

Offering as a complementary service the possibility of « a simple conversation » associated
with remote assistance, Biotel is a shadow organisation of the SAMU (15) which offers, via
remote assistance, a service which takes calls which do not concern medical emergencies.

As soon as remote assistance was set up, the volume of these calls deemed convivial was so
high that an attempt at categorising these calls was carried out by the SAMU. In this way,
these calls have been divided into two categories :

. the need for a dialogue or an exchange in cases of loneliness

. simple needs of everyday life

«What is shocking is the loneliness which the elderly feel. They mostly need someone
to talk to. It is striking as we notice that the number of calls changes depending on the
season. We get more calls during the winter months, from November to February, than
during the other periods in the year... The discussions that one has with them are
relationships made up of numerous exchanges based on a little of everything or
nothing at all, but which nevertheless concern the needs of everyday life... » (remote
assistance operator, SAMU).

These conversations, which highlight the isolation and the need the elderly have to talk, have
been corroborated by statistics. As soon as Biotel was set up, in 1987, calls concerning
conviviality, necessitating emergency assistance or not, were extremely numerous.

From 1987 to 2001, the SAMU received 376 158 calls, of which 90% did not necessitate
emergency assistance. Among that 90%, 74% were convivial calls or « wrong numbers ».
Among the calls necessitating emergency assistance, in 60% of cases, the person’s sponsor
visited them. The main cause for calls necessitating emergency assistance was a fall, the
second cause was the need to speak to someone.

«The need for conviviality has been increasing steadily every year. Subscribers have
understood by now that Biotel is not exclusively a medical service but can also offer
them something else : certain subscribers ask us to send them someone to pick up their
medicine, or open a window, or give them their medication, etc.» (remote assistance
operator).

In this way, by announcing publicly that remote assistance is also a service for conviviality,
and by recruiting people whose very job includes this skill (ability to create a convivial
exchange with the elderly), has opened a crack into which Biotel subscribers have rushed in to
fill. Indeed, these very elderly people, often isolated, find at Biotel a much-coveted sociable
place.

That is why today the SAMU handles 3 types of calls : very urgent calls which necessitate
sending a medically-equipped ambulance (SAMU, urgent calls which necessitate sending a
GP or a départemental medical specialist (AMU), and calls from elderly subscribers to Biotel,
a remote assistance service.
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Fire brigades : emergency professionals

In another département, the choice was made to create a hybrid alert/illness service which
equips hospitals and clinics with the fire brigade’s new alarm system (18).

« We were in an emerging market, the political decision-makers supported us and the
fire brigade were setting up a management center for fire alarms with the ability to
receive calls from the entire département but what one didn’t know was that the
département and the fire brigade at that time were the same person ». (Manager for a
fire brigade listening station)

In July 1989, the département informed all the Social Assistance Service heads in all the
communities in the département that it had ” implemented a REMOTE ALARM system
destined for the elderly and handicapped in order to keep them at home “. The day-to-day
running of its operations was handed over to the fire brigade. Written agreements concerning
subscriptions were signed between the social assistance services and the fire brigade. At that
time, however, the market was really very difficult to grasp ; their objective at the start was
for 1 000 to 1 200 subscribers for the entire département.

This configuration of players offering remote assistance services putting the fire brigade at the
center of operations was at that time the most widespread set-up in France. It was the result of
two jointly implemented policies organised by French départements : on the one hand, the
reform and modernisation of fire brigade assistance centers and on the other hand, the
application of laws concerning social assistance policies for the elderly.

As Rochette and Marchandet have already pointed out concerning remote security operations,
remote assistance is not a replacement operator or an extra operator in a production line of
services, it is a production line which incorporates new factors and in so doing redistributes
the positions and relative weighting of each one of these previous elements. This poses a
problem because the final set-up of the service will to a large extent be determined by the
know-how held by the various professions to the detriment of the initial demands. (Rochette,
Marchandet, 1998).

As we have seen above, in a large number of départements, the fire brigades were handed the
responsibility of running the remote assistance services when these fire brigades were
“restructured®. The hybrid approach, from a technical point of view, did not come up against
any major difficulties but from a social point of view, this approach was more problematic : at
the start, when faced with the difficulty of evaluating both quantitative and qualitative needs,
only the record of health-related emergencies was associated with the use of remote
assistance. But, as the years went by, this offer created a demand --- that of alleviating social
problems --- which placed the fire brigade in a very ambiguous situation, in a role that they
did not agree with and one which forced them to intervene in situations that did not concern
them. Over a fifteen year period, the logic employed (Perriault, 1989) concerning remote
assistance moved further and further away from the fire brigade’s initial duty and the tasks
Inherent in this profession.

Despite their disapproval, the fire brigade cannot choose to ignore an emergency call.
Accordingly, as soon as an elderly person activates his/her medallion, a fireman on duty at the
listening station sees the information corresponding to this person on his/her screen (name,
age, health problems, hearing problems, etc.) and must consequently respond :
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« Hello, Mrs. Durand, is everything alright ?... »

Whatever the nature of the situation, whether it be urgent or not, the fire brigade responds
very professionally to the needs of *“ granny “. They carry out their work meticulously and
only hang up when they are sure that the caller is safe and sound. Accordingly, the elderly,
from their point of view, are very happy with the service rendered by the fire brigade :

« listen here, I do not like to hear anyone criticising the fire brigade, because they are
extremely kind and always there to help you, if something is bothering you. It is not a
profession that I would blame for anything. No, indeed... » (Mrs. G., 89 years old)

It is another story altogether when it comes to supplying the local authorities with a vision of
service rendered as the fire brigade must then refer to the classification of calls used by 18.
These figures supplied by the station are then published in and annual report. By supplying in
this way the statistics based on the fire brigade’s initial duty — health-related emergency calls
from the city streets — the incompatibility of remote assistance services when compared with
this initial duty is strikingly clear. The remote assistance activity is measured using the
number of subscribers and the number of calls. For the fire brigade, these calls are alarms
which are divided into two categories : « justified distress calls » which make up 10% of
calls, and « unjustified distress calls », which make up the remaining 90%.

Table 1. Categories of distress calls.

Justified calls Unjustified calls
Month Falls/Illnesses Services (toilet, Other Errors Attempts Other Total
)
January 82 65 72 670 438 502 1829
February 83 54 61 619 379 633 1829
December 105 80 108 880 520 1031 2724
TOTAL 1048 585 955 9 463 5580 8679 26310

Annual summary of remote distress calls supplied by the fire brigade’s listening station

For the fire brigade, “justified” calls are those which correspond to a real health-related
emergency and which necessitate someone coming to help them. The report supplied a table
summarising what was done in response to justified calls; Accordingly, among the calls
considered “justified*, family, friends, neighbours living nearby intervene in 40% of cases,
and the fire brigade in 10% of cases.

Table 2. Responses to remote distress calls

Month Family, Friends, Doctor Fire truck Ambulance Police Other Total
Neighbours

January 109 10 18 8 2 83 230
February 74 6 22 2 3 85 192
March 101 8 24 4 74 211
April 92 4 16 5 1 95 213
May 103 9 33 8 85 238
June 96 4 23 6 1 103 233
July 48 4 19 6 1 111 189
August 62 5 26 3 51 147
September 114 7 17 3 2 116 259
October 127 5 18 2 75 227
November 127 10 24 8 3 74 246
December 117 7 22 5 2 117 270
Total 1170 79 262 60 15 1069 2 655

These figures associated with uses of remote assistance are the only ones known and are
widely supported by professionals in the field of gerontology. The rate of 90% of “unjustified
distress calls* is widely used and contributes to a very negative representation of this service.
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A large number of them begin their evaluation of the remote distress call service by saying :
“it doesn’t work ““. Beyond the official figures, those in charge of the fire brigade listening
station (18) emphasise the incompatibility between the fire brigade’s duty and the requests
generated by the remote assistance service.

« One must acknowledge that the fire brigade’s duty is not of a social nature, which is the
very problem. That is the work of social assistance services. We do not have a policy to keep
the elderly at home. That was a decision made by the département which asked the fire
brigade to take the responsibility for distress calls in partnership with local communities.
That is what is called a political request because before, there was nothing.[...]

What we do best is follow up on a distress call. The problem for us is all the other unjustified
calls. It is all these calls ; the granny who needs to hear someone’s voice, or to be comforted,
or to make sure that there is someone at the other end of their medallion but these problems
are not our concern. The problem is all that and, of course, people’s distress, those who need
moral support.” (Fire brigade chief at a listening station)

In other words, the fire brigade accepts to respond and provide support for emergency callers
in cases that comply with the initial intentions of those who designed the service --- such as an
elderly person who, after a fall, breaks the neck of his/her femur --- because this emergency
caller has an urgent medical need. On the other hand, when other emergency callers with
other age-related problems call, they are a lot more reticent to respond :

« and that is a problem because when we have to deal with someone’s grandmother because
at 1 o’clock in the morning, she calls to say that she’s cold. It is not the fire brigade’s job to
tuck her in at night. And then when you contact her sponsors, one of them doesn’t respond,
and when calling a second, you get an answering machine, and the third’s phone number has
been changed, what does one do ?

and then you get a call from someone’s granny who is crying and you don’t know how to
react, and when there is a fire and we have to get some help from a fire brigade in another
community because your firemen have gone to tuck in the previous caller...ok...the fire
brigade has a role and the one we were initially entrusted with is not... “ (Fire brigade chief
at a listening station)

Innovation to better serve the public

Without further developing the role of all the players who participate in keeping the elderly at
home, we notice that each player ends up either validating or invalidating, given their
approach to these services by virtue of their professional duties, the various players who
lend an ear “ to the elderly. The uses made of these services must therefore comply with these
professional duties. For example, the conversations tolerated by Biotel would not be tolerated
by listening stations run by fire brigades. All of the players with a social role in these services
influence its representation which leads to validating the appropriate and inappropriate uses of
this remote assistance service.

However, remote assistance services, by giving very elderly people the chance to speak when
they feel the need to, has brought to light the extreme loneliness these people feel when they
are confronted with restricted mobility.

Within the framework of policies for the elderly, the objective of keeping them at home
remains in France the dominant model. The foreseeable ageing of the French population has
already given rise to more and more people subscribing to this type of service. Currently, new
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players are continually innovating by offering remote assistance services which are
advertised as a response to this social distress.

« You feel the need to speak to someone, you feel lonely, you are experiencing anxiety, you
have been stricken with an illness, our remote assistance operators are standing by from
Monday to Friday. All year round, this service guarantees a real presence at your side ».
(Brochure presenting a remote assistance service appearing in 2006)

Developments in what is available have created innovations in various aspects :
technical, professional and organisational.

Technical innovations

A large number of calls are considered unintentional and often the elderly mention the fact
that the medallion gets accidentally caught on something. Moreover, this medallion is often
considered to be too visible and stigmatising for the dependent person, the downside of
ageing. Manufacturers have looked into offering something a bit more discreet. Consequently,
nowadays, the majority of remote assistance services offer a medallion and/or a watch which,
instead of indicating the time, has a push button. In the same way, to respond to calls for
convivial reasons, the stand which is placed near the telephone now has a push button to
directly contact the listening station without even having to wear a medallion or a watch.
Experiments are currently taking place with video teleconferencing (sound and picture) via
broadband transmission lines.

Professional innovations

Listening stations now offer services devoted to lending a sympathetic ear to the very elderly.
With this goal in mind, listening stations are recruiting and training remote operators
regarding the problems linked to very old age. These operators must know how to both
respond to emergency calls, to health problems, as well as give information about their
services offered to the very elderly, and try to respond to these people’s social distress and
low spirits. This demands knowledge of psychology. More and more listening stations employ
a psychologist.

The first statistics on the nature of the calls received reveals the difficulty in determining
meaningful categories for calls. The significant number of calls considered ““ unintentional*
can be understood in different ways : In the field of remote security operations, * if numerous
professionals declare it to be the number one problem in the field, others are convinced that in
fact there are no “ false “ alarms because all alarms indicate some sort of defect in the
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“security infrastructure” and in that capacity they have a significant role to play “. (Rochette
and Marchandet, 1998).

That is why, today, départements, which finance to a large extent these services within the
framework of their policy for the elderly, demand a better understanding of the nature of these
calls. Professionals try to define new indicators concerning their nature and the real need
which is sometimes hidden in the background. Départements define three types of calls :
repetitive falls, people who have forgotten that they have just called, and calls which clearly
indicate an underlying problem, leading to informing the elderly person and social workers
about the necessity to take another look at the conditions in which this person is kept at home.
When confronted with the difficulty of identifying the needs of these elderly people, certain
listening stations offer to call the subscribers on a regular basis in order to detect any possible
distress.

Organisational innovations

Listening stations, want to both become more professional and expand their services to all
French départements. Currently, questions concerning co-ordination among the various
players in the field of gerontology remain of the utmost importance. Listening stations are
publishing more and more detailed information about the nature of these calls which is of
special interest to the * close ties “ of elderly people. However, these close ties, made up of
both volunteer professionals (doctors, home care professionals, etc.) and family members,
remain “ tailor-made® to repeat the term used by a social worker. The question of
communication among these listening stations and these close ties remains a real question
today.

Conclusion

The relevance and the success of a remote assistance service depend on the ability or the
willingness of service professionals not to limit themselves to a medical and rigid
representation of ageing but, on the contrary, one that can respond to the diversity and the
development of the various faces of ageing : momentary fatigue, isolation, confusion, etc.
There still remain a large number of calls categorised as «unintentional», but there are several
ways of understanding these “false alarms”.

Remote assistance by offering the possibility of calling a listening station generates a whole
series of calls which can also become the source of information on the nature of the
difficulties that the elderly experience, above and beyond any judgement concerning the calls
themselves. Those who work in gerontology would like to be able to gain access to this
information to decide on how to re-organize the mobilization of those close to the elderly or
to decide once again from scratch on what kind of help the elderly really need to be available
for them. The project of mobilizing remote assistance, as a tool for a better-adapted service
catered to the needs and the context of an elderly person, is a relatively new approach which
is part of “ the building of a lifelong project of home care ““ and attempts thereby to respond to
the diversity of faces of ageing. This approach is today acknowledged by certain social
services, which can consequently become the relevant link to create, with the help of remote
assistance, a social network of close ties for the elderly.
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Abstract

The (r)evolution of personal and collective publishing offers new tools allowing the Internet
users themselves to become content creators. Along with the personal typing in weblogs a
new practice for communication has emerged in the form of snapping pictures and sharing
them in the web. These virtual picture galleries constructed and updated right from the field
with the help of a mobile device has become known as moblogs. In this paper we examine
practical functions of moblogs as a space of self-presentation and intercommunication. Our
methodology consists of web-ethnography that combines methods from ethnomethodology,
conversation analysis and ethnography. The focus is on the participants - authors and visitors -
and their actions and interactions. We also use two analytical notions: attractiveness and
responsiveness to describe the functions of the moblogs and differences between them. As
result of the study we present four part taxonomy of the different moblog functions and
analyze further more detailed the participative processes of moblogs of each category. From
the basis of our analysis we suggest as a conclusion that moblogs are used for storing, sharing,
publishing and communicating with images, meanings and messages.

Keywords: Moblog, mobile blog, function, web communication, ethnomethodology

Introduction

The (r)evolution of personal and collective publishing offers new tools allowing the Internet
users themselves to become content creators. The boom of virtual writing has created a whole
network of blogs and blogging culture, a kind of a blogosphere, in which private people feel
free to share their everyday narratives, different communities to construct data basis around
topics of their interest or even corporations to promote their business, products and services
(see Scoble and Israel 2006). A couple of years ago the number of weblogs was estimated to
be more than a half a million (Blood 2002). Today blog census project, NITLE
(http://www.blogcensus.net/) records nearly three million weblogs. Technorati blog index
(http://technorati.com/) estimates the amount of the blogs to be even greater, about 71 million.
Along with the personal typing in weblogs (abbreviated generally to “blogs”), a new practice
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for communication has emerged in the form of snapping pictures and sharing them in the web.
These virtual picture galleries are produced both with digital cameras and different kinds of
portable devices, which provide more direct modes for personal and collective publishing and
communication right from scene. The latter form of sharing and communicating with pictures
and texts has come to be known as moblogs and the practice of producing one as moblogging.
The concept of “Moblog” was first introduced by Justin Hall (2002) and Adam Greenfield in
2002 (http://www.v-2.org/displayArticle.php?article num=182). Since then at least the terms

“wireless blog”, “visual blog” and “photoblog” have been introduced. They all refer to a
special kind of visualized blogging.

The moblog can be characterized as more or less regularly updated website in which
chronological ordered content is posted primarily from cellular phone or other mobile device
with wireless connection. Moblogs may be either private with one single author or collective
with many authors who contribute to one moblog by sending their own pictures and adding
text entries. The content of the moblog is by and large picture-based, although photos may be
accompanied with text that may be either short descriptions or longer histories and narratives.
The moblog contributions may vary from a personal type of snapshots with intimate diary
entries to up to the minute professional photography and journalism. The recent development
of mobile devices has made it possible to also add audio and video clips to the blog (see
videoblogging e.g. http://moblog.co.uk/view.php?id=238366 and audioblogging in
http://radio.weblogs.com/0100368/). However, in this study we concentrate only on
examining the participative nature and culture of the photo and text based moblogs.

Blogs — a space for participation and communication?

One basic curiosity of the blog and blogging is that it is highly self referential medium. Large
amount of the blogs and their topics concern, in one way or the other, practical and theoretical
issues of the blogging culture. In addition, blog researchers tend to have a blog of their own:
theory is connected to practice. (Ddring & Gundolf 2005, 216) Elisabeth Lawley, Associate
Professor of Information Technology and a blogger herself, (2004) criticises the way that the
scientists who do not have experiences of blogging often treat blogs as a homogenous mass
and do not recognise variations between them. Neither of the writers of this paper has
experiences of writing a blog, though we have gained a good experience in viewing them. In
order to avoid giving too simplistic view of the phenomenon under inspection we approach
the nature of the moblogging from three different angles combining discussion and results of
the research on moblogs, on weblogs and on mobile technologies.

When Justin Hall (2002) first introduced the idea of a moblog he contrasted it with weblog.
He considered a weblog to be a record of travels on the Web, whereas a moblog for him was a
record of travels in the world. Interestingly, Julian Gallo (no year), Professor of New Media
reported in his user experience description that after sending pictures to his moblog he
experienced that he is making neither a photo album nor a web log, but a visual map with the
data of where he has been and what he has seen.

Every form of the web communication has characteristics of its own. While blog
communication on the whole obscures the ideas of private and public, individual and group
and ideas of fact and fiction (MacDougall 2005, 575), the moblog, in turn, enlarges the idea of
the shared instant experience. The very characteristic of the moblogging is instantaneous,
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since it provides a place and possibility to send personal views and flashes of one’s instant
moments in a world around him and share these experiences by communicating with other
people.

In principal, moblog works as a medium for personal publishing or for communication and
creation of social relations and ties. Like homepages, the moblog serves as a channel of self
performance providing media consumers with the possibility of becoming media producers
themselves. The moblog’s technological possibilities lean on its affordances to save and
distribute author’s life story as pictures (and as text). It not only affords possibility for self
presentation and self identification, while displaying author’s mundane life, his/her instant
experiences and everyday items of the immediate environment, but it also provides channel
for communication with others. Although the interconnectedness and interpersonal
communication within the web community does not always emerge unaided. The simple
“seen-snapped-posted” —publishing structure is not enough in order to catch the audience’s
whole attention, but the moblog site may need less aggressive promotion in order to be
noticed. (Doring & Gundolf 2005, 85.)

The moblogging requires not only access to the Internet for photo sharing purposes but also
the device with the help of which the personal views of the instant environment and moments
can be saved. Going further to examine the camera phone use and multimedia messaging
some interesting observations have been made in the research areas of sharing digital images.
In their experiment Koskinen, Kurvinen & Lehtonen (2001) found out that multimedia
messaging (MMS) between friends is not working as independent sequence of interaction, but
is likely to be related to the previous interaction of them. In this study the posted messages
had various different contents, such as postcardpostings, rumors, stories, jokes, teasing, failure
snaps and requests to have others’ pictures. Mikela’s et al. (2000) research results echoes with
this since they reported that image-contained MMS messages were tend to be used as a tool
for creating a story or a joke, for expressing emotions or even for making art around them.

What comes to the typical patterns of using MMS messages and practices around camera
phone image sharing at least following observations have been made. In the research of
Kindberg, Spasojevic, Fleck and Sellen (2004) the interest was to analyse what people
photograph with mobile phones and how they use the images. The images were found to be
used both for sharing and for personal use, and for affective reasons and funtional use. Based
on users' intentions behind the captures the researchers identified six subcategories of the
picture use. The affective functions contained enriching a shared experience, communicating
with an absent friend or family or personal reflection or reminiscing. Funtional intentions
behind the image use included supporting a mutual task with people co-present, supporting a
task with remote people or supporting a personal, practical task. Kindberg’s et al. (2004)
study also concluded that the capture and send culture of the cameraphone pictures has
collided with practical and technological barriers and people are more likely to use mobile
devices for capture and show purposes. Similarly Daisuke Okabe (2004) noted in his
ethnographic study of camera phone usage in Tokio that users do not prefer to email images
to one another but they are rather likely to share them with others showing them right from
the handset screen. In the same research Okabe also came to conclusion that cameraphone
actually has various different uses including personal picture archiving, intimate picture
sharing with other people, peer-to-peer news reporting and online picture sharing.

It seems that while talking about the image capturing and sharing them with the help of
mobile devices the patterns of use tend to vary a lot. Howard Reingold argues in his 2005
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published article that people are still in the phase of adaptation of camera phone as they have
not yet decided what kind of a social medium it is. Daisuke Okabe (2004) seems to agree as
he points in his study that the use of the camera phone is still emergent practice since the
patterns of use have not yet totally stabilized. People are still working out the social protocols
and norms for appropriate visual information sharing. Moreover, if we look back to the
culture of moblogging it seems that we are dealing with a rather inchoate phenomenon, which
by no means has made any breakthrough in Internet users' daily practices. Doring and
Gundolf (2005) estimate that in a context of the whole blogosphere moblogs are just “a niche
within the niche” and it may be assumed that in the long run only minority of the Internet and
mobile users ever start a moblog of they own. It may be that e-mail attachment and MMS
mobile phone messages are still the most popular forms of interpersonal visual
communication, although online photo albums, mobile blogs and photoblogs may increase
further interest of those users who actively search applications for digital photo sharing.

Data gathering and methods

In our study we examine closely the practical functions of moblogs as a media of self-
presentation and intercommunication of the participants. A detailed analysis of the structure
and the content of moblog contributions have not been conducted earlier. Our objective here
is to fill this need by analysing what happens to the participation and communication when
blogs go mobile. Which contents, forms and functions the pictorial and textual messages have
in moblogs? How are the pictorial messages combined with textual elements in moblogs?
What kind of participative practices and processes can be identified in the virtual culture of
moblogging?

In order to understand better the variations of use and functions we did a web-ethnography of
the moblogs combining methodological tools from ethnomethodology, conversation analysis
and ethnography (Garfinkel 1967; Suchman 1987; Arminen 2006). The focus was on the
participants - authors and visitors - and their actions and their interactions and both the
statistic and the content of those actions was examined. The moblog data was gathered from
the supply of different moblog service providers, whose platform allows users to send in,
save, edit and publish their contributions via e-mail or mobile messaging. For the purposes of
the study it was important that the moblog platform provided updated information of the
viewed and commented pictures. Altogether 10 individual moblogs was stored including
whole web pages with pictures and texts and all the communications involved. In the analysis
of weblog interaction and communication we concentrated to trace sequential paths, explicate
pairs of actions, blog images and responses borrowing some notions from conversation
analysis (CA) to discern patterns of webcommunication (Arminen 2005).

Functions of the moblog

Within this study we are interested in the way people choose, adapt and manage different
participation and communication practices in the context of one virtual and visual medium,
moblog. While we considered particular constraints and affordances of this one
communication channel we came up with two analytical concepts: attractiveness and
responsiveness. These concepts are imposed here to examine differences in moblog uses and
to show how the functions of the moblog alter in terms of the different kind of actions of the
author and the possible visitors. During the study attractiveness of the moblog was measured

- 144 -



in terms of the statistics of the viewed pictures and responsiveness in terms of the statistics of
the added comments. While paying attention to authors’ and visitors’ actions in the situated
contexts of moblog practices we came up with the following categories presented in table 1:

Table 1. Functions of Moblogs

Non-responsive Responsive
Non-attractive Store Share
.. no views, ew views,
Characteristic of use f
i no comments some comments
Attractive Publish Communicate
L lot of views, lot of views
Characteristic of use f f
no comments and comments

In the first category of moblogs both attractiveness and the responsiveness of the blog were
recorded to be minimal or total null i.e. the moblog did not gain any viewers or commentators.
Contrasting to the weak reception of the images by the part of the web community the
moblogging was contributed to be a type of Store. Where some views and comments were to
be recorded the moblog function turned to Share kind of a blogging. In this category a rather
small community of people communicated around the published pictures. When moblog and
its picture gallery seemingly attracted a mass of audience to view pictures, moblogging
worked rather as a forum of publishing. Though, in this Publish -category pictures didn’t
seem to launch any interaction between the participants. In the last category, Communicate -
moblogging, both attractiveness and responsiveness were measured to be high on the grounds
of the viewed and commented picture entries.

The results of this part of the study suggest that moblog’s functions alter situationally while
authors and visitors engage themselves in modifying their participating levels, whether by
viewing or commenting or by viewing and commenting. It is worth to notice that one single
moblog does not represent a one single category as pure, but the functions of a moblog may
vary in the course of the time depending on how the web audience welcomes the moblog and
how they take part to the participative processes of it. At one time a moblog may have
viewers as well as commentators, but in the next moment it may not attract even viewers. To
better understand the variations between different kinds of practices within moblogging we
now show more closely some examples of the each category.

Capture and store

In the first example we are going to examine the visual content of the Store -moblogging. In
this category of moblogs the content is based on a kind of random snapping and random
picture gallery exposition. The photos do not seem to have obvious relation to one another,
but they all represent kind of momentary flashes of author’s everyday life and mundane
instant environment. The meaning and the purpose of the pictures does not open very clearly
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to viewers. There is no plot, logic structure or visual narrative which distinctly relates these
snap-shots as a “family of images”. The only continuity between the picture entries may be
found in the time span of the photographing as the photos have been dated to the sequential
days.

Fig 1. Store —moblogging (http://www.flickr.com/photos/ikkoskinen/page9/)

| I ||pO'S Sojourn's photos pro View as slideshow

(Mew window &5)
Callections  Sets  Tags  Archives  Fawarites  Profile

How can 1 publish ¢old media
Jaiku.Com? 20070327T154540 20070326T184556

BERLIN

TPLAN/U-BAHN F‘LAN

HAP/L l"[>° UHE HAP

i i iajai ?
Howe can i publish old media jaiku.Com?

Close to my home.

(=) Some rights reserved,

() Some rights reserved. Uploded on Mar 27, 2007 ) Some rights reserved.
Uploaded on kiar 28, 2007 1 note /0 comments |ploaded an Mar 26, 2007
0 comments 0 comments

The characteristic of sfore -moblogging is “freestyle mobile photographing” where every
picture is publishworthy. Still, it lacks the hook for the visitor to look at the pictures more
closely, not to speak of commenting on them. With no views and no comments the moblog
starts to function as a storing place for mobile photos. Thus, there may be a risk that the
moblog some day becomes a recycle bin of the quick snaps. This may be the case especially
when the images lack good quality. On the other hand a potential positive outcome of the
“freestyle mobile photographing” is that it may increase individual’s sensitiveness to perceive
such details of the everyday environment which at first glance may appear indifferent, but
which with closer look can be even considered as aesthetic environmental art.

Capture and share

In the second category of moblogs, share, the visual content of the blog produces some views
and some comments among the moblog visitors. It is likely that the mobile picture gallery is
collected around a specific topic or images are in other ways related to each other. The
content may be constructed for example with family photos or photos of pets and therefore the
blog is more likely to spur acquaintances, family or friends or small circle of the Web readers
to view and comment the entries. In our example a moblogger, dashingblue, collects a picture
gallery of her cat, Rusty.
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http://www.moblog.com.sg/blog/dashingblue

Fig 2. Share -moblogging

[
[27 Sep 2006, 11:42:34 AM]

Avery calm and cute sleeping position.

Comment{s) | 0 View(s)
=ll g Friend

[ |
J [27 Sep 2006, 11:41:45 AM]

The full photo of how he looks when he sleeps.

(http://www.moblog.com.sg/blogger/album_list.asp?uid=0FF5799E-B5A1-4A33-A380-45145FF5CF96)

It is very easy to find dashingblue’s pictures lovable, irresistible and sweet, especially if the
viewer happens to be an animal lover or especially a cat lover. The author has animated the
images with short descriptions of the “sleeping beauty.” The two photos (Fig.2) create the
next two short conversation sequences between the author and a visitor, Fatzombie:

Extract 1.

Haha... Yeah. =)
Posted by dashingblue @ 17 Oct 2006, 01:01:33 PM

This pic of Rusty is my personal favourite. He seemed to be having a very nice dream. =)
Posted by Fatzombie @ 30 Sep 2006, 11:45:12 PM

A very calm and cute sleeping position.
Posted by dashingblue @ 27 Sep 2006, 11:42:34 AM

Extract 2.
Oh wow! In fact Siamese cats originates from Thailand. Haha! Rusty was such a lovely boy, he will always be my little prince in

my heart.
Posted by dashingblue @ 17 Oct 2006, 01:03:46 PM
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This is also another personal favourite, simply becos his sleeping posture is the same as mine - in the 'surrender’ posture. A fren
of mine once told me that such a posture is deemed the posture of a king in Thailand. =P
Posted by Fatzombie @ 30 Sep 2006, 11:47:00 PM

The full photo of how he looks when he sleeps.
Posted by dashingblue @27 Sep 2006, 11:41:45AM]

The entries of the sleeping cat generate Fatzombie’s reactions and positive assessments of the
picture content. In the first sequence Fatzombie’s positive assessment about cat’s possible
satisfaction of having a sweet sleep is followed by dashingblue’s minimal affirmative
response reinforced with laughing signs “Haha” and “=)”. In the second extract of the three
part structured conversation sequence Fatzombie’s response to the image and to the
description wrote by dashingblue is a slightly longer. A part from marking the picture being
special for her (“another personal favourite, simply becos his sleeping posture is the same as
mine”), Fatzombie formulates news announcement about Rusty having exactly the same
sleeping posture as the king of Thailand. Dashingblue marks this as new information (“Oh
wow!”), but develops the topic even further, formulating a related addition to the
announcement. Her cat, being Siamese breed, originates in fact from Thailand.

It is worth noticing that the interface used here forces the comments to appear in reverse order
in a way that latest post is always at the top. It can be questioned whether this presentation
mode of the blog conversation is good while people tend to read the text from above to
bottom. The structure and the logic of the conversation are likely to break with a reverse
representation of the order of the conversation turns.

Capture and publish

In the third category of moblogs, publish, the blog and the participative processes around it
allow the author him/herself to become a publisher. Among the web community publish -
moblogging attracts people’s interest in viewing with glossy advertising style pictures,
pictorial news reports or images that in other ways draw people’s attention. Thus, publish —
type of moblog has a character of personal soap box or professional journalistic gallery.
Online moblog publishing offers certain opportunities for individual publishers but also
involves some risks. Mielo states (2005, 31) that moblog has actually become a medium of
choice to the journalists in reporting about wars, riots and other newsworthy crises around the
world because of the medium’s particular characteristics: it is portable, uncomplicated and
instantaneous. Doring and Gundolf (2005) have noticed instead that both online journalism
and online sex industry is contributed by increasing number of amateurs.
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Fig 3. Publish —moblogging

~Sad

gfa‘m— M . larger
{viewed 416 times)
Z0th Feb 2005 21:09 comments (0}

Leo 00...

My boyfriend is so gorgeous

larger
{viewed 434 times)

Z0th Feb 2008 20523 | tags: leo | comments (0}

(http://moblog.co.u10gs.php?start=656&show=2323)

In the publish —moblogging example (Fig. 3) images may be found rather exhibitionistic. The
author of the moblog is engaged in personal impression management by creating a persona of
celebrity and publicity with qualifications of good appearance, outfit and faultless condition.
She is not only exposing her own body in her personal blog but brings forward her boyfriend
with images of his trained body. The content of the pictures is emphasized by author’s
positive assessment about his boyfriend’s looks. The moblogger’s main interest and concern
seems to be, how to appeal to the web audience. How to gain spectators? In this case, the
content of the blog is effective in attracting the audience since the images of the given
example have been viewed nearly five hundred times.

Without going any further in cultural analysis of how and why some mobloggers, women as
well as men, are willing to present their bodies and sexualities openly in Web, the blogging
culture in overall contains the possibility of managing and controlling one’s self-presentation
and personal impression. Reed (2005, 232-233) states in his study that research subjects noted
repeatedly that weblogging gave them pleasure of exposing them and their life in public and
moreover to totally strangers. On the other hand, along with writing personal blog people
came to realize that exposing oneself may be harmful, since the Web records and saves the
data in accumulative way and also because blog contents are always subject to the readers’
misinterpretations.

The publish type of moblogging may also cause other types of negative results and responses
within web community. The members, the mobloggers and even the administrators of blog
platforms have frequently complained against those bloggers of the community who regularly
publish nude or other way sexist images of themselves and their partners merely to gain more
spectators (Doring & Gundolf 2005, 215).
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Capture and communicate

In contrast to the previously described types of moblogging the last category communicate is
not only featured by the attractiveness but also by the responsiveness of the content as it
enhances communication among the moblog community. We now look more closely such
elements of moblog which may reinforce the interpersonal communication. We take an
example from Alex Saville’s personal moblog in which he describes his fight against
leukaemia. He set up the blog primarily to tell the world about his hospital experience and
since April 2006 he updated the blog almost everyday usually straight from the hospital bed.

Fig 4. Communicate, example 1

WOO000

Hooray

Meutrogphil count today is 1 .59

WMoyl

Was 069 yesterday!The doctor said there iz a chance of going hame tomorraw!! But
idont

weana get my hopes up because this always happens and the doctors make
wiou stay ancther day.

Wiglll zee Arveweay pretty good i think.

And luckily | haven't been throwing up todsy!

The doctors zaid if | kept being sick yesterday they would do an

endoscopy (speling™] where they put a camera down your throst to have a
loak.

larger
|

So got u:ub_rt of that one! Hehe tvigwed 76T times)
Alex zavile

28th May 2006 18:37 comments (200

(http://moblog.co.uk/blogs.php?start=112&show=7364)

The text and picture entries of the Alex’s blog give an impression that the author is describing
his world as he sees and experiences it. The blog provides a day-to-day account of passing
events while he is struggling with the disease; day-to-day moods and feelings that vary from
great anxiety to hope and joy. Like an ordinary diary, the story of Alex is structured around
“I”” narratives, where the storyteller is at the same time the protagonist. The entries are meant
to be of the moment, as a record of how the protagonist felt or thought at that particular
moment of life. Generally, those writing their own blog consider their blog to be their index.
Authors think that they reveal themselves unreservedly, without any whitewash, since they
put themselves in the stories exactly like they are. (Reed 2005, 227.) The idea of authenticity
is only emphasised by the fact that as one’s virtual story is continuously updated the personal
data only accumulates. Both the blog and “I” can be noted to be in a state of “work in
progress”.
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Fig 5. Communicate, example 2
LOW DOWN

Here is the lowwdlowen

| have a very acute form of GWHD which is screswing araund wiv my liver,
howver and =kin zo far.

The treatment needs to be guite a strong as thiz iz quite a dangerous

situation.

Iv heen put on strong steroids to suppress the attack, and different

artibadies to destroy the overactive T cellz in my blood.

Because my bowel just wort absorb the nutrients it needs (coz its

inflamed and | have bad diarreha, iv have a hickman line back in, wwhich

they v using for all my IV's and they r feeding me nutrients direct into

the blood stream. A mixure of everything | need For the firsttime in about & week i
managed to get a tiny bit of =leep,

(coz they have put 2 syringe drivers into mey arm, which run morphine and
othet painkillers 24hours)

While having the hickman line put in, i always offered the nurse a blue
zatzuma, which i beleived was in my hand, before stopping myself. | like
zatzumas u zee Tho | have alzo be using this opotunity to try the painkillers and
zedatives | having had betfore, like madazolan, which i think my have

helped me sleep last night The nesxt few days are guite critical, 3o understand i may
rot blog, bt

will try Dne good thing from this means that the topup i had has worked
exellertly.... And then somel

It means | have a nesy working bone marrow, which produces very well on

ts oven. Just the T-cells need to he shut down quickly so my other cells

can handle the danmage they'l heen causing.

Alex zaville larger
[viewed 5335 times)

larger

A10th Now 2005 09:51 comments (22)

(http://moblog.co.uk/blogs.php?start=16&show=7364)

Compared with the three previously presented type of blogging, the distinct, significant
element of communicate -blogging is that the author does not merely offer his pictures for the
public distribution, but tells an entire story not only with pictures but with text. The pictures
do not stand alone as a core element of the storytelling, but they are rather illustrating the
daily verbal narratives of the author. With his camera phone the author is able to deliver in
public both writings and pictures of his personal story and history, illness experience and his
changing appearance as the desease develops and to open a forum for interpersonal
communication with those who are not able to share his experiences face to face.

Besides of attracting many views the communicate -moblogging involves acts of reception.
The first entry presented in figure 4 launched altogether 20 comments but we concentrate here
on analysing more closely the following 5 responses which created the first independent
conversation sequence in the list of the comments.
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Fig 5. Example of the comment sequence.

IHSIR FINDO GASK SAYS:

WG dudel

Hope you get out tomorrow...

28th May 2006 15:45

‘PUDDLEF’UFF SAYS:

WooooHooooolll That's great news manlll Keep up the not puking, and the great wark in generall
If you do get out tormorrow, can we have a few nurse shots as final ;)

Marn and Dad rmust be happy as well.

28th May 2006 18:49
[MUM SAYS: ]

wao indeed. fingers crossed you'llbe back soon then. there are one or two home grown strawberries that the slugs haven't spotted
yet (and e put plenty of beer traps out for themn) and one of your bonsai has bright pink flowers all over it to welcome you home.

Puddlepuff would like nurse pictures. Some of them are very cute indeed and the fernale nurses are jolly pretty too. Vou'd better take
a photo of one or two of them.

try not to throw up again, although hospital food is fairly sick making.

28th May 2006 19:13

‘PUDDLEPUFF SAYS:

Female nurses will da ;)

2fith May 2006 19:17
[MAGGIE D SAYS: l

Yay, Yay and thrice Yay .. (slaps Puddlepuffs wrist for sexist comment) .. but then forgives hirm because he is such a nice guy...
well we have to make exceptions sometims.. .. and he does love his cat.... OK arm rambling but very happy that neutrophil count
could mean you are home tamorrow..fingers and all other appendages crossed that that is the case. .

26th May 2006 19:13
(http://moblog.co.uk/blogs.php?start=112&show=7364)

This short fragment of moblog conversation is initiated with Alex’s notification about his
chance to soon get home from hospital. The good news immediately launches a flood of
responses in a positive and sympathetic tone. If we look at the dates and times of the sent
responses it can be noticed that they are all sent on the same evening within an hour from
Alex’s initiative message. Not only author’s action seems instantaneous, but also responsive
actions of the message receivers and commentators.

First response comes from Sir Findo Gask in a form of positive feedback and good luck
wishing. Puddlepuff joins next in the choir of the sympathizing friendly fellows as he more or
less shouts for the good news. Next he manifests a wish to have finally some pictures of the
nurses. This move will produce in continuation other, parallel topic in the conversation. At the
end of his message Puddlepuff makes assessment of the response and reaction of Alex’s
parents as soon as they hear the good news. Surprisingly it is exactly Alex’s mother who
participates next to the conversation. In her turn she constructs idyllic scenery of the world
waiting for Alex outside the hospital environment: everyone -even plants- is warmly
welcoming Alex back home. Next she continues the other topic launched by Puddlepuff, but
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with very ironic tone. One can almost hear her laughing while she makes a joke of
Puddlepuft. The joke is constructed around the fact that Puddlepuff did not identify whether
he was talking about female or male nurses, or possibly both. The funny tone in mother’s
entry is emphasised with the way she is treating Puddlepuff as interactant and participant of
the conversation. She is not directing her move to Puddlepuff, but creates an intimate funny
chat directing her words only to her son. Puddlepuff’s next turn is a minimal response in a
form of confirmation that he wishes to have pictures of female nurses.

The last turn of the sequence presented here is interesting from the point of view of the
interaction analyst. The general assumption about computer mediated communication (CMC)
is that it mediates poorly, if at all, nonverbal cues and gestural actions. However, the picture is
not that simple. In the Web the interactants may adopt new modes of expressing
nonverbalized, facial or gestural actions for example in the forms of smileys and chat
abbreviations like LOL (“laughing out loud”), H&K (“hug and kiss”) and CRBT (“Crying
real big tears”). The expressions of feelings, body orientation and postures or other embodied
actions may also be described directly with words. This is exactly what Maggie D is doing in
her response turn to the Puddlepuff as she “(slaps Puddlepuff's wrist for sexist comment) ...
but then forgives him because he is such a nice guy.”

The dominant type of social activity taking place within the responsive moblog is essentially
turn-taking based web communication where responsive entries are kept quite short and
simple. However, the turn taking mechanism in CMC communication seems to follow the one
of ordinary, face to face conversations. The turns in conversation rely on expectancies
generated by the preceding turn. Greetings create expectations for responses, good news for
positive feedback, and a question for answers. The essence of common conversation is the
understanding of the activities of others which in turn provide a context for creating and
producing one’s own activities. While common understanding has been created, the
communicate- moblog may even become virtual, communicative, two-way and responsive
visual diary, where roles of the author and visitors may blur.

We wished that Alex’s moblog had a happy ending, but unfortunately Alex Saville died in
January the 3™ 2007. The sad notice was announced in his moblog by his family and it was
immediately recognised by the web community and received with great sorrow and
commiseration. Since then, over 60 people have expressed their sympahty over the loss of the
beloved moblog friend. His memorial photo has been viewed over 2 500 times. Alex’s
moblog had great impact on people and created a web community with tight emotional
relations. One of the readers and the commentators, Seaneeboy, writes: “This has been
possibly the most moving blog I've ever read, and I will miss it terribly. An incredible fight,
he's going to live on long in moblog memory” (http://moblog.co.uk/view.php?id=210542).

Discussion

Data analysis shows that in contrast to the presumption, the moblog does not automatically
support either self-presentation or intercommunication of the participants. Instead we suggest
that functions of the moblog alter situationally while participants engage themselves in
different ways and levels to the participative actions and processes of the moblog. The
participants simultaneously manage multiple ways of being present and display multiple
levels of presence within practices of distributing pictures, seeing them or interacting by
writing of them. In what follows we suggest that moblog may serve as a tool for storing,
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publishing, sharing or communication or all of those together depending on the situationally
varying activities in which participants actively engage themselves.

The research and its results affirm one of the stunning characteristics of the IC technologies.
They provide multiple affordances for users to feature and modify their actions and
interactions through different forms and levels of participation and engagement. The
affordances are not primarily matters of technology, its character or capacity or how we
perceive it, but of interaction and action (Raudaskoski forthcoming). Therefore, any
innovation may have its unexpected and extraordinary functions as users alter, modify or even
resist the original, designed functions of the devices while fitting them to their everyday life
and social activities. Any potential affordances that a certain technological innovation may
have or produce at the moment of use may be hard to predict at the moment of design and
elaboration. A simple mode of webcommunication, e.g. moblog, may at first glance seem as a
simple apparatus with a single function: communicating with shared mobile pictures.
However, our research suggests a slightly wider idea about its functions. Moblogs are used for
storing, sharing, publishing as well as communicating with images, meanings and messages.
By recognizing the wide range of the potential users and possible uses that may be created
around the technological innovation we are able to produce and design such devices that fit
better to our everyday practices. Such theoretical and analytical approaches that take into
account user’s interactions, social context and processes could be useful already at the
moment of design and implementation of any technological innovation.
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Abstract :

The increase in "public" uses of ICT (notably with the arrival of blogs, wikis, tagging and
mash-up's etc.) is partly responsible for undermining the traditional boundaries between
expert and user status, between the final product and the prototype, the service and
practices...We see this context as an opportunity for the emergence of new design
methodology based on open forms. Three examples of open design forms are presented and a
first set of defining characteristics is discussed.

Key words : uses, emergences, forms, innovation, process, organization, anticipation, art,
design, video, open forms, users

Introduction

The increase in "public" uses of ICT (notably with the arrival of blogs, wikis, tagging and
mash-up's etc.) is partly responsible for undermining the traditional boundaries between
expert and user status', between the final product and the prototype, the service and practices
and finally between "the general public" and those who have some experience with
technology. This quantitative change (more people connected, developing web uses, more
and more users having access to digital equipment) also corresponds to a qualitative change
which is as much the motor for change as the result: simplifying the ways in which we
interact (more intuitive interfaces, multi-access to the web and diversifying the ways in which
we communicate verbally, with text or images).

In this context, as researchers, we need to investigate those usual methods which associate the
user in the design process (the creation of telecommunication services which we are studying
here). "Usability testing" (situated at either the beginning or the end of the design process)
and "co-design", including the users since the primary design stages, have both proved to be
efficient in the past few years. Effectively, they have been successful in shaking up a vision
of innovation which for a long time (too long) has been organised according to a "techno
push" model. Instead of being relegated to the final innovation stages, users and uses needed
to be introduced at an earlier stage in the innovation process, even before the technical
problems were resolved and well before engineers had produced the primary prototypes.

However, nowadays innovation takes place at a faster rate than ever before, and is organised
differently, especially within a context of ever increasing expertise of both the "users" and the
"customers", who were formerly relegated to being simple testers or at best, co-designers.
Boundaries between researchers, designers and service users have become somewhat blurred.
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The effect of this movement has been a progressive change in researchers' attitudes who,
inspired by the work of E. Von Hippel, are increasingly interested in more horizontal
methods of organising innovation. It is a new way of considering innovation, whereby the
service researcher and designer constitute some of the many elements that bind together to
form a much larger group of people beyond the limits of "R&D centres". We are moving
from a "central" logic to a "node" dynamic.

For us, this apparent blurring is not synonymous with the collapse of traditional
organisations, regardless of the assumption that has been made. On the other hand, it is the
sign or the symptom of a new order: it is a growing organisational form founded on the
opening, not as a positive or negative value (even if the utopian or critical speeches which go
with it say so) but as a main function, regulating collaborations between structures, social
networks and the inter-self (individual) and "intra-self" ("dividual") in several ways [G.
Deleuze].

Openings are multiplying, creating a multitude of micro-openings and producing new types
of closures. The opening is narrow, multiple and formed, with unstable yet real contours.
These new forms of organisation based on multiple openings contribute to the emergence of
a new plan of action in all social and technical domains: the open form (which echoes the
"open work" described by Eco) is gradually becoming the norm (for example "free software",
copyleft, etc.) and is consequently producing or reinforcing anti-forms which are also the
norm (for example copyright, patents etc.). This type of "open form" which we interpret as
being either a positive or negative thing, is one of the motor elements in the beginning of a
new societal paradigm [A. Touraine]. We suggest using this idea of open forms as a guide in
the re-thinking of our design process. On this basis, we present three explorations which
show the ways in which we could think about and use the design and innovation processes as
open forms.

I - Exploring new methodologies to create new objects
I.1 - Detecting emerging uses or weak signs: an issue for anticipation

We start off by using a counterexample of an SMS, which over the years has become one of
the principal mobile telephone uses, however not a single European telecommunications
operator ever really anticipated this emergence.

The invention of the SMS (the first text message was sent in 1992 by a Vodafone engineer)
corresponded to a service purely destined for professional communication (for example, a
technical message from a telecommunications operator sent to a customer). A number of
years later, the SMS was used by its users to communicate amongst themselves, thus creating
written inter-personal forms of communication with their own codes and style of writing.
Several studies today show that no operator at that time (during the 1990's) had detected the
exponential character of this invisible use, due to a diverted use. Singular and unforeseen
SMS uses became progressively meaningful and therefore perceptible when the phenomenon
expanded quantitatively. Several years later, the traffic generated by these exchanges became
the very proof of this. After having detected that this use was clearly already in action, the
operators created commercial services specifically dedicated to SMS. The diverted uses have
now become normal uses.

Nowadays, tools proliferation and technological devices are probably generating unforeseen
or diverted uses. Some, such as "flash mobs", "happy slapping" or "blue-jacking", are rapidly
visible because they are done to be seen or to be spread. Others will only be perceptible when
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duplicated in to a wider spectrum. The question is how can we detect them at a sufficiently
early stage as their characteristic is to be non stable form; how can we anticipate diverted
uses?.

1.2 - How can we anticipate unforeseen uses?

Apart from the different ways of "forecasting" (the main advantage of such methods being
that they represent at a certain moment how we imagine the future), one of the possible
avenues of research is to observe real practices, uses that are currently being performed
outside of the laboratory, in their "natural" framework, in situ. This seemingly simple idea
calls for diverse solutions and has provided (and continues to provide) anthropological,
sociological and ergonomic fields, etc. We aim to explore new types of observation and use
traceability methodologies, inspired by theoretical views and art practices (situationism,
digital art, the reception aesthetic, etc.).

Real emerging uses are always preceded by diverse, heterogeneous appropriations, and then
become stabilised social uses when practised by the biggest number of people. These
emerging uses are difficult to observe within their natural surroundings because this can
prove to be inaccessible for researchers for sometimes conflicting reasons: it can be public
but totally diluted in a large reservoir or space which exceeds it, making it difficult to
distinguish it from other practices; or, on the other hand, "private" and enclosed by
materialistic, social or technical borders (an Intranet, a family unit, a car park, a school, a
connected yet reclusive community, etc.).

Moreover, these uses are often invisible, as we don't posses the adequate equipment or tools
to detect them because they are unusual. They are "dead angles" outside of the focus of
sociology. Effectively, it is very difficult to observe uses and social practices whose functions
and effects are not yet noticeable, that is to say that they don't yet make any sense, except for
the actors who distribute and create them. Measuring instruments and observation tools
(following the example of hard sciences) are intrinsically linked to the analysed object-
subject. If this object-subject couple is really new, it is very difficult to prove its existence as
an autonomous form with its own logics. Which instrument or methodology could be
invented to objectivise an object which hasn't yet been conceptualised as such? One of the
avenues that we have decided to take would be to create conditions for unforeseen uses to
emerge in an open form; a form which would make it possible for these uses to appear
without predetermining them.

In order to achieve this objective, it is necessary to resolve this paradox: to set up a
sufficiently well-structured artefact in order to create a tangible and therefore observable
situation (sociologically and technically), but at the same time being open enough to welcome
ideas, visions or practices which will transform this first draft architecture; stated otherwise:
integrate the same principal of resistance to the system into the system (negative or positive
resistance).

This principle of an open form could be materialise in many diverse ways. We have explored
three different types of what we considered to be design open forms. The first one combines
methodologies from the fields of anthropology with those of experimental design and
situational art on the issue of hyper-mobility: it radicalises the principal of participant
observation by proposing to the observed subject to produce his tracks himself; it refuses all
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conceptual analyses of the received data. The sense is then produced by the action itself. The
second one presents a situation of possible uses on the issue of wireless connection in urban
spaces, by proposing a semi-functional mock-up offering a multitude of different scenarios.
The third presents the results of work by 10 artists (creation of short-length films with a
camera phone), which are going to be used as input at a brainstorming session involving users
and researchers.

These "open forms", or these soft forms that we put propose, would allow us to create
conditions for diverse emerging uses, unforeseen, out of touch and to thus produce a corpus
of observable and analysable traces, therefore allowing us to imagine new short term
services. The invisible uses then become visible and therefore, interpretable.

IT - Three exploration dealing with "open forms"
IL.1 - "Cultural Probes"

In a joint study with B. Gaver, A. Boucher and N. Jarvis (team at Goldsmith College), we
decided to further investigate a key subject in telecommunications: mobility, tackled from the
point of view of atypical populations such as camper van enthusiasts, migrant workers. As
our purpose was to open new field of design, transform our vision about mobility, we wanted
to find a different way of doing our field study. In this context, the “cultural probes” approach
appeared to be really appropriate. Moreover, this approach offers characteristics that really
fitted with our ideas about open form.

Probes can be describe as "a collection of evocative tasks meant to elicit inspirational
responses from people-not comprehensive information about them, but fragmentary clues
about their lives and thoughts" (Gaver, Boucher, Pennington and Walker). Being involved
this kind of process implies to design the probes, to give them to volunteers, to have them
back, to be feed by the returns in order to be able to generate proposals (ideas of services...).
In our study we have design a set of 8 probes aimed at gathering information from a number
of domains affecting camper van trips. These probes have been given to a sample of 8 people
embarking on different camper van trips. Figure 1 shows an example of one the distributed
probes “the camp map”: participants are given a choice of background and a selection of
stickers of iconic camping images, i.e. camper van, tents, trees, trails. Using the, they are
asked to make a map of how they park and of surroundings. The stickers are designed to be
labelled so we can find out more about their relationships with others.
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Fig. 1: ""Map of the camp" probes

Probes are designed in order to get information in a non directive way. The map of the camp
is a way to get information about how camper van travellers perceive their fellow campers....
They are also designed to leave great room for interpretation. Instructions for the probes are
devised in such a way that the person who receives them will remain free to interpret them (in
their own way). Thus, in our example of a map of the camp, we didn't specify our
expectations, i.e. if it had to be a past, a present, an imaginary or a preferred camp-site. Until
now, we have recovered two probes kit. In one case, the person produced a map of where she
was; in the other case, the person drew four maps of four different camp-sites. People feel
free to interpret the “task”. People are free to use all the stickers, to drawn themselves...The
probes is a support to engage people to tell stories about part of their lives.

In fact, all the process dealing with probes gives a central place to the notion of
"interpretation” as shown in the diagram below (extract from an article by Gaver, Boucher,
Pennington and Walker). Volunteers interpret the probes, and designers interpret the probe
return. They welcome the stories that are told through the probes but do not try to make
comparative or quantitative analysis.

Fig 2 : Probes are the result of multi layered process of expression and interpretation

DESIGMER

expbress

DESIGMER

|.lnr.c1rpre-z> | express >

probe probe
task YOLUNTEER return

Our understanding of the probes is that provoking a mutual influence between the designers
and users is at the heart at the process. However, this doesn't entail transforming users into
designers as one could be tempted to do, but to create areas of mutual influence that will
transform visions and practices of both groups. For us, this type of dynamic approach is
really illustrative of an open design process allowing the coming of "something else".
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II.2 - The "Data Forest"

The "data forest" is the title given to a tangible interface which is currently in it's exploratory
phase, aimed at urban areas and providing WiFi access through hotspots. This interface
renders the network “visible” through the metaphor of a forest of "communicating bamboo
trees" offering both a web connection and "push" services (downloading data: newspapers,
mp?2, etc.) and uses linked to practices such as tagging (exchanging data, comments, etc.).

Fig. 3 : graphic illustration of modules "Data Forest"

Plusieurs types

de MODULES :

module *lumiére" medule "neutre”
{Bgquipé de dizaines (déem)
de LED couleurs)

module "sonore" (équipé de 3 module "communicant” :
haut-parleurs pour la spatialisation) intégration d'un hotspot WiFi, du bluetooth

We described the outline of this idea, its first illustration in the form of a "white model" and
the first mock up in a previous article [E. Mahé ; N. Portolan, 2007]. Here, the characteristics,
which in our opinion, keep this interface an "open form" are presented.

OFERGE

In creating the life sized semi-functional model, our technical decisions were based on an
idea of modularity: the bamboos are made up of technical modules which snap together. The
forest's modularity confers the ability to easily adapt the interface to different environments:
an exterior urban environment yet also in closed public spaces such as shopping centres, hotel
lobbies, airports, etc. Each "forest" can therefore be specifically composed for each location,
and thus offer more or less features. In our opinion, the modularity of different bamboos
contributes to a freedom in the interpretation of these structures by giving an idea of
unfinished forms in perpetual design, according to new uses created by the users themselves.

So as to enable us to illustrate the primary uses for this interface, we have formed a primary
collection of scenarios culminating in a full-scale model:

- a primary scenario level presenting "life" in the forest: the bamboos made from a
translucent material, fitted with hundreds of LEDs and loudspeakers, which change
colour and have different sounds according to the traffic on the virtual forest's web
site (a virtual site which mirrors the physical area);
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- a secondary level taking into account nearby and local uses: for example,
downloading stored data or web connections which start up light and sound actions;

- a final level illustrates the way in which distant users (either connected to the web, or
present in another forest in another part of town) can interact.

The guiding step in writing these three types of scenarios has been to open as much as
possible the interfaces possibilities, in particular by playing upon a "communication
aesthetic": the sound, colours generated by the LEDs and real uses are the motor elements in
presenting communication. They give a sensitive form (aesthetic) to often dispersed,
anonymous and invisible uses and techniques.

Fig. 4 : urban area
4 4 " Y S I

A life sized model was installed in the Gardens of Innovation, France Telecom's R&D
showroom. It illustrates a part of the scenarios' situations, with real interactivity with regard
to its light and sound design. In order to contextualize the design, an urban decor has been
adopted (atmospheric sounds of the city, urban furnishings, a slice of a city square and a
street, a coffee terrace...). However, this isn't a simulation, but rather a fiction. The objective
isn't to make an exact replica (a simulated situation) but to create a collective sense of being
there (a fiction, in the sense inspired by Michel Foucault). This fiction allows us to
progressively build real effects.

The artificiality is accepted, as we hope to privilege the subjectivity and the participant and
experimental implications for all of the users and actors in this project (researchers,
ergonomists, amateurs, children, adults, customers, technophiles or not, etc.). Being set in a
show room also determinant: it's a place where we usually show "finished demos" (closed
forms). We hoped to deterritorialize the experiments, to relocate research activities outside of
the usual laboratories. Conversely, in order to "blur" borders in a bid to redefine them, we
voluntarily chose to recreate a "public space" in an R&D centre.
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There is therefore a double deterritorialisation: the experimental phases invest in an
environment that it doesn't usually frequent (i.e. The show room) and public spaces now
move into a closed environment (the R&D centre).

This is the first step. The second step will consist of the forest (which will undoubtedly have
evolved in terms of it's uses and technical components) being located in a truly urban
environment and then in to other environments. This experiment is effectively no yet finished
as we are in the process of completing this step.

Through this model, the objective of this experiment is to therefore evaluate the general
reception of the "data forest" idea. The model's adaptation and tangible form offer the users a
multitudes of use avenues and technical solutions, nothing is defined as yet. This profusion
has been worked on in a global project: thus the "open form" created is not hazy or
disorganised, it elicits a strong impression of real existence. However, this is not one of the
test platforms, it is a created situation to provoke reactions, to encourage new uses to emerge
in situ. This study completes the observation work on developing uses in real urban public
spaces. It creates conditions for uses to develop which could possibly be difficult to observe
in their own natural context. This is a way of detecting weak signs, uses which are
insignificant today and therefore, hard to see, but which may foreshadow future tendencies,
especially in the urban public spaces domain.

II. 3 - "Movideo"

In comparison with the two previous examples, "Movideo" resorts to more traditional
methods: competition and commission. These more classical methods are also considered as
"open forms".

The word "movideo" is formed from the words “mobile” & “video”. It describes a project
which was launched in 2006 which aimed to investigate new forms of content auto-
production using camera phones. Several studies on the technical and sociological aspects of
MMS' already exist, with quantitative analyses (equipment rates, number of MMS' sent, etc.)
and finally a few qualitative analyses (especially regarding contents). Movideo was therefore
designed to meet the demands of the second aspect, focussing extremely closely on advanced
and traditional uses, always on the hypothesis that these weaknesses prefigure future
tendencies. We could have looked at existing video portals through which thousands of
amateur videos are broadcasted, however this was not sufficient for our needs as our
objective was to track down peculiarities. One way they can be pinpointed is to create the
right conditions where they can appear.

We therefore set up a pro-active methodology. This experiment was carried out in two parts:
on the one hand the competition was launched in an Orange technophile customer community
(the "labexplorers"1), and on the other hand it consisted of the commission addressed to
current artists. Here we focus on artistic experience. >

! http://www.laborange.fr

% We have already contributed towards COST on the subject of innovation and art. This study was part of a
collective publication written under the supervision of Lesliec Haddon, Enid Bartolomeo Sapio, Kari-Hans
Kommonen, and Leopoldina Fortunati. Cf Bibliography.
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Artists create innovating uses by shifting usual points of views and ways of doing things (by
diverting user guides, inventing original devices, ...). Some MMS contests already do exist,
but the originality of Movideo is to have explicitly requested that the artists create
specifically deviating ways of doing things, diverting technically or socially accepted codes
in response to open orders. The sole constraint was to use a mobile phone (supplied) as a
video-production tool. The subject matters, thematic and duration of the video produced were
entirely free. Ten artist from different origins have been selected’. We have received thirteen
videos very different from one another. This was a good surprise since we feared uniformity
and formal conventions of contemporary art.

Stories, experimental abstract works, reports, diaries, mock advertisings, collaborative
videos, etc. : as many diversified results from the actual functions and uses of the camera
phone. These results were followed by in depth interviews with each of the artists regarding
their way of working. Some of them were satisfied with the functions available on the phone,
whereas others have performed post-production work, sometimes integrating 3D images.
Filming oneself or others, along a built scenario or haphazardly, emphasizing the defects of
the <camera> or its <qualities>, taking in consideration the production or the transmission
of pictures, etc. : as many specific movideos which opened the directions for new services.
Let us take two opposite examples so as to give a hint at the variety of results :

Fig. S : "Lettre morte'", France Dubois

France Dubois produced « Lettre morte » (1°51°”). This video was produced as a short film,
with careful construction (video editing, voice quality, work on the sound, smart credits and
title, etc.). A feminine voice track reads the text « La lettre », in a calm but somewhat
dramatic tone. This text was adapted from Alfred de Musset (Letter to George Sand, dated
1834). The pictures are of a woman on a trip filming through the window of a train
(alternately filming and watching, the video as a metaphor of her glance), like a long
melancholic tracking.

After viewing it (barely two minutes), the viewer forgets the video’s short length: s/he was
immersed in such a singular universe for a few dozen seconds! When asked questions about
her method, the artist states that she used the defects (namely the poor quality of images) for
creating paradoxically “beautiful pictures with quite violent sources of light, under-exposing
them a bit, which gives them substance”. Defects then create new qualities. In the artist’s
opinion again, “letter-writing” video, though a slightly outdated genre, may become modern
again with contemporaneous ways of writing and making videos. The specificities of uses

3 This operation was carried out together with "Le Cube" from Issy les Moulineaux in France (France Telecom
R&D : Emmanuel Mahé, Valérie Giraud ; Le Cube : Carine Le Malet). The selected artists were: France
Dubois, Emilie Essel, Chloé Tallot, Collectif Ultralab, Christophe Luxereau, Yuki Kawamura, Mihai Grecu,
Vincent Levy and Hugo Arcier.
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and techniques of the camera phone steer the artist’s work into a mixed style: both functional
video and diary, capable of communication both on small phone screens and on the silver
screen... the pictures become polymorph as their production, transmission and reception are
multimodal. This kind of work fuels reflection on contents produced and communicable by
mobile phone.

Fig. 6 : "In my hand", Yuki Kawamura

Yuki Kawamura created the video “In my hand” (duration: unlimited). This video is
composed of multicolor lines and textures. The images are abstract ones, but sometimes the
pattern of the moving lines appear to form fleeting architectures. The profile of hands,
appearing more or less neatly, gives rhythm to the video, in double exposure. The sound track
is a repetitive, electronic music, both stimulating and sweet, a bit pulsating. There is no
beginning nor is there an end. This videographic work is to be related to the formal research
work of experimental filmmakers (who color, burn or scrape the film to create unexpected
moving shapes).

The artist fitted an additional lens with adhesive tape on the mobile phone, the colors thus
were modified, as were the shapes filmed. He used the experimental look by enhancing the
color saturation, with deliberate instabilities. The result is, brightly colored abstract forms,
never-endingly moving and transforming. It is a kind of abstract picture, even though the
items shot are quite concrete and real (monuments, hand, ...). the phone was also used as a
paintbrush: for example, he filmed the flash of the camera phone reflecting in a show-
window, then inversed colors, so creating moving lines giving rhythm to the entire video. By
extending the pixelisation, he also created a multitude of tiny stars twinkling over the screen.
All these quasi-pictorial elements have been mixed (editing work on PC and software
colourisation), thus rendering an impression of never-ending composition ( the performance
could go on for hours): this is really in opposition with other Movideos, which are almost all
very short. This is a video with endless duration, with no narrative. This is not solely a video
art experiment because it lets one perceive the tactics of users for finding ways to improve
their tool. This is also a video which can show a new way of designing: imagine for example
a visual and sound environment specific to each user (in the same way ringtones can be
personalised).

These two examples show how a tool may be exploited according two different positions.
This gives us new starting points for the conception of new telecom services, new technical
tools, new uses. In a way, this experiment shows that each and every object (even the most
standardized) is potentially an open form, endlessly transformed by imaginary and actual
ways of doing.
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III — Setting features to define open forms

How can we define open forms? Sometimes, "open forms" can be seen as a posture applied
within different methodologies, at different steps of a design process; almost an attitude (in
the artistic sense), at least a constant concern. In the "cultural probes", the opening is played
in the way the tracking process is open to the very one who is the producer of the track. The
opening, in the data forest, is at two levels : the form itself and, the way, the design process
has been led. With the "movideo" project, the opening comes from the way an already
existing form is used.

Even though open forms are different in each example, they serve the same purpose: opening
"black boxes" (technical or conceptual) to produce new perspectives. In order to make a step
towards the definition of open forms, we propose to consider those three characteristics as
entering in their definition:

Multiple interpretation and ambiguity as positive resources

In all our examples, “interpretation” is a key point: interpretation of the probes, of the
data forest interface, of the existing tool. Multiple interpretations can be seen in a very
positive way, as a mean to produce unexpected events, give birth to new forms. As
Gaver, Beaver and Benford mentioned, this is perhaps a shift in the design of user
interface. Including those notions into design can help in the definition of new design
forms. Senger and Gaver suggest for example four axes to tackle user interface
supporting multi interpretation such as: specifying usability, while leaving
interpretation of use open, or stimulating new interpretation by purposefully blocking
expected ones.

Opening experimental process to mutual influence

One of the core principles of the open form is to engage users in the experimental
process in a non usual way. The open form forces interpretation by its own existence.
The data forest for example, is designed in a way that invites people to start to use the
interface via their interests, uses (real or not), or even by accident. They do not have
to evaluate the prototype. The established situation calls people to act. An open form
is an interrogative form, never an affirmative one. It contains both consistent and
contradictory elements, that people have to distinguish by themselves and transform
to include them in an existing practise or create a new one. Traditional separation
between observer and observe, expert and non expert are changed, mutual influence
and mixity become more present.

Subjectivity as a tool to imagine new fictions

In all our examples, artificial situations have been created, engaging subjectivity of all actors
(designers, users). This could be perceived as a problem (“a biased experience”). We suggest
using it as a quality, a driving principle. Being aware of this subjectivity and creating the
conditions of expression of the different actors and situation subjectivity, creates the
conditions for the emergence of new fictions. Fiction is not to be understood here in the
ordinary sense: narration or illusion, but as the whole system of imaginary constructions
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which allow a system to function. The emergence of new practice is the results of changes in
existing fiction. Those new practices become intelligible by their own immanence, without
calling a pre established reading grid and a posteriori analysis. This is also probably one of
the reasons why B. Gaver suggests not analysing the probes returns: meaning is built by and
in experience.

IV - Conclusion

The blurring of territory and actors could be levers for the transformation of our design
methods and for our adapting ourselves to the changing world, providing we are able to
recognize their characteristics. The tree open forms presented here, very different in their
methods and aims, contribute, at their level, to try out new relationships between all the
actors in the innovation process be they professionals or amateurs. By their nature, they also
invite us to go further in the determination of features that will define future products and
services.
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Abstract

Citizens will be confronted more and more with the possibilities and necessities of making
use of digital information channels in our broadband society. National governments and the
European Commission favour this trend. Actual behaviour studies in situations where a multi-
channel choice is available are relatively scarce. It is for this reason that we examine in this
paper how citizens use (non)digital information channels. We present a case study which we
conducted in the Netherlands, where since 2006, each citizen has to take care of his own basic
health insurance by choosing an insurance company of his own liking and by insuring extras
according to his own wishes. A great number of digital and non-digital information channels
were available for the public to enable them to make their choice. We try to get insight in the
user’s behaviour by focussing on the role of age, gender and educational background. The
Structuration Theory of Giddens and other publications' explaining in more detail human
choice behaviour related to humans as maximizers (large risk takers), humans as satisficers
(calculated risk takers), passive fatalists (choice and risk evaders) will be used as a theoretical
framework.

Introduction

In broadband society, it is unavoidable that citizens will be confronted more and more with
the possibilities and necessities of making use of digital information channels The general aim
of the European Commission is that in broadband society all public services and information
will be offered digitally and that all citizens should automatically make use of them whenever
they need them: Broadband society as a way of life. Especially in regions ad countries of
Europe, like the Netherlands, where there is a high computer density and high access to the
Internet, government is working hard to reach this aim in respect to services and information
to the citizen.

! Simon, 1979; Schwartz, 2005; Iyengar & Lepper, 2000; Douglas and Wildavsky, 1983.
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Although during the past years more and more attention is given to the important role of the
user in spreading and accepting ICTs, actual behaviour studies in situations where a multi-
channel choice is available, have been relatively scarce. In the Netherlands several surveys
were conducted on state of the art with the use of electronic government services by citizens
(e.g. Van Dijk 2005, 2006). The focus was on: actual use, intention to use, desired use,
knowledge of ICT and services, attitude to ICT governmental services. The surveys show that
there is still a large discrepancy between the generally positive attitude to digital government
services in the Netherlands and the intention to use, respectively the actual use. The
percentage of so called ‘digibetes’ (persons without pc or not using a pc/internet in their
everyday lives) is still around 21%. A higher percentage, about one third of the population,
does not have much experience with and knowledge of the use of digital media, even if they
do have access to the Internet. An many citizens have no need of certain government services
and hence do not bother to look for information. It is tot clear what people actually do if they
are forced to make choices in a for them relevant situation and gather information in a multi-
channel landscape.

Case study

A fundamental change in the Dutch health insurance system in 2006 provided an excellent
case to study choice behaviour and the use of digital and non-digital information channels to
get the information for making the choice. In order to lower the cost of health care the Dutch
government decided in 2005 to liberalise the health care system. The old system provided for
a public compulsory basic health insurance for citizens with low incomes, and private health
insurance for the richer citizens, who could freely choose their insurance companies and the
measure they wanted to be insured. In the new system this difference was eliminated. Each
citizen has to take care now of his own basic health insurance by choosing an insurance
company of his own liking and by insuring extras according to his own wishes. To obtain
information, a great number of information channels, digital and non-digital, were available
for the public to enable them to make their choice. This provides the background for our
research concerning the actual choice process and the information channels citizens chose to
be able to make their choice.

A fitting theoretical perspective that offers some general direction to our research is the
Structuration Theory of Giddens (1984). This theory looks at societal change from the
perspective of structure and actions of individual agents. Aspects of societal structure are
interpreted by human actors and are translated into action or practices, which in their turn
influence and create new structures. This translation into practices takes place through choice
behaviour. The choices are governed by enablers and constraints:

Structure ——» sense making by individuals and groups «—— practices

| I |

choice behaviour

!

enablers and constraints

In our case study the choice of information channels is governed by structural conditions (the
position of the individual in society, in this case related to the new health system), the
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different ways the individual looks at and makes sense of the possibilities he/she has to get
information about services, the attractiveness of the medium, and the enablers and constraints
in his/her own environment to use a certain channel.

Other theories explaining in more detail human choice behaviour are: humans as maximizers
(homo economicus): choosing what is the most profitable (neo-classical theories); humans as
satisficers (bounded rationality): choosing the first that in general satisfies the needs and not
looking further (Simon, 1979; Schwartz, 2005); demotivated humans: people becoming
passive by having to choose and sitting back (Iyengar & Lepper, 2000); humans as risk takers
(Douglas and Wildavsky, 1983).

Research questions

In our paper we answer the following research questions:

1) How do people in everyday life react in situations where they are forced to make choices?
2) Which channels do they choose from a multitude of information channels to make their
decision?

3) What is the role of digital information channels compared to the more ‘classic’ non-digital
channels? *

In order to get insight in the user’s behaviour we pay attention to the role of age, gender and
educational background.

Research design

The case study aimed to give more in depth insights in the process of choice during the period
in which people were obliged to make a decision about their (new) health insurance. The first
information about the new system was provided in the course of November 2005. People got
time to make decisions until the end of March 2006 and had to effectuate their choice by
signing a contract with an insurance company during the month of April 2006.

In order to get as close as possible to the real choice process, we decided to make use of focus
interviews with citizens who just had gone through the choice process, and had made their
final choice. Hence the interview period was planned in the second half of May/first half of
June, when recollection was still strong. Use was made of a systematic topic list in which we
asked each respondent general open questions to reflect on his/her attitudes, his/her
deliberations during the several stages of the decision process within those four months that
were allowed to make their final choice.” Special attention was given to the use and the
evaluation of both digital and non-digital channels during the search and decision making
process. Apart from these qualitative focus interviews, a small questionnaire was handed to
the respondents to control the qualitative material and to get some more quantitative data.
Respondents were citizens who made the choice themselves or together with a partner. They
were selected along two main dimensions: age® and gender.” We also paid attention to their
educational background. Students of the Utrecht School of Governance (Utrecht University in
the Netherlands), working on their master thesis or papers for their bachelor degree in this
field, conducted 133 interviews for our case study.

? Lenhart & Horrigan (2003).

3 We devided the choice process in four stages: first reaction to the new obligation, orientation, making a choice
and contracting an insurance company, evaluation afterwards.

* The age groups consisted of two categories: 24-55 and 55+. The very young were not included as they have a
completely different life situation, still being in school or just starting to work, mostly with no dependents, or
living with parents or friends in student houses.

> See the next section for more information about the result of this selection.
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Quality of the research

As the study was an explorative study, supposed to give qualitative insight in the processes of
choice in a small sample of respondents, we were not concerned about generalisation, but
more with variety. Important was to focus as sharply as possible on those respondent
characteristics that were supposed to be important for our research topic.

Interviewers were asked to start looking within their own circle of family and acquaintances
to start a snowball selection method, taking care that they got a sufficient number of people
with a combination of the selected characteristics. The resulting sample, although a bit
skewed to the higher educational levels and the lower and middle age groups, was sufficient
to be able to draw valid conclusions.

In our research population compared to the general Dutch demographics, there was an under
representation of people with the lowest education (9% vs. 17%), and an overrepresentation
of people of the highest educational level. The middle levels were comparable with the
general Dutch statistics. The division of gender was about equal, the division of age groups
was: 32 % between 24-34 years of age, 28% between 35-54, 24% between 55-64 and 16%
was 65+. This means a slight under-representation of the oldest age-groups.

Results

Attitude to the new liberalisation of health insurance

The attitude to the liberalisation as such and the necessity to make a new a choice for a health
insurance company, was not very positive. Only around a third of the respondents thought
favourable about the idea of choosing. Even those who were positive to the liberalisation in
principle, often had some critical comments about the necessity or the novelty of this measure
or on the chance that not everyone would be able to choose what was best for him. Two
thirds was negative, comments varying from:

“A lot of trouble.”

“There is something beneath it that I do not fathom yet.”

“Why is this necessary?”

“I do not have the idea that it is profitable.”

“I am perfectly satisfied with my current insurance company”.

When asked how people looked at it in retrospect, the judgement was slightly more positive,
but not much.

Moment of choice

Two fifth of the respondents already had taken their decision in December, half of them were
from the lowest educational groups. 6% waited until the last moment (April), they were
relatively often highly educated. There was no difference between male and female. Early
deciders predominantly chose to stay where they were:

“I do not like change.”

“I was happy with my insurance company.”

The early deciders did not spend much time comparing different possibilities.

The people who decided later often waited to get more information, or until there came an
interesting offer. Arguments were:

“I was not motivated yet, had to think about it.”

“I did not have enough information yet in December.’
“I waited, wanted to see all the offers.”

’
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“I waited for an offer by mail.”

“I talked to others and finally made a decision.”

In the period between January and April several employers made deals with insurance
companies on a collective health insurance for their personnel. This collective contract played
an important role in the final decision of many, either to stay were they were, or to change
insurance companies.

Which information channels did the respondents use to get their information?

Most people used more than one source of information to make their choice.

The most striking finding is the high use of traditional sources of information: paper
brochures from the insurance companies themselves, the insurance policy, newspapers,
television/radio.

Although 125 of the 133 respondents had access to the Internet, digital sources of information
were relatively often not used: even if people had access 34% of the Internet owners did not
use it. Digital sources were even less mentioned than the government spots on TV. If people
looked at sites, it was mostly the site of the insurance companies themselves. The sites that
gave a comparative overview on offers from insurance companies were seldom used.

Digital information sources were mostly used for additional information. The use of digital
sources is highest among the youngest category of respondents (77%) and the lowest (20%)
for the oldest group of 65+. The group of 55-65 however counted 58% users of Internet
information, even though about half of them belong to the infrequent users. It is this group, at
the end of their working career and nearing old age, that was most concerned about obtaining
the best possible health insurance. This group was also the group who spent most time,
searching for the best offer and most often changed its insurance company. Relatively many
of them were maximizers, whilst the group between 35 and 54 often were satisficers: they
chose what was ‘good enough’ for them, but they were also the group that used more different
information sources. This group is the group in the rush of life, with career, kids and other
obligations which hence have a lack of time to go to the bottom, but on the other hand have
the responsibility to make a responsible choice for the family. A third group op respondents,
passive fatalists, had a completely passive attitude: they were not interested, or it was not
important for them, so they let others (or fate) decide for them. A quite large part of this group
belonged to the youngest and to the oldest category.®

Interesting is that there is no difference between men and women in the use of digital sources.

How did the respondents evaluate the information sites?

Quite often respondents thought the sites were badly arranged and the information not easily

accessible.

“All sites were different, sometimes they contained errors and were cumbersome.’
“It is difficult to assess the reliability of the site.”

“I found it difficult to compare.”
“Comparative sites were not always clear.’
“I could not easily find out which insurance companies were the cheapest.”

’

)

Others however were very positive:

% Interesting as a hypothesis in this respect is an article by Rob Wijnberg (NRC Handelsblad 19.03.2007 p. 6)
‘Boeyuh is ons toverwoord, chilluh onze hobby’ in one of the Dutch newspapers, on the relativism of youth,
with a complete lack of interest in politics, societal developments, reading, and engagement. One important
reason is, according to the author, information overload on everything that happens in the world, which would
cause aloofness as a form of cultural pessimism.
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“Sites were fine, I could find the information I needed”.

“I use Internet daily to search for information; you can use it whenever you want.”

The use and the judgement of sites was related to the experience people had with Internet.

Use of the Internet sites does not clearly relate to the feeling to have made the right choice:
the people who did not have Internet even felt somewhat more sure than the ones who had,
but those were also the persons who mostly chose for no change. Between the Internet owners
there is no difference in sureness about choice, whether they had or had not made use of the
digital media.

Enablers and constraints in choice making

Constraints for choice making and information seeking were in the first place psychological
and cultural: people did not like the fact that they were forced to make choices in issues that
in their idea were well regulated and worked to their satisfaction. People were in general
satisfied with the health insurance they had. Also large companies and government
institutions since long had a system of collective insurance with reduces costs.

In fact the system of two types of health insurance had already lost for some time its flavour
of first and second class insurance, due to the egalitarian culture in the Netherlands. People
with a ‘compulsory’ state insurance often had less to pay and got more services than the ones
that had to resort to private health insurance.

As the reasons for liberalisation were mainly financial and political (the costs of health care in
the Netherlands in general and the perceived benefits of competition), it was difficult to sell
this change to the public. The respondents told us:

“It was just troublesome.”

“I did not like to spend time on this.’

’

The most important enabler for choosing was the fact that after the month of December a lot
of companies, the trade unions and the union of the elderly offered collective contracts that
were highly profitable. That made quite a few people decide to switch.

Another enabler was that the insurance companies found themselves confronted with a
situation in which they really had to compete for their clients. The result was that the
contributions, especially for the basic health insurance went down considerably. Especially
the maximizers saw here an opportunity to get the package they really wanted for a reasonable
price.

The role of the availability of a lot of multichannel information as an enabler is not clear. It is
clear that people, if they had not decided from the beginning to stay with their own insurance
company, used several information channels to come to a choice. Even quite a few of the first
group used some information channels at least to verify their choice. The especially
constructed comparative sites however were not very often used.

Quite a few people complained about information overload:

“Cannot see the wood for the trees.”

“I feel insecure, what do I have to do?”

“It takes too much time to find all relevant information.’
The most enabling source of information was in the beginning the information found in
newspapers, on TV and radio and in a later stage the on paper information from the insurance
companies themselves and of the companies and organisations where the people were
working. Significant others played a quite important role in the decision making stage as
enablers, to compare the own ideas with the decisions and ideas of others.

1

Conclusions
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We started the research by presenting our research questions, which we linked to
Structuration Theory and theories of choice behaviour. Here we will give a short overview of
our conclusions.

1) How do people in everyday life react in situations where they are forced to make choices?

e The idea of change was, at least in the Netherlands not very popular. Citizens in majority
were satisfied with the current situation and had the feeling that this meant a lot of trouble,
and a lot of unnecessary work.

e We found three types of choice makers: (1) maximizers, individualists who were very
glad with the possibility to better themselves and get a more profitable insurance; (2)
satisficers, who were satisfied with the current situation and did not plan to spend more
time than necessary in the choice process; (3) passive fatalists who were not able to, or
not motivated to make a decision on this issue, as it was not relevant or not interesting for
them, or because they felt unable to cope with the information to make a choice.

2) Which channels do they choose from a multitude of information channels to make their

decision?

e There was a large offer of diverse channels to get the information on the insurances and
companies. In the orientation phase people used mainly the general information from the
classical non-digital channels like newspapers, TV, radio and of course the brochures the
insurance companies offered and the information from the employer about a collective
contract.

e Other media used most were the websites of the insurance companies.

e In most cases people made use of a mix of information channels, also the ones who had
very early already made a decision on the choice of health insurance

3) What is the role of digital information channels compared to the more ‘classic’ non-digital

channels?

e Although the rate of pc and Internet possession in The Netherlands is very high, and even
more so in this group of respondents, digital media were far less used than was possible.
About one third of the group of respondents who did have access, did not make use of
Internet at all, but even the others relied more heavily on the non-digital information via
the ‘classic channels’.

e Interesting is that the non-users were found as well among the very young as among the
middle categories.

e Also interesting is the relative high incidence of use of the Internet to get information
among the older category (55-74). Only the very old (75+) did seldom use Internet.

e In general the availability of so much information has enabled the choice for at least part
of the respondents. For others however it made choice more complicated. A more
important enabler however was the offer of collective contracts by companies,
organisations and unions, often sent via classic channels.

Discussion

Although Internet in the Netherlands is a firmly established channel that is available to the
large majority of the population, it is not self-evident to make (maximal) use of it when
confronted with important choices in everyday life. Not only often people still prefer the
classic channels and the face to face contacts above the digital way. Moreover the information
is not always easy to find and easy to handle. Digital services and information still ask for a
lot of routine and knowledge that quite a few people do not possess, or are not interested to
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acquire. Other research in the Netherlands points to the same problems (Van Dijk). As long as
these obstacles are not taken away, no maximum use of the possibilities of broadband society
is possible

Apart from this there is a distinct difference between individuals with respect to the
willingness to make choices and take risks. We found a confirmation of earlier research
(Simon, Schwarz, Lennart & Horrigan, Douglas & Wildavsky) that it is possible to
distinguish three general types of individuals: maximizers (large risk takers), satisficers
(calculated risk takers) and passive fatalists (choice and risk evaders) who showed different
patterns of looking at the choice issue and made different decisions about information
gathering and comparing insurance offers. If we are thinking of users as innovators, it is
especially the first group who in this respect really can be considered innovative. The second
group however is willing to innovate if the innovation fits into his/her everyday life. The third
group is not innovative at all.

We found a relationship between structural factors like age and educational background (but
not gender) and the use of (non)digital information channels related to choice behaviour based
on risk perception. This relationship should get more attention in future research.

The unexpected? Interesting is that in this case the so called ‘elderly’ were interested indeed
in the use of digital media if it fitted within their interests. A large part of this group belonged
to the maximizers in the search for the best possible health insurance. In this respect they
were more ‘innovative’ minded than young people, who, although they often have the ability
to use digital media, not self-evidently make use of them in ambiguous choice situations.
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Abstract

This paper covers research in the user informed development of an Industrial Information
Encyclopaedia (a Wiki). Due to a Wiki’s simplicity and its flexible nature, it is currently used
in a large variety of fields. The Company believes that the application of applied Knowledge
Management in the form of a Wiki will facilitate the innovation and productivity of its
research group. The Company has approached the University of Wollongong to undertake
research to facilitate the development of its Wiki.

The research discussed here uses Q Methodology, as with Q Methodology the users are fully
engaged and are active contributors to the research process. This research process involved
employees of Blue Scope Research (BSR) as participants both in the elicitation of statements
as well as in the sort/decision-making process. Thus the use of the Q-methodology itself
contributed to the engagement of the employees as knowledge workers with the Technology
Encyclopaedia (TE). The group of interested employees (volunteers) engaged in collective
activities which involved discussion, reflection, and moderate debate, as well as in the final
sorting process, which is an individual decision making activity.

The paper will further outline the research process, the reason for undertaking this research
and the outcomes of the Q Methodological research.

Key Words: Collaborative work practice, Innovation informed by research, User informed
design, Q Methodology, Activity Theory.

Introduction

This Pilot Study investigates BSR employees’ perceptions of the Technology Encyclopaedia
or Wiki, which was set up as part of BSR’s knowledge management program. The study
adopts a qualitative research approach to probe more deeply into relevant issues and unearth
matters that might otherwise be overlooked.

- 176 -



Background on the Methodology of this Study

In this study, Q Methodology and Activity Theory are employed because of their usefulness
for the investigation and applicability to this study.

0O Methodology

The origins of Q Methodology extend back to 1935 when invented by William Stephenson.
Since that time Q Methodology has been frequently associated with quantitative forms of
analysis due to its involvement with factor analysis of Q-sort technique. However it is its
ability to reveal subjectivity, people’s views, attitudes, opinions, understandings, and
experiences that accounts for its increasing popularity in a range of social sciences.

Q Methodology differs from conventional factor analysis in that with Q the factor represents
the variance that is common to the people associated with the factor (Brown, 1980). This is
important as Q methodology uncovers the range of views on a specific topic of investigation,
as opposed to most methods that offer one composite view. Q Methodology includes a
Concourse, a Sorting Procedure, and Analysis of the results from the sort process. These are
now described.

A Concourse or other means of statement generation

A Q study normally starts with the concourse, which involves having the participants provide
their thoughts (Meloche, 1999) and views. The participants in the concourse stage are able to
contribute their thoughts on the nature of the topic. The concourse group are encouraged to
produce as many statements as they can, so that they had fully expressed the range of their
thoughts. The thoughts expressed in the statements were not limited to their personal
experiences, but would certainly be influenced by them. Q Methodology was selected as it
allows for free expression initially, and later for the precise act of deciding for oneself what is
deemed important or not from the expressed ideas of all the subjects (McKeown & Thomas
1988).

The activity of statement generation can in practice vary from an actual discussion where
“statements” are elicited from a group or interviews to a review of sources, such as
newspapers or journals to collect published views on a topic (Meloche & Crawford 1998).
The collection of “statements” need not occur in a single session but may transpire over time
or amongst various groups. It will however, typically be on the same topic/s. An advantage
of Q Methodology is that it does not require a large population to produce meaningful results,
as a rule a Q sample of 30 to 50 individuals can produce an accurate picture of the range of
views on a topic (McKeown & Thomas, 1988).

Furthermore, it is not unusual for participants in a Q study to learn from the exposure to the
other participants’ ideas and to take their ideas on board when doing the sorting. The
participants, who are not involved in the generation of statements, can also exhibit interest
and full involvement in the process of sorting the statements (Meloche & Mok 2005).
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The Sort

The Q Sort method allows each participant’s own view on a topic to be presented by making
decisions in regard to the ranking of statements presented in the process of sorting (Brown
1980).

The research instrument is the set of statements, which are collectively called a Q Sample.
The goal as discussed above is for the set of statements to represent the discussion about a
particular topic in the words and language of the participants. The sort is the next step and is
the method used to shape or present a picture of individual views on a topic by making
decisions in regard to the statements presented. The participants of the sort are then asked to
choose amongst the statements, in this case to the extent of their agreement or disagreement
with them. For example they may be instructed as follows:

“You are being asked to sort statements in accordance with your degree of
concurrence/agreement with the statements. Where +4 is high agreement and —4 is high
disagreement and the scales between —4 and +4 reflect shades/levels of agreement. You will
find the statements on a pack of cards that will be given to you. You are asked to sort the
cards in accordance with the rating given to each card. The largest number of statements will
be placed in the centre and the least amount of statements at each extreme point,” (Meloche
& Crawford 1998)....”

The following diagram is similar to the sample form that you will need to record your ranking
of the statements:

Fig 1: Q Sort Triangle Sample for ranking of the Statement

The Analysis

The consequence of the sorting process is a forced decision making process, where the
participants must decide amongst the statements and produce a result that reflects their
decisions. The next stage in the process is the factor analyses, where the sorts are compared
with each other, resulting in a number of Factors being developed that reflect the grouping of
participants in accordance with views held by them (Cottle & McKeown 1980).

Once all participants have completed the individual sorting process, all the Q Sorts are
statistically analysed to find correlations and identify Factors that are common to the sorts of
several individuals (Stephenson 1953). The selection of the factors is a result of the
correlation, as this it is the correlation that determines the factors. The number of Factors
identified depends in part upon the degree of agreement amongst subjects, and in part on how
much detail the researcher feels is useful to analyse. The Factors are not necessarily mutually
exclusive in that a given statement or a given individual may appear on more than one Factor.
The analysis is the longest part of the task and the difficulty will depend on the relative
clarity of the factors that are produced. There is Q method software available that assists with
the mechanics of the analysis. However the researcher must assess and ask questions of the
results with knowledge of the participants and the topic. It is however the participants
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themselves through their act of sorting who have aligned themselves together on the different
factors. It is the researcher who must study and analyse the nature of the factors. This is
where Activity Theory provides a useful framework for interpreting and presenting the
outcomes of the study.

Activity Theory

Activity Theory is the basis for understanding human experience through the discovery and
observation of how humans develop through the use and creation of tools within their culture.
According to Bonnie Nardi, Activity Theory is really a “set of conceptual principles that
constitute a general conceptual system, rather than a highly predictive theory” (Kaptelinin &
Nardi, 1997). It can however be quite a practical holistic way of analysing a complex
situation as seems to be the case in this study.

The Cultural-Historical Activity Theory is a social-psychological theory that has its roots in
the work of the Russian psychologist Vygotsky during the first half of the 20th century.
Vygotsky saw human activity as quite distinct from that of non-human entities in that it is
mediated by tools, the most significant of which is language (Vygotsky 1978).

To be able to analyse complex interactions and relationships, Engestrom (1987) proposed a
research framework an activity system as the unit of analysis. This is represented in the
triangle shown in Fig 2 which has been widely used in social science research over the last
two decades (Hasan 2001). Here the core of an activity is a dialectic relationship between
subject (human) and object (purpose) where the subject can be individual or collective, as in a
group or team working on a common project. The subject-object relationship which defines
the activity is mediated by tools and community. Tools which mediate activities can be
physical, i.e. technical or psychological such as language, ideas and business models. This is
a two-way concept of mediation where the capability and availability of tools mediates what
is able to be done and tools, in turn, evolve to hold the historical knowledge of how the
communities behaves and is organised.

Fig 2. Engestrom’s Activity Theory

Tools

/\ Object
Subject/ - \ » QOutcomes

T ~ Division of
Labour

Rules Community

It is always useful to explicitly identify the activities of the subjects (employees) of the study.
In this case there are at least three:

e The activity of contributing to the TE

e The activity of accessing and using the content of the TE
e (for some) Participating in the study
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Procedures - Design and conduct of the Q-methodology Data Gathering

The Concourse

The Concourse consisted of a general discussion around what people like or expect of a Wiki,
in this case the Technology Encyclopedia. In a discussion that included members of the
research team and the client representative, the participant group was asked “what would help
you to contribute to the TE”, and their responses were used for the generation of statements.

The research contact with the employees occurred on two occasions. The first visit was a
“brainstorming Concourse session, supported by an innovative group learning technology
ZING Technology, as discussed above asked the participants, to supply their ideas for the
topic as brief statements.

In all 57 statements where collected reflecting the range of views that the participants held on
what would help them to contribute to the Wiki. To help us understand the statements, and to
later understand the results of the sorts, the statements were reviewed by the researchers and
broken down into seven descriptive categories as follows: Usefulness, Ongoing,
Acknowledgement, Time, Ease of Use, Security, Mainstream, Support, Exposure to Risk.

The above are descriptive categories placed against all the statements and were later used to
evaluate the meaning of the high positive and the high negative statements from each of the
factors. The categories provide a very brief interpretation of the statements meaning. The
meaning in greater detail is shown by going to the actual statements in Fig 3.

The table below provides the complete statement list from the Concourse and the number of
the Statement and the category associated with each statement.

Fig 3: The 57 Statements of “What would help you to contribute to the Wiki?”

Category Statement No. What would help you to contribute to the Wiki?

Usefulness 1 If it was of more value

Usefulness 2 If I could see tangible benefits to customers

Usefulness 3 If customers could access the information

Usefulness 4 If it gave something back to the organization

Usefulness 5 If the objectives was made clear

Usefulness 6 If its usefulness was apparent

Usefulness 8 If I thought the information was useful to the users i.e. technologists

Usefulness 9 If I thought that customers wanted information added as part of their project

Usefulness 1 If the system captured info requests - so you could write on a topic for a
known audience.

Usefulness 34 Knowing info demand hot spots

Usefulness 44 If guys in the control room could browse it in the middle of the night

Ongoing Knowing that this type of system is going to be around " for the long haul"

7 " "

and not be a "flavour of the month

Ongoing 29 If I thought the system wasn't going to be redundant in a couple of years

Acknowledgement 11 If contributions were recognized and rewarded

Acknowledgement 12 If contributions were tracked to me so that my boss can see my contributions

Acknowledgement 15 Acknowledgement of co-authoring and responsibilities for articles

Acknowledgement 18 If it had viewing stats to see who was interested in my additions

Acknowledgement 19 Knowing who is reading it

Acknowledgement 22 If it provided more feedback from readers of each page

Acknowledgement 23 If I thought someone was going to read what I wrote.

Acknowledgement 54 If it was linked to STI

Acknowledgement 56 If there was a Wiki newsletter

Acknowledgement 57 If there was a Wiki award

Time 25 If T had the time to contribute

Time 37 If another form of reporting was removed (eg technotes so this becomes the
new format)
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Ease of Use 17 If it told me what to when I get stuck or don't know what to do

Ease of Use 26 If a faster server was provided (multi second updates, lost pages on preview)

Ease of Use 28 If T had a better method to add images

Ease of Use 30 If it accepted dot points/not essay

Ease of Use 32 If I could easily get attachments in right format before entering

Ease of Use 35 More logical structure to location of topics

Ease of Use 36 If it provided support for equations, I cannot put (in any reasonable form) all
of the pertinent information into the wiki

Ease of Use 40 If the system allowed direct entry of existing data without the need to re-
format

Ease of Use 41 If I had an easier to use, simpler interface

Ease of Use 42 Simple - the kiss theory

Ease of Use 43 Easier more logical access

Ease of Use Integration with a JIRA type issue resolution system so such info is

52 . s 4

automatically built into the wiki

Security 27 If I could use it in focus groups with limited team members

Security 31 If confidentiality issues are resolved

Security 33 If it had an improved authentication process

Security 38 If it provided better security is provided

Security 55 If the managers allowed and supported more open sharing of sensitive
information

Mainstream 13 If it had a high priority

Mainstream 14 My professional pride

Mainstream 48 If it was the primary source of information storage

Mainstream 49 If it was universally regarded as a necessary job function

Mainstream 51 If there was a higher level of commitment to wiki from management

Support 0 If we went completely electronic and stayed away from paper e.g. paperless
office

Support 39 If it had a specialist entry person / editor

Support 45 Having people who could capture information for me as its produced

Support 47 If therq were specific requests for information and individually allocated to
answering it

Support 50 If there was someone to maintain it

Support 53 If it had someone managing it and asked people to contribute specific areas

Exposure to Risk 10 If it provided the ability to make anonymous entries

Exposure to Risk 16 If I knew it wouldn't make me redundant

Exposure to Risk 24 If I was not limited by my ability to contribute

Exposure to Risk 46 If I had more training and practice

The statements of themselves provide us with a wealth of information about the participant’s
views of the topic at hand.

The Sort

The second visit consisted of a Q sort where the statements collected in the previous activity
were sorted in accordance with the instructions “the extent to which they agreed or disagreed
with the statements.” A “forced sort” methodology was applied where each statement need to
be placed in one of the provided spot squares on the Q Grid. In all thirty five employees and
one research assistant participated in the sort.

The sorts were held in several groups on a single day. The data from the sorting procedure
was followed by process of factor analysis. The process involves correlation and by-person
factor analysis where the analysis is performed not by variables, such as traits, or statements,
but rather by persons, where people correlate to others with similar views based upon their
sorts. Thus the individuals are not groups by traits such as age, gender, or years of
experience, but upon the groupings of their expressed opinions. 18 of the 36 participants sorts
(50%) were accounted for in the three opinion types (called factors). The remaining 18 did
not show any significant correlation with these three factors. In Q Methodology, an
understanding of the participant’s viewpoint is derived from an examination of the factor
statements are sorted. The three factors (opinion types with reference to contributing to the
TE) were titled as shown below in figure 4.
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Fig 4: 18 of sorts in 3 factors

Factor Factor Names Sorts in each Factor
Number
1 Corporate Knowledge Worker (CKW) 7
2 CKW with Customer Focus (Reflected Negative Factor) 4
3 Main Stream View (Reflected Negative Factor) 7

Factor 1 — “Corporate Knowledge Worker” (CKW)

The following section includes the high agree (positive) and the high disagree (negative)
statements from each of the Factors, as well as the Factor scores, which indicate the relative
level of the statements.

The reason for viewing the statements in this form is to allow us to see both the relationship
among the high positive statements, and among the high negative statements and the contrast
between them. This comparison is done with each of the Factors in turn so as to allow for a
more rigorous examination of the Factors, both individually and in comparison with each
other.

The following statements are the strongest agreement statements for Factor 1; the ones
following these are the strongest disagreement statements. For Factor 1, the following ten
(10) statements were given the highest weighting:

Fig 5: Factor 1 - Strongly Agree Statements

No. High Positive Statement Z-Values Category
29 If I thought the system wasn't going to be redundant in couple of years 2.064 Ongoing
6 If its usefulness was apparent 1.595 Usefulness
2 If I could see tangible benefits to customers 1.539 Usefulness
1 If it was of more value 1.520 Usefulness
25 If T had the time to contribute 1.520 Time
Knowing that this type of system is going to be around "for the long haul" .
7 ¢ e}llrlljd not ge a ”ﬂavgour %fthe month" ¢ 1388 Ongoing
40 If the system allowed direct entry of existing data without the need to re- 1351 Ease of use
format
20 If I thought someone was going to read what I wrote 1.295 Usefulness
30 If it accepted dot points/not essay 1.051 Ease of use
32 If I could easily get attachments in right format before entering 1.051 Ease of use

For Factor 1, the following ten (10) statements were given the lowest weighting:

No. High Negative Statement Z-Values Category

16 If I knew it wouldn't make me redundant -1.013 Exposure to Risk

11 If contributions were recognized and rewarded -1.032 Acknowledgement

33 If it had an improved authentication process -1.220 Security

12 If contributions were tracked to me so that my boss can see my -1.257 Acknowledgement
contributions

19 Knowing who was reading it -1.370 Acknowledgement

10 If it provided the ability to make anonymous entries -1.426 Exposure to Risk

27 If I could use it in focus groups with limited team members -1.539 Security

57 If there was a Wiki award -1.782 Acknowledgement

44 If guys in the control room could browse it in the middle of the night -1.895 Usefulness

56 If there was a Wiki newsletter -2.008 Acknowledgement

The following statements are important, as they are effectively unique to Factor 1, as they
“distinguish” Factor 1 from the other Factors based on their position in Factor 1 relative to
their position in the other Factors. Note, in the case of statements 10 and 16, they are in
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strong disagreement in Factor 1 and largely neutral for the other Factors. Yet, each
distinguishes this Factor from the others.

Fig 7: Factor 1, 9 items distinguish Factor 1 from all other factors

No. 9 items distinguish Factor 1 from all other factors Factor Factor Factor 3
(Reflected for Factor 2 & 3) 1 2

6 If its usefulness was apparent 4 2 1
10 If it provided the ability to make anonymous -3 -3 -4
16 If I knew it wouldn't make me redundant -2 -2 -4
21 If the system captured info requests - so you 2 3 2
25 If I had the time to contribute 3 4 4
27 If I could use it in focus groups with limited -3 -1 -1
44 If guys in the control room could browse it in -4 -2 -2
56 If there was a Wiki newsletter -4 -4 -1
57 If there was a Wiki award -3 -4 -3

Factor 1 contains the statements most aligned with a good corporate knowledge worker -
concerned with the value and usability of the TE.

The main concern of the individuals on this factor is with the ongoing use/status/reliability of
the TE. The other positive statements reflect a desire for ease of use and having feedback on
its use by clients. The negative statements indicate that they are not concerned about
acknowledgement, awards and job security.

This factor was strongly represented by Manager, Scientist and Principal Technologist.

Fig 8: Factor 1 — 7 Participant’s characterised

Participants Gender Age Ranges Occupation

5 Male 51-60 Manager

22 Male 41-50 Scientist

24 Male 51-60 Manager

27 Male 51-60 Principal Technologist
28 Male 51-60 Unknown

31 Male 41 -50 PRS

33 Male 51-60 PTO

Factor 2 — Reflected (Negative Factor) CKW with Customer Focus

The following section includes the high agree (positive) and the high disagree (negative)
statements from each of the Factors, as well as the Factor scores, which indicate the relative
level of the statements.

The reason for viewing the statements in this form is to allow us to see both the continuality
among the high and positive statements, and among the high negative statements and the
contrast between them. This comparison is done with each of the Factors in turn so as to
allow for a more rigorous examination of the Factors, both individually and in comparison
with each other.

The following statements are the strongest agreement statements for Factor 2; the ones

following these are the strongest disagreement statements. For Factor 2, the following nine
(9) statements were given the highest weighting:
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Fig 9: Factor 2 - Strongly Agree Statements

No. High Positive Statements (Reflected) Z-Values Category
4 If it gave something back to the organization 1.995 Usefulness

25 If T had the time to contribute 1.448 Time
21 If the system captured info requests - S0 you could write on a topic 1408 Support

for a known audience.

31 If confidentiality issues are resolved 1.215 Security
3 If customers could access the information 1.201 Usefulness
1 If it was of more value 1.188 Usefulness
2 If I could see tangible benefits to customers 1.161 Usefulness
5 If the objectives was made clear 1.128 Usefulness
8 If I thought the information was useful to the users’ i.e. technologists 1.121 Usefulness

For Factor 2, the following nine (9) statements were given the lowest weighting:

Fig 10: Factor 2 - Strongly Disagree Statements

No. High Negative Statements (Reflected) Z-Values Category
24 If I was not limited by my ability to contribute -1.101 Exposure to Risk
16 If I knew it wouldn't make me redundant -1.188 Exposure to Risk
45 Having people who could capture information for me as its 1368 Support
produced
39 If it had a specialist entry person / editor -1.448 Support
29 If I thought the system wasn't going to be redundant in a couple 1415 Ongoing
of years
10 If it provided the ability to make anonymous entries -1.502 Exposure to Risk
54 If it was linked to STI -1.515 Acknowledgement
56 If there was a Wiki newsletter -1.949 Acknowledgement
57 If there was a Wiki award -2.276 Acknowledgement

The following statements are important, as they are effectively unique to Factor 2 as they
“distinguish” Factor 2 from the other Factors based on their position in Factor 2 relative to
their position in the other Factors.

Fig 11: Factor 2 - 3 items distinguish Factor 2 from all other factors

No. 3 items distinguish Factor 2 from all g;her factors (Reflected for Factor 2 & Factor 1 Factor 2 Factor 3
4 If it gave something back to the organization 1 4 -1
5 If the objectives was made clear 2 2 -2

54 If it was linked to STI -1 -3 3

The Factor 2 also reflects the views of the CKW and adds to this a focus on customers. In this
factor there is concern and a desire for assurance, that confidentiality issues will be resolved
and that the objectives be made clear, i.e. tangible benefits of the TE. The negative statements
showed a disregard for additional rewards or acknowledgement. They were not concerned
with acknowledgement, publicity, or any possible negative impact on their job security.

This factor had again a spread of people who strongly represented it including an engineer, a
scientist, librarian and a university student.

Fig 12: Factor 2 — 4 Participant’s characterised

Participants Gender Age Ranges Occupation
3 Unknown 41-50 Research Engineer
6 Unknown 41-50 Senior Research Scientist
34 Unknown 41-50 Librarian
36 Female 20-30 University Student

e Negative Factors are a reflection of the views held by the respondent’s on those
factors.

Factor 3 — Reflected Negative Factor - Main Stream View
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The following section includes the high agree (positive) and the high disagree (negative)
statements from each of the Factors, as well as the Factor scores, which indicate the relative
level of the statements.

The reason for viewing the statements in this form is to see both the continuality among the
high and positive statements, and among the high negative statements and the contrast
between them. This comparison is done with each of the Factors in turn so as to allow for a
more rigorous examination of the Factors, both individually and in comparison with each
other.

The following statements are the strongest reflected agreement statements for Factor 3; the
ones following these are the strongest reflected disagreement statements. For Factor 3, the
following five (5) statements were given the highest weighting:

Fig 13: Factor 3 - Strongly Agree Statements

No. High Positive Statements (Reflected) Z-Values Category
25 If T had the time to contribute 1.752 Time
49 If it was universally regarded as a necessary job function 1.700 Mainstream
54 If it was linked to STI 1.607 Acknowledgement
51 If there was a higher level of commitment to wiki from management 1.246 Mainstream
Knowing that this type of system is going to be around "for the lon, .
7 ¢ haul“t;]r?d not ge a "ﬂa\igour %f the month" ¢ 1129 Ongoing

For Factor 3, the following three (3) statements were given the lowest weighting:

Fig 14: Factor 3 - Strongly Disagree Statements

No. High Negative Statement (Reflected) Z-Values Category
9 If I thought that customers wanted. information added as part of their -1.002 Usefulness
project
10 If it provided the ability to make anonymous entries -1.433 Exposure to Risk
16 If I knew it wouldn't make me redundant -1.677 Exposure to Risk

The following statements are important, as they are effectively unique to Factor 3 as they
“distinguish” Factor 3 from the other Factors based on their position in Factor 3 relative to
their position in the other Factors. Note, in the case of statements 7 and 29, they are in strong
disagreement in Factor 3 and largely neutral for the other Factors. Yet, each distinguishes this
Factor from the others.

Fig 15: Factor 3 - 4 items distinguish Factor 3 from all other factors

4 items distinguish Factor 3 from all other factors
No. (Reflected for factors 2 & 3) Factor 1 Factor 2 Factor 3
Knowing that this type of system is going to be around "for the long haul" and not
7 " " 3 2 3
be a "flavour of the month

15 Acknowledgement of co-authoring and -2 2 -2

26 If a faster server was provided (multi second -1 1 -3

29 If I thought the system wasn't going to be 4 -3 3

Factor 3 wants the TE to be “mainstream” and acknowledged as an ongoing part of their
work. It contains the individuals whose statements are both concerned about their status, how
they will be acknowledged and whether the TE will fully supported by management. They
are not concerned with being made redundant or being able to make anonymous entries.

This factor was strongly represented by Senior Engineer’s and Senior Research Scientist’s.
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Fig 16: Factor 3, 7 Participant’s characterised

Participants Gender Age Ranges Occupation
1 Male 31-40 Senior Research Scientist
9 Male 41-50 Senior Mech. Engineer
17 Unknown Unknown Principal Research Scientist
18 Male 41-50 Senior Research Engineer
19 Male 31-40 Unknown
21 Male 51 -60 Senior Research Engineer
23 Unknown Senior Research Engineer

* Negative Factors are a reflection of the views held by the respondent’s on those factors.
Discussion of Results

The results of this study can be seen as twofold (1) a tangible set of Factors representing 3
different clusters of employees, each with similar views of the TE, and (2) a less tangible
outcome of an increased engagement in the TE and more understanding of its value coming
out of the activity of group discussions in the Q-methodology concourse. The tangible
outcomes are varying combinations of opinions (Valenta, & Wigger, 1997) expressed by the
group of participants. The resulting typology of the study revealed groupings of similar
opinions in this case a typology of three opinion groups, i.e. Factors, was identified. The
factors represent clusters of participants with similar opinions.

From an inspection of the statements that distinguished each factor it was the interpretation of
the researchers that these could be described as follows:

Factor 1: contains the individuals whose statements are most aligned with a progressive
‘corporate knowledge worker’- concerned with the value in terms of its usefulness
and the ease of use of the Technology Encyclopedia

Factor 2: share a number of the views of those expressed in Factor 1, the corporate
knowledge worker, -concerned with its value in of its usefulness plus this factor
has a strong customer focus in its selection of “usefulness” statements. (*NOTE
this is a reflected negative factor. *Pg 11)

Factor 3: contains the individuals whose statements are both concerned about
acknowledgement, (how they will be acknowledged), and how mainstream the TE
is whether it will fully supported by management. (*NOTE this is a reflected
negative factor. *Pg 12)

The results of the Q-analysis shows that there is no “one size-fits all” view of the TE and that
any way forward should take this into account. Readers of this paper are advised to make
their own interpretation of the issues that bring together the set of statements in each of the
Factors.

It is clear that the list of statements includes a number of informative views that will assist in
the development of the TE. The concerns identified in the study could be pursued by
undertaking interviews with employees representing the factors and by soliciting feedback
from management of the client organisation.

An Activity Theory interpretation of the research activity is that the Q-method study has been

an intervention in the work context of BSR. While there are tangible outcomes in the list of
statements and the 3 clusters resulting from the factor-analysis, the process of the research
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has already added to the engagement of the members of the BSR TE-users community. This
process has provided them with the opportunity to enter into thoughtful discussion of what
they want from the Wiki technology and as such would have been a useful contribution.

Conclusion and Future Research

Q- Methodology is shown to be useful as an action research methodology as well as to an
investigative method. Q methodology is particularly effective in that it permits the systematic
study of subjectivity. In addition as shown in this study, its use can also contribute to
activities of community building, open discussion, reflection, individual decision making and
provide outcomes that can guide the development and use of knowledge building
technologies. Activity Theory has been overlaid on interpretation of results as it provides a
language to describe the less tangible outcomes of the research. The outcomes of the Q-study,
although limited to one sort topic in effectively one setting, did provide the opportunity for
the participants to experience the range of activities provided for in the operational use of the
methodology. Interviews with participants although not held in this pilot study would be a
suggested future research activity.

These interviews would allow for further clarification of the views from representatives of
each of the three Factors. Wider topics could be canvassed through follow-up discussion and
for development of associated sets of statement. Associated sorts can be carried out at various
intervals throughout a study. It would also be fruitful if BSR employees could sort the same
set of statements used in this study after a set period of time to ascertain whether their views
had shifted.

This study found a group of participants who were confident enough to express their concerns
about the use of the technology and who through their contributions to the discussion and
contribution to the concourse and in their individual decisions as expressed in the sorts have
given us an informed way forward with the development of the Technology Encyclopedia.
Now while these results are preliminary, they strongly indicate the ability and readiness of
the participants to contribute to the enhancement and thoughtful development of the
Technology Encyclopedia.
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Abstract

This paper looks at how mainstream media are currently reacting to the trend of citizen media.
In order to look beyond the hype and high expectations about user generated content, we first
try to put the debate on citizen and participatory journalism in context. We argue that the
revived interest in participatory journalism is the result of both external developments in
society and internal evolutions in journalism. Next, we analyze these developments in four
European countries — Belgium, Finland, Germany and Spain — in order to identify similarities
and differences that hint at the (professional, organizational, socio-cultural and economic)
factors influencing the evolution of participatory journalism. Data collected suggests that
despite of the differences in context, media in any of the four countries tend to develop very
limited opportunities for audience participation. The professional culture of journalists is
suggested as the main factor preventing the development of participatory projects, while
marketing and business strategies somehow push for the exploration of such proposals.

Introduction

Back in the late nineties it was widely discussed that professional journalism was to encounter
a serious challenge from rapidly spreading forms of online communication. Global publishing
became an option for masses that had so far been relegated to the role of passive receivers in
the communication scene dominated by professional news providers. This happened at the
same time as especially newspapers’ circulation was in a steady decline and the trust in the
‘old” mass media was eroding.

While ten years later we can see that the established media still dominate communication

flows, the challenge remains, and to a certain extent the debate has revitalised in the past few
years. Changing media consumption patterns — especially the increased use of interactive
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media among young people — and the continuing diffusion of the Internet and weblogs in
particular fuelled optimistic accounts on democratic participation and active citizenship.
Authors like Bowman & Willis (2003) and Dan Gillmor (2004) describe how, on the Internet,
the people themselves become the media. In contrast to traditional media, blogs and other
community-driven media are characterised by a fundamental convergence of the roles of
content producers and consumers, as every user has the opportunity to both consume and
create content. Axel Bruns (2005) has coined the term ‘produsage’ to refer to this blurring
line, while Gillmor (2004: 136) speaks of the “former audience” to stress that the public
should no longer be regarded as a passive group of receivers.

So far, the literature on online participatory media has primarily focused on the weblog
phenomenon (see e.g. Lasica, 2003; Matheson, 2004), and collaborative online news sites,
including Indymedia, OhmyNews, Slashdot, Wikinews, Kuro5hin and Plastic (see e.g. Bruns,
2005; Platon & Deuze, 2003; Atton & Meikle, 2006). While all these examples were born
outside or in the margins of the existing media sphere and emerged ‘from the bottom up’, the
established media business seems to be increasingly affected by the trend (or hype) of
collaborative citizen media. Traditional media, and newspapers in particular, are currently
experimenting with participative forms of content production in the hope to connect more
effectively with changing usage patterns and the ‘real’ needs and preferences of their public.
The World Association of Newspapers, for instance, regards citizen journalism as one of the
major challenges to professional newsrooms in 2006 (WAN, 2006).

In this paper, we will analyse how mainstream media are currently reacting to this trend of
citizen media. In order to look beyond the hype and high expectations about user-generated
content, we first try to put the debate on citizen and participatory journalism in context. We
argue that the revived interest in participatory journalism is the result of both external
developments in society and internal evolutions in journalism. Finally, we will analyze and
compare these developments in various European countries in order to identify similarities
and differences that hint at the factors influencing the evolution of participatory journalism.

1. External context: Journalism in a participatory culture

Citizen media are not a new phenomenon. In fact, throughout the second half of the 20"
century, various ‘new’ media have been welcomed for their presumed emancipatory and
democratic potential. In the 1960s, 1970s and 1980s, local talk radio stations, pirate radios,
video artists and other forms of community-driven media started to challenge the dominance
of established commercial mass media. Participation and interaction were central elements in
the logic of these ‘alternative media’, which mostly had an activist nature and a clear
commitment towards their community. In 1983 Denis McQuail introduced the theoretical
concept of ‘democratic-participant’ to capture the ideas of the “alternative, grass-roots media
that expressed and looked after the needs of citizens” (McQuail, 2000: 160).

To a certain extent, it is clear that much of the early excitement about the democratic potential
of the Internet in the 1990s echoes ‘old’ ideas about the emancipatory power of new media.
However, for the first time in history, the Internet enabled every user — not only the ones
capable to afford and use an expensive printing press, video camera or radio equipment — to
become a producer of content and distribute it globally. “While “independent”, “alternative”,
and “DIY” media have long existed in many forms (...), one key to the Internet’s unique

significance is that it provides the infrastructure necessary to facilitate the distribution of all
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forms of self-produced media to a potentially far-flung audience. Linked together via the
Internet, scattered individuals and small groups with common interests can add up to a
sizeable audience for self-produced media.”” (Croteau, 2006: 341).

While public’s digital media literacy has steadily increased, and while so called new media
has matured and become part of everyday life in developed Western societies, the weblog
phenomenon has represented a leap in network communication. Blogging software, that made
it even more simple to publish content on the web, marked the beginning of a rapid growth of
user-generated content, that is now at the heart of many of the most popular web services on
the Internet, such as YouTube, Flickr, Wikipedia, myspace, and so on. Contrary to the early
(offline) citizen media, we note that most of these online services do not have activism
intentions. By this we mean that their main ‘raison d’étre’ is not, or not only, to challenge the
dominance of traditional media as such, but rather to provide users with the platforms and
tools needed to create social networks online. Enabling interactivity is the key element;
enhancing democratic participation and active citizenship, in the political sense of the word,
can be a positive ‘effect’, although overly optimistic accounts on the relationship between the
Internet and democracy have already been countered several times (see e.g. Jenkins &
Thorburn, 2003). Still, many authors are convinced that blogs and the web services mentioned
above herald a new digital era in which control shifts from the institutions to the users. One of
the buzzwords to refer to this trend is ‘Web2.0’. Tim O’Reilly (2005) coined the term Web
2.0 to refer to a new generation of web-based services that put emphasis on social networking,
collaboration and participation. All these are key concepts to understand the real impact of
today’s “participatory media culture”. In the definition of Henry Jenkins (2006: 3), the term
‘participatory culture’ “contrasts with older notions of passive media spectatorship. Rather
than talking about media producers and consumers occupying separate roles, we might now
see them as participants who interact with each other according to a new set of rules that
none of us fully understands.”

Participation in this context goes beyond a purely political meaning of democratic
participation, and has to be understood in a broader cultural sense. In this respect, some
authors argue that understanding the participatory nature of the emerging digital culture
requires a broader definition of the concept of ‘citizenship’. Joke Hermes (2006), for instance,
underlines the cultural dimension of citizenship, suggesting that people use popular media,
including interactive media, to construct their citizenship in many ways that extend far
beyond the notion of ‘being informed’. Hermes’ main argument, then, is that the Internet does
not necessarily produce ‘new’ citizens, but it does provide for new citizen practices. These
citizen practices are focused more on social rather than political participation, they may be
rather incidental than structural, and they express the need for community, for sharing,
bonding, connectedness and interaction. Mark Deuze (2006a: 68) acknowledges that
participation, as it is expressed on the Internet, is to some extent “voluntarist, incoherent, and
perhaps solely fueled by private interests”, but it nevertheless defines what people expect
from the media and how they use them to inform each other. If we accept that today’s digital
media culture is participatory in principle, Deuze (2006a) continues, mainstream media will
have to adapt to this change. More specific, they will have to reconsider their role along the
lines of the ideas expressed by authors like Dan Gillmor (2004) and Axel Bruns (2005), who
herald “new roles for journalists as bottom-up facilitators and moderators of community-level
conversations among citizens rather than functioning as top-down storytellers for an
increasingly disinterested public” (Deuze, 2006b: 275).
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2. Internal context: Participation in journalism

The revived interest in participatory journalism also relates to ongoing debates inside the
profession about the journalists’ relationship towards the audience. In the history of
journalism, different views and conceptions have emerged of what journalism is and/or what
it ought to be. Yet, there does not exist one universally accepted normative framework that
defines the role of journalism in democracy.

Michael Schudson (1998) sees at least three main ‘models of journalism’: the Trustee Model,
the Market Model and the Advocacy Model. As Schudson (1998: 135) argues that in the
United States the Advocacy Model has become “essentially extinct in general circulation
press”’, the same observation can be made in Europe. Due to tendencies of depoliticization,
secularization and liberalization, also in Europe the party press and other forms of advocacy
journalism have mostly disappeared or migrated to the periphery of alternative media and
community or minority publications. This means that in mainstream journalism, two main —
though to a large extent conflicting — models of journalism exist. In the Trustee Model,
journalists are seen as professionals who decide what news citizens should know to act as
informed participants in democracy. Although the Trustee Model is being criticized because
of its elitist, top-down and paternalistic character, it is fair to say that it still dominates
professional and scholarly literature on journalism, and defines the conventional framework
of journalism education (Dahlgren, 1992; Zelizer, 2004). At the same time, the Trustee Model
is increasingly losing influence in favour of the Market Model, which stipulates that
“journalists should please audiences or at least those audiences that advertisers find
attractive (...) Consumer demand is the ultimate arbiter of the news product.” (Schudson,
1998: 135). Since the nineties, the Market Model has received increased attention in scholarly
literature (e.g. McManus, 1994; Dahlgren & Sparks, 1992).

Both dominant models of journalism have come under fire, however, for failing to fulfil its
democratic role and re-establish public’s trust in the media. Especially in the US in the mid-
nineties, several authors argued that it was high time for the mainstream press to reconnect
with the public, not only for the future of journalism as such, but for the sake of democracy in
general. Basically speaking, the critique was that the Market Model treated people merely as
customers instead of citizens, by giving them what they want instead of what they need,
whereas the Trustee Model was too much detached, too elitist and alienated from daily public
life as it is perceived by the people. Authors like Rosen (1999) therefore put their hope in the
emergence of the ‘civic’ or ‘public journalism’ movement. This movement originated from
within the profession in the early-nineties, when some regional newspapers in the US started
to experiment with involving the audience in the news process. In the following years, the
idea(l)s of public journalism rapidly spread and the concept became widely discussed in both
scholarly and professional literature, first in the US, but later on also in Europe and other parts
of the world.

Yet, there appears to be a discrepancy between the theoretical attention paid in literature to
civic/public journalism and the real impact it has (had) on journalistic practice. After a review
of 47 evaluative studies on public journalism in the US, Massey & Haas (2002) concluded
that public journalism has had only a modest, if any, influence on journalists’ routines and
attitudes. According to the authors, the most important contribution of public journalism does
not lie in the enhancement of citizen participation, but rather in the fact that it ignited the
discussion on the role of journalism in democracy and its commitment to the public. It is fair
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to say, though, that the overall impact of public journalism on mainstream journalistic practice
should not be overestimated, neither in the US nor elsewhere in the world.

Denis McQuail (2000: 160) notes that the movement “seems to have found not much of a
following in Europe”. According to McQuail, part of the explanation may lie in the fact that
in European countries attention has focused more on the need to strengthen existing public
service media and on the potential for harnessing new media to enhance democratic
participation. Other authors relate the ‘impact’ of the public journalism movement to the
degree of media competition and economic reasons. Axel Bruns (2004: n.p.), for instance,
explains the low adoption of public journalism in the Australian mainstream press by saying
that, compared to the US, media in Australia feel less “competitive pressure to adopt public
Jjournalism approaches in order to distinguish one’s operation from other players.”

Several observers have criticized public journalism for its reluctance to grant the public
greater authority in the news process. Michael Schudson (1998: 137-138) calls public
journalism conservative, as it still views journalists as the central agents who decide what
news is and what people need to know to act as informed citizens in democracy. Public
journalism “does not remove control over the news from journalists” (p. 137), and therefore
“stops short of offering a fourth model, one in which authority is vested not in the market, not
in a party, and not in the journalist, but in the public” (p. 138). Platon & Deuze (2003: 340)
agree by saying that “(t)he notion of ‘us and them’ is still used to describe the difference
between journalists and citizens. The ‘us’ are professional journalists while the ‘them’ are the
concerned citizens telling their stories to these reporters and editors. The public journalist is,
in other words, still the gate-keeper.” They add that a next step in moving journalism further
in the direction of participation and interaction is most likely to be found on the Internet,
where new forms of online journalism seem to emerge. As an example, they mention ‘open-
source journalism’, that refers to a kind of journalism in which the control over the different
stages of the news production process is shared with users. In an earlier account, Deuze
(2001: n.p.) already referred to ‘open-source journalism’ as an “advanced form” of public
journalism, because it involves the audience more actively in the news process, and thus
balances the control between journalists and citizens.

The idea that public journalism seems to have entered a second phase, especially under
influence of recent trends in online journalism, finds support in recent publications (e.g. Haas,
2004; Nip, 2006). In a review on the relationship between weblogs and mainstream media,
Haas (2004) suggests that weblogs could foster a fourth model of journalism, one that he
would label “public’s journalism” and that could be understood as a form of journalism ‘by
and for’ the public.

Joyce Nip (2006) does not add a new term to the debate, but reviews some of the concepts
that have been used in recent literature on participatory forms of journalism. She uses the
degree and form of audience participation in the news process as a criterion to distinguish four
models:

- Public journalism (as described above);

- Interactive journalism: this model refers to practices in online journalism, that use the
Web as a platform for interactivity and discussion. Nip (2006: 217) notes that “(a)s the
involvement of the news users takes place after the news is published, the professional
journalists are responsible for producing the news content for publication.” In other
words, interactive journalism is still produced only by professionals, but user feedback
is facilitated from the moment on that the news is published.
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- Participatory journalism: In this model, Nip (2006: 217) explains, “(u)ser contribution
is solicited within a frame designed by the professionals.” Citizens are invited, in
other words, to contribute actively in the processes of news gathering, selection,
publication, commentary and public discussion, and all this is accomplished in
collaboration and in interaction with professional journalists. Closely related variants
of this model of participatory journalism are thought of in terms such as “open-source
journalism” (cf. Deuze, 2001) and “networked journalism” (Jarvis, 2006).

- Citizen journalism: this term has become widely accepted to refer to the “act of
citizens playing an active role in the process of collecting, reporting, analyzing and
disseminating news and information” (Bowman & Willis, 2003: 9). A synonym is
“grassroots journalism” (Gillmor, 2004), and also Haas’ (2004) understanding of the
term “public’s journalism™ can be posed under this heading. The main difference to
‘participatory journalism’ is that in citizen journalism the news making process is
completely pulled out of the hands of journalists and left over to the people, who have
become both producers and users of the news.

In spite of the sometimes confusing discourses and inconsistent use of the different terms, the
rationale behind all these participatory models of journalism is that professional journalism is
in need of a redefinition of its democratic role in a changing society. In their critiques on the
top-down approach of the professional ‘journalistic gatekeeper’, the adepts of these ‘new
journalisms’ argue that journalism should try to enhance citizens’ engagement with both the
making and the use of news. Contrary to the models of public journalism and interactive
journalism, however, the key argument in the latter two models is that it is no longer the
journalist who should be considered as the central authority in the news making process, but
rather the citizens themselves. Journalists should not only open up the news process, turn
journalism from a lecture into a conversation with citizens and encourage citizens to
participate in the different stages of the editorial news-making process. Above all, they should
learn to acknowledge that they can no longer claim control over the gatekeeping process, but
have to share this control with the public.

3. Participatory journalism in four European countries

In this section of the paper, we look at how participatory journalism is developing in four
European countries: Belgium, Finland, Germany and Spain. In order to gain a better insight in
the factors influencing the adoption of participatory elements in mainstream journalism in
each of these countries, we try to reflect on the current media market structure; previous
experiences with public journalism and interactive journalism (internal context); and the ways
in which mainstream media are currently reacting on the trends of user generated content and
citizen journalism (external context).

3.1. Belgium

Roughly analogous to the Belgian federal state structure, the media market is divided in the
French-speaking community and the Dutch-speaking region of Flanders. Both regions have a
distinct media market with its own specific structure, policy and culture. The newspaper
market in Flanders is controlled by three media groups: Corelio, Concentra and De Persgroep
Publishing, whereas the main players in the French-speaking community are Rossel, IPM and
Mediabel. The magazine sector is dominated by Roularta, De Persgroep Publishing and the
Finnish Sanoma company. Like many other European countries, Belgium has a strongly
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developed public service broadcasting system, with both RTBF (French-speaking community)
and VRT (Flemish community) being the major players in their respective radio and
television market (De Bens, 2006).

In this environment, dominated by public broadcasters and a handful of newspaper and
magazine publishers, media companies are generally following international trends rather than
take the lead in it. Moreover, innovations in newspaper publishing tend to be much more
focused on technological innovation rather than on newsroom experiments with new forms of
journalism (Paulussen, 2005, 2006). Consequently, public journalism has not received much
attention from mainstream media. In fact, the concept and the ideas behind it have been hardly
discussed in Belgium in academic or professional literature. The fact that most of what has
been written about public/civic journalism in Dutch comes from The Netherlands (e.g. Drok
& Jansen, 2001), illustrates that the movement did not find many adepts in Belgium. In 2002,
there was a project funded by the King Baudouin Foundation, in which 22 media outlets, both
online and print titles, experimented with participatory enhancing practices in journalism.
Although both the researchers and the journalists that were involved in this project were quite
positive about the outcome of these ‘civic journalism’ experiments (see Grevisse &
Carpentier, 2004), the project did not receive much of a following in the next years. On
special occasions, for instance in the approach of elections, newspapers sometimes take
initiatives that can be labelled as ‘public journalism’ (e.g. organizing a political debate,
moderating discussion forums, giving users the opportunity to ‘chat’ for one hour with an
important politician, etc.), but in general, the ideas of public journalism have not had much of
an impact on the logic of the mainstream press in Belgium.

Like in most countries, the Belgian online media market is dominated by traditional media
players. Consequently, online journalism in Belgium did mainly develop within the
newsrooms — and thus within the logics — of traditional media. Although the findings of
surveys among Dutch and Flemish online journalists in 2000-2001 provided some indications
as if online journalists might be more open towards ideas of interactivity (Deuze & Paulussen,
2002), reality has proven that in practice online journalists tend to uphold similar norms and
professional values as their print colleagues (De Bens et al., 2003; Paulussen, 2004). If we
want to consider whether mainstream media are likely to adopt participatory elements in the
news making process, we must not only look at journalists’ self-perceptions about their role
and commitment towards the public, but we should consider organizational aspects as well.
Like in other countries, studies in Belgium have pointed at small-sized newsrooms and lack of
resources as major explaining factors for the low or non-adoption of interactivity in online
journalism (Paulussen, 2004; Beyers, 2005).

In recent years, in the context of the Web 2.0 hype, mainstream media in Belgium are
showing an increased interest in user generated content and citizen participation. A leading
role is played by the public broadcaster VRT, which set up a platform called 76+, where
people can upload their self-produced video material. VRT is also quite actively
experimenting with other forms of online community-building through weblogs and social
sites such as myspace. Important to note, however, is that these initiatives try to increase
public’s loyalty towards the broadcaster station rather than to involve citizens in the news
process. Most of VRT’s experiments with user generated content are, in other words, situated
outside journalism.

The media company that is putting the most effort in opening up the news process for user
contribution, is Concentra. In 2006, this media company, that focuses its activities mainly on
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the province of Limburg, launched a platform for citizen-generated news content called
HasseltLokaal. The platform is maintained by an editorial team of 15 citizen reporters, who
work as volunteers covering local news from around the city of Hasselt. While one year after
its launch, HasseltLokaal is considered as a successful participatory journalism experiment,
one can still wonder to what extent media can find a sufficient number of dedicated and
motivated citizen journalists, who are not only prepared but also trained and equipped to
contribute to the news production. It is already apparent that the maintenance of platforms like
HasseltLokaal requires more than just the provision of the technology and tools. It also
requires moderation, coordination and even training of amateur journalists (Vranken, 2007).

A final note should be made on the small scale of the country’s media market. Internet usage
in Belgium, a country of about 10.5 million people, has risen to 58% in 2005 (Statistics
Belgium, 2006). Not all of these people, of course, are online news consumers (Beyers, 2005).
Furthermore, although exact figures are not available, it is clear that the blogosphere is only a
small fraction of the total online media ecology. Research is needed to investigate the
structure and significance of the Belgian blogosphere and other citizen-generated news media,
but it is safe to say that its impact in terms of gatekeeping and agendasetting is still limited.

3.2. Finland

Two features in the media landscape of Finland are particularly noteworthy when
contextualizing participatory journalism. One is the press structure that is characterized by
strong regional newspapers. The country of about 5.2 million people has about 100
newspapers (about half of them dailies), but excluding two tabloid-ish afternoon papers and to
some extent the biggest newspaper, the Helsinki-based Helsingin Sanomat, about all general
newspapers have either regional or even local basis for their circulation and advertising. More
importantly, newspapers have manifestly attached themselves to their respective
constituencies by proclaiming to be part of those communities, but adhering to the principles
of professional journalism. On top of that, many of newspapers, although operated as
businesses, had political affiliations (mostly with center or right-wing parties) till 1970s and
even later. Thus, Finnish newspapers have a tradition of being “committed to a cause” with
regards to civic society instead of being mere information mediators (Lehto 2006).

The other substantive feature is the strong tradition of public broadcasting in Finland.
Although the Finnish Broadcasting Corporation (Yleisradio, YLE) has met severe competition
by private companies in both television and radio fields, it still is most important single
operator in broadcasting, and the values of public service are largely shared in the country.
For instance, the two national tv-companies (WSOY-Sanoma owned Nelonen, and Swedish
Bonnier owned MTV3) make their point of investing in high-quality news and current affairs
programmes.

Consequently, there was somewhat fertile ground to which the ideas of public journalism
were introduced in 1990’s. It was the academics who in Finland first paid attention to this
movement, but the media soon became interested. One of the factors was that at that time the
media, especially newspapers, suffered simultaneously from declining circulations and
assumed threat of the Internet. (Heinonen 1999) Several research and development
experiments on practical implementation of public or civic journalism have been carried out
since 1990s with aims to enhance public’s participation in setting the news agenda of the
media. One can say that the idea of allowing “ordinary citizen” to have more say in
journalism beside the established elite sources has strengthened, but in practical terms this
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often means positioning the citizen merely as an incidental commentator of issues decided
somewhere above. On the other hand, in some newsrooms the role allowed for citizens has
become more prominent in shaping journalistic content. (Ahva 2003, Hogmander 2005)
However, one should note that along public journalism experiments, the media has made use
of more business-oriented strategies, such as consumer studies, for becoming better aware of
needs of its audiences. The risen status of the reader is a result of both of these strategies.

With regards to online journalism, the Finnish media encountered the Internet in 1990s much
the same way as other Western media. On the one hand, there was the fear of losing the
audience to the Net, and on the other hand, there were hopes of gaining new possibilities by
going online. (Heinonen 1999, Mikinen 2004) Interactivity was one of the key-words, but in
practice the two-way communication possibilities were scarce in the Finnish online media for
a long time. Partly this was due to technological incompetence and unclear legislation (issues
of responsibility of contents), but also the prevailing journalistic culture affected to this. In
fact, in the early days of the Internet Finnish journalists considered readers’ e-mails more a
nuisance disturbing “real” work, although in principle the possibility to foster relationships
with the audience was appreciated (Heinonen 1999, Heinonen & Kinnunen 2005). The
situation has changed, but slowly. In early 2000s among Finnish newspapers, for instance,
many made hardly any use of the interactive features of the Net, although a number of them
maintained regular and even extensive readers’ discussion forums, invited readers to
comment, and send in news tips and even news pictures from readers’ camera phones.
(Kivessilta 2005) Nowadays it is not irregular to find extracts of newspapers’ online forums’
discussions taken to the printed versions, and there has been even a couple of cases of readers’
news pictures making to the front-page of a newspaper. On tv, the SMS and e-mail input from
viewers during talk-shows is also a quite regular feature.

The weblog phenomenon has had a siginificant effect on Finnish online media mostly in that
blogs have appeared as a new journalistic genre in the news media. A number of journalists
have established a media blog, i.e. a blog that is perhaps a more personal in style but
nevertheless a regular part of the contents of a medium following its journalistic line. It is
telling that not all of these media bloggers allow direct or even any commenting, but those
that do have rejoiced for discovering such contacts with their readers. However, the suspicion
or even ignorance towards the free, non-media, blogosphere is still a prevailing attitude of
established media and professional journalists. For instance, during the Tsunami catastrophe
at the turn of years 2004-2005, the Finnish media largely failed to use citizen blogs as their
sources — although a Finnish citizen blog beat both media and official sources in delivering
news of the incident (Itkonen 2007).

The rather slow acceptance of the interactivity of digital media by the Finnish news media is
interesting when considering the quite high digital media literacy of Finns. The Internet
penetration is high: In 2006, three of four Finns used the Net, and in the group under 40 years
old, almost all uses it. (Statistics Finland, 2006) In addition, since 1990s both national and
local Information Society policies have encouraged and facilitated projects which aim at
active users of new media. As a result, there are a number of citizen online media, from rural
media sites through neighborhood amateur reporters’ publications to media criticism and
expert blogs in the country. (Sirkkunen & Kotilainen 2004) Thus, there is basic digital
competence on behalf of the public to become more active participant in the journalistic
discourse when and if the media chooses to move to that direction.
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3.3. Germany

Germany’s media market is one of the biggest in the world, with a varied structure of news
media offering content for an 80 million people audience. Due to the country’s history, there
is a strong public service broadcasting system (basically installed by the Allies after WW 1I),
private broadcasting, and several hundred newspapers, most of them serving a local and
regional market. However, just a few handful of large companies own most of these
newspapers and broadcasters, so these large publishing houses and media companies (like
Bertelsmann/Gruner & Jahr, Springer, Burda, the waz group, and in the broadcasting sector
RTL, ProSiebenSat.1 etc.) strongly influence and push the media market development.

In this environment, public service journalism did not develop very well, though. As
Liinenborg writes in a recent piece on the topic, “the huge discussion on public journalism in
the US virtually had no effect on Germany” (Liinenborg 2005, 155; translated from the
German original). There are many possible reasons — some of them might be directly
attributed to the market structure itself:

- As said above, there are many local newspapers that already serve a community
function, so there was probably not an urgent need for a reorientation in many of these
smaller units. Weischenberg, Malik and Scholl note in their latest representative
“Journalism in Germany” study that local journalists in Germany “do have a less
elitist occupational culture than other beats” (2006: 110, translated from the German
original), and “try to integrate the audience and strengthen its importance”. While
this might not be true civic journalism, this strong local tradition might have softened
the urgency of implementing new forms of user oriented journalism.

- Furthermore, the big publishing houses seemed to be quite reluctant to experiment,
after they spent a lot of money on videotex and online media, which did not prove
(economically) successful in most cases. Actually, many of the bigger media
companies did heavily cut down their online staff in the years after the new economy
crash and during a phase of severe economic problems with high unemployment
(which indirectly lead to shrinking newspaper sales and media spendings).

- Other reasons might lie in the mentality and culture of Germany (stronger reliance on
state organization, less belief in privatly organized activities), with a different
community structure than the US (high density of population, living mainly in small or
medium sized cities, many spare time activities organized in club structures etc.).

That said, there are some experiments with public journalism in Germany, for example the so
called ‘open channels’ — TV stations that are open for any user to participate, supported by the
state on the basis of a specific media legislation. However, they are not very successful in
attracting anything but a very small audience.

In such a media environment, it does not come as a surprise that user participation in online
media was not happily greeted by the mainstream media companies - they did not adopt this
trend until fairly recently. Obviously, they were already struggling with converging
newsrooms and cross media concepts (cf. Briiggemann 2002, Meyer 2005).

In the mean time, however, buzz words like ‘weblogs’ and ‘web 2.0’ have finally reached the
German online market, too, and recently, media managers and chief editors seem to be more
interested in the integration of communities — some people already talk about a new internet
hype. User generated content instead of content produced by professional editors — that’s a
recipe tested by some mainstream media companies now, however not so much in their
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‘flagship media’, but in separate publications. Examples include jetzt.de (an offspring of
Siiddeutsche Zeitung), Sensation! (Tagesspiegel), Opinio (Rheinische Post) and Reader’s
Edition (developed by the Netzeitung, but sold in the meantime).

Still, there are some doubts about the true reasons for the adoption of user generated content
in mainstream online media. It is not unlikely that the developments are labeled by the
managements as ‘democratic’, ‘pluralistic’ and ‘trendy’, while they are primarily trying to
lower the costs for professional editors by using ‘free’ content happily provided by users. The
resulting damaging effects on the journalistic profession have been discussed lately, also in an
ethical context, triggered by BILD’s (Germany’s largest tabloid) offer to buy (Paparazzi)
pictures from ‘reader reporters’ for a minimal fee. Recent data on the development of the
journalistic job market fueled the discussion: Weischenberg, Malik and Scholl’s (2006)
‘Journalism in Germany’ study indicates a shrinking number of full time journalists. For
online journalism, Quandt et al. (2006) could show that there are many part time or even
semi-professional journalist working in online journalism — and not all of them do this out of
a participatory interest, but to earn their rent and food, struggling with several jobs (with one
of them being journalism).

A related question concerns the motivation of the users to contribute to mainstream media or
write blogs. While there are some high profile bloggers and citizen journalists that do offer
journalistic content via their website or contribute original content to user driven media, most
of the blog content are of a more private nature. A recent survey on German webloggers
supported a private — and sometimes narcistic — motivation of most bloggers (cf. Schmidt,
Wilbers, Paetzolt 2006; for an overview of research on blogs in Germany, s. also Neuberger,
Nuernbergk & Rischke 2007). There are some promintent exceptions, though — most notably
the BILDblog, a website that discusses and analyzes the mistakes of BILD’s coverage. Its
main authors are journalists themselves, thus offering a journalistic critique function of
journalism through a blog — with a notable number of users (usually, BILDblog is noted as the
top ranked blog in Germany) who are also contributing content themseves.

That said, such forms would not be existing without mainstream journalism. So some doubts
remain whether blogs and user generated content will be a large scale success story in
Germany (like in the US), and whether the developments have to be discussed in the context
of a useful and pluralistic evolution of journalism (s. also Neuberger 2006 a, b) — or rather in
the context of an economically motivated de-professionalization of journalism.

3.4. Spain

The recent history of Spain, with the transition to democracy in the 1970s after a long
dictatorship, has shaped the evolution of the media market and the public sphere (Gunther,
Montero and Wert, 2000). In a market of 40 million people and three regional languages
besides Spanish, a three-layered structure formed, with the locus for direct participation of the
citizens in the media restricted to local initiatives during the 1980s and 1990s:

- Nation-state level: The quality newspapers, with sharp political partisanship, seen as
natural as society learned to openly engage in public debate (Hallin and Mancini,
2004). However, their readership has always been low —around 35% in the late 1990s—
and it has declined lately following international trends and the competition of free
newspapers created in the 2000s (AIMC, 2006). Television has been the top news
source for citizens, and after the public broadcasting monopoly opened up big
multimedia conglomerates formed with the newspapers as the center. These national
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media tend to be close to the political elites they report on, in a self-referential public
sphere where the citizens are regarded as a passive audience that is just supposed to
react to news and the influential op-ed articles of news editors (Borrat, 1989).

- Regional level: Especially in Catalonia, the Basque country, Galicia and Andalusia,
regional media groups became leaders in their area of influence, with semi-
autonomous dynamics in these smaller public spheres (Gunther, Montero and Wert,
2000). The logic here was also the same as in the nation-state level.

- Local level: During the democratic transition, in some regions community media
initiatives were developed at a municipal and county level (Rodriguez, 2001; Moragas,
Domingo and Lopez, 2002). Based on the principles of a long-awaited freedom of
expression and direct democracy, content was developed by amateur volunteers
reporting on daily events of their communities. Most of these projects evolved into
more professional structures to ensure stability, but this ended up leaving content
production in the hands of journalists and citizens contributions tended to disappear
from the projects.

The concept of public journalism has been largely ignored in Spain, probably because of the
youth of a professional and democratic journalism in the country, and even though the
criticisms of public journalism to the US media are mostly applicable to the Spanish case. The
fact is that current proponents of participatory online journalism in Spain use US public
journalism as a referent when looking to root their statements to solid arguments (Madariaga,
2006; Varela, 2005).

In the early 2000s, the global trend of the (re)activation of citizen participation both inside
and outside the media also arrived to Spain, as if the Internet had connected this
Mediterranean market to the pace of the Western world. Outside the media, anti-globalization
and anti-war civic movements have used the Internet to organize and express their points of
view (Atton, 2004). During the first phase of the war in Iraq, the self-organizing capabilities
of civil society ended up influencing media coverage in becoming extremely critic to the war.
Also, weblogs have rapidly developed as a self-publishing tool among Spanish netizens, and
political debate is the main driving force. This is not to say that citizens have engaged into a
dialogue on the policies of their governments, but rather a replication of the partisan dialectics
of the national and regional media; building arguments to criticize the opponent are the main
topic in the Spanish political blogosphere (Escolar, 2006).

Inside the media, data from a census of 58 Spanish media companies developing convergence
projects (Domingo et al., 2007) reported that only a third (22) were exploring some sort of
audience participation. Most of the options framed audience as respondents to journalistic
content: comments on news and on journalists’ blogs were the prevalent developments. User-
generated newsworthy materials (photos, stories, videos, blogs) were invited in some of the
national newspaper websites, and only few of the regional and local websites had such
features. The fact that national newspapers are now leading the development of audience
involvement in the media in a country where in earlier decades this was circumscribed to local
projects suggests that new factors need to be explored to understand current trends. Catalan
online journalists in four case studies shared interactivity as one of the powerful online
journalism utopias, even though they have mixed feelings about the benefits of audience
participation (Domingo, 2007). Fierce competition among national Spanish news sites and the
prevalent reference of US online media developments can explain why participatory
journalism has been so quickly embraced at the national level.
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ElPais.com (owned by Prisa, the editor of the main quality newspaper in Spain) has a section
called “Yo Periodista”, paralleling CNN’s I Reporter. And the free daily Qué! hosts audience
blogs on its website, promising that the best posts will be published in the print edition.
Nevertheless, there is no evidence that these projects have redefined (for better) the work of
the journalists in these media or fostered open discussion on public interest issues. ElPais.com
representatives announced they have 12 editors solely devoted to filter user contributions in
order to get rid of vandalistic and offensive submissions, even in news comments (Nafria,
2007). “There is a lack of participatory culture in Spain”, Nafria argued.

A further cautious note has to be made when discussing online participation. In Spain only
40% of the population uses the Internet regularly, connecting weekly or more often (INE,
2006). While among people under 25 usage increases to 71%, the low penetration rate in elder
generations has not been solved by the multiple initiatives of national and regional
governments. Castells et al. (2004) hypothesized that the Mediterranean social habits could
explain this lack of interest of a big part of the population in going online, as outdoor life and
face-to-face relationships were essential. However, the authors also found that those who
where the most active Internet users were also those with bigger offline social networks and
more engagement in public affairs and civic initiatives. Somehow, then, an elite of society
seems to be the one taking advantage of the opportunities of online technologies, while the
majority of citizens tend to be mere passive recipients of mainstream media political rallies.

4. Discussion: doing it together?

“’Networked journalism’ takes into account the collaborative nature of journalism
now: professionals and amateurs working together to get the real story, linking to
each other across brands and old boundaries to share facts, questions, answers, ideas,
perspectives. It recognizes the complex relationships that will make news. And it
focuses on the process more than the product.” (Jarvis, 2006).

The country descriptions in this paper show that mainstream media in Europe are still far
removed from this ideal-typical model of “networked” or participatory journalism. At the
same time, however, trends in the four countries confirm that both external and internal
developments in journalism have revived the debate on the role of the professionals and their
publics in the digital era. From the outside, mainstream journalism is confronted with the
emergence of a digital culture, in which users are more and more actively participating in the
creation and publication of content. To some extent, these external developments have ignited
the discussion inside the profession, also fuelled by the need to engage new audiences in an
increasingly competitive environment.

Starting from these two observations from outside and inside the profession, this paper has
looked at how participatory journalism is developing in four European countries: Belgium,
Finland, Germany and Spain. The descriptions by the respective authors draw a somewhat
sobering picture that stresses the sluggish adoption of interactivity in online journalism, on the
one hand, and the moderate impact public journalism has had on existing models of
journalism, on the other hand. In this respect, we could argue that the internal context in
which participatory journalism is supposed to evolve seems to provide a lot of barriers for
citizen participation in the news making process. In other words, the professional culture of
mainstream journalism, which still favours a professional top-down approach, conflicts with
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the external context, that heralds some optimistic promises of an emerging participatory
media culture.

First of all, studies in each of the countries have shown that professional journalists are rather
sceptical about interactivity with their users, and that they still like to think about the role of
journalism in terms of the top-down model of trustee journalism. Secondly, the country
reports point at several organizational factors influencing the (non-)adoption of citizen
participation in the (online) news making process (e.g. lack of resources, deeply-rooted work
routines, etc.). The paper also considered cultural aspects as explanatory factors influencing
the spread of participatory journalism, suggesting, for instance, that the base on which the
ideals of participatory journalism are being built is rather narrow as the large majority of
citizens are still unlikely to play an active role in the news making process. Finally, critical
remarks have been made about the market-driven rather than civic-oriented rationale behind
mainstream media’s experiments with user generated content and citizen participation.

Further research is needed to evaluate the nature and quality of audience participation in the
cases when it is fostered. In “best practices” cases, an analysis of the structural changes in
work organization, routines and professional values that have enabled relevant participation
will be useful to assess to what extent participatory journalism can become a widespread
practice in the media and what can be its consequences for the quality of journalism and the
public sphere. Analytical models like the one proposed by Bruns (2005) under the label of
gatewatching can be useful for such an approach, even though more operational categories are
needed to describe the extent and locus of participation. Such a model should enable to locate
the moments in the news production process that are being redefined, as well as those that
remain intact, and trigger more specific hypotheses to explain the reasons for the apparent
reluctancy of mainstream media in the development of participation spaces.
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Abstract

This paper is based on the first results of the FLEET-project (Flemish E-publishing Trends),
started in March 2006 and focussing on the transition of newspapers to online news sites. The
scope of this paper is to investigate the existing concepts used in media studies to analyse the
use of news and to refine and complete these concepts in order to develop an up-to-date
conceptual framework for the study of online news. The starting point is the changing
relationship between newspapers and their readers. The traditional roles of newspapers i.e.
agenda-setter, watchdog and content provider are revisited in relation to the possibilities
online media offer their readers in terms of participation: share, rate, tag, comment, produce
news, etc. As newsreaders become news users they take over these roles or parts of them from
the newspapers and mass media in general. By looking at this changed relationship concepts
like participation, trust, community, lean-back/lean-forward and prosumer emerge as
important differentiating factors and hence are explored as relevant concepts for the study of
online news. In order to come to these findings, the literature consulted for this paper will be
completed with the outcome of a series of interviews with experts in the Flemish e-publishing
sector.

Introduction

When the World Wide Web was introduced, doom scenarios predicting the end of newspapers
and television made their appearance. Twenty years later, both are still here. Even though
research has made clear that online news is used in a complementary way with newspapers,
not substituting them (Althaus & Tewksbury, 2000), the Internet is still seen as one of the
major reasons for the decrease in newspaper readers. Different technological aspects of the
Internet have been studied as possibly attracting features for readers. A lot of research has
been done on hypertextuality as changing the role of the newspaper to a news hub through
which readers can access other information sites what makes reading a newspaper non linear
(Cohen, 2002). Multimedia and interactivity have also been pinpointed as the main features
attracting people to the online medium, whereas research on on-screen reading has proven it
to be a strong threshold for consuming information on the computer and hence online
(Beyers, 2002). This however is a rather technology-centred approach that does not take into
account how people react on these new possibilities. Why would anyone watch the news
online when image quality is still better on his or her television? The reasons for turning to
the Internet for news have to be found in a much wider framework than just these technology-
based aspects and the possibilities they offer. The interaction between these possibilities and
the way people use them is very complex. In contrast to what the hype on web 2.0, new media
and social software would like us to believe, the participatory, personally customized in-depth

-207 -



news is far from being commonly used and expected, even if the technological means are
available (Project for Excellence in Journalism, 2007). Often however, studies on these new
possibilities of the Internet' analyse the ad hoc consequences of these technological
possibilities whereas the long-term effects still need to prove whether these services are as
revolutionary as they are often claimed to be. The social structure of (online) publishing is not
changing as fast as the constantly improving technological capacities of the online medium
(Kling & Callahan, 2003).

This social structure is the starting point of this paper that wants to investigate the existing
concepts used in media studies to analyse the use of news and to refine and complete these
concepts in order to develop an up-to-date conceptual framework for the study of online news.
This conceptual framework must allow us to look at technological change from a less
technology-oriented view but rather point to the changes in the relation between the
newspaper and its readers. In order to come to this framework, the paper will analyse one
aspect of this changed relationship i.e. the roles that are traditionally ascribed to newspapers
and mass media in general. New media give people an increasing possibility to challenge
these roles. By looking at the newspaper as an agenda-setter, a watchdog and a content
provider, the impact of these new technologies will be framed in a wider context. These are
certainly not the only roles that have been attributed to the press or the mass media in general
through the development of mass media theory and the scope is not to give an in-dept
overview of the theory on these roles as this has already been accomplished (McQuail, 2000),
but rather to use these three roles as a way of conceptualizing the changes that might possibly
occur in the relationship between newspapers and readers from a theoretical perspective. By
doing so, the focus does not lie on the technology itself but on the way people are — or are not
— using this technology and how this affects this social structure. First of all this will throw
new light on the evolutions in the newspaper sector. Secondly, the blanks in the existing
conceptual framework will become clear. As was mentioned above, the participatory
possibilities offered by the new media seem to be of interest only to a minority of users. What
remains unclear is whether, when and for which reasons the readers will use these available
tools to alter or keep this relationship. In order to address these questions, the right conceptual
framework is needed. The media-sector is being forced to view its relationship with the
customer through a different mindset in order to anticipate and understand these changes.
When investigating this relationship, researchers also need to take into account the factors that
play a role in this new mindset.

Methodological approach

In order to argument these hypotheses a literature study was undertaking including academic
sources as well as relevant (online) media sources. This literature is complemented by expert
interviews. Recently, this qualitative research method has been gaining momentum as a fast
access to a new or unknown field (Flick, 2002; Froschauer & Lueger, 2003). Experts often
have high insight in aggregated and/or specific knowledge about ongoing processes, strategies
or evolutions that are difficult to explore through other methods. According to Meuser and
Nagel an expert is a person who has privileged access to information about groups of persons
or decision processes or who is responsible for the development, implementation or control of
solutions, strategies and/or policies (Meuser & Nagel, 2002). Expert knowledge has three
dimensions (Dunn, 2004). The first is technical knowledge, very specific information on a
certain field like details on operations, laws,... that influence the field. Process knowledge
covers information on routines, specific interactions and processes. The expert holds this

" People like Tim Berners-Lee who was at the origin of the World Wide Web do not find web 2.0 a good term as
the technology to make these new services possible was already available in the early days of the Internet.
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information because he/she is directly involved in it. Subjective interpretations of relevance,
rules, beliefs or ideas and ideologies are explanatory knowledge. The expert him/herself is
then the focus of the interview.

For this paper, eight experts were interviewed. All of them have access to relevant
information on the evolutions in the print sector because of their actual or previous
employment or expertise in the sector. Some of them hold strategic positions within the media
company they represent and therefore wished to remain anonymous. The author chose to keep
all of them anonymous for the sake of the paper’s uniformity. Because the experts’ responses
are relevant as an information source rather then as a respondents answer, this does no
compromise the methodological process. The scope of the interviews was to gain explanatory
and process knowledge on the Flemish situation as well as insight in what people actively
involved in the sector experience as the most important bottlenecks towards the newsreader.
This information nuances the theory and literature and refines the Flemish situation?.
Furthermore, in a second stage of the research, this information will be used for preparing
interview topic lists for ethnographic research.

Because expert knowledge is not neutral, it is important to work both with experts and counter
experts (Dunn, 2004). Experts being people who take part in the societal debate, it is needed
to be careful not to give more weight to one specific side of the debate. The selected experts
were therefore chosen in a way that their opinion on the whole represent different views
within the debate on the definition of the problem (i.e. media — user relationship). Hereby, we
seek to respond to the methodological critique one might have on the fact that the obtained
knowledge is not neutral as the debate is characterised by power relations balancing the
argumentation between conservative and innovative affinities. Other classic critiques on
qualitative interviews as a method for data-collection include the fact that the interview
setting influences the information obtained and that the effects of interaction between
interviewer and interviewee are rather high. With expert interviews the risks are quiet high
that an asymmetric relation in favour of the interviewee resides because of the discrepancy in
knowledge. Bogner and Menz call this the interviewer as layperson. The advantages are a
high level of confidence by the interviewee, which generates a pressure to explain. On the
other hand, the interviewer is not empowered to guide the interview. The interviews however
took place after the author finished an in-depth literature study, which prepared him to face
the interviewees rather as an expert outside the field (Bogner & Menz, 2005). Furthermore,
the author being a media scientist, the possible discrepancy between both is reduced. This
generates the advantage for the interviewer of being able to guide the interview. Moreover, a
high level of discussion and information sharing is generated, were high explanation of
motives and orientation is possible.

The relationship between newspapers and their readers

Previous research shows that various evolutions in the media market have an impact on how
newspapers and their readers relate to each other. Market-driven journalism, as McManus
pointed out, has been jeopardising the media’s role as an independent fourth estate since the
eighties (McManus, 1994). The rise of free newspapers in the late nineties alongside the boom
of free online information sources have weakened the position of newspapers forcing them to
jump on the trend of more compact news, infotainment and tabloidisation which erodes their
role as watchdogs. People’s ever more rushed lives and the growth of new and often
complementary media (radio and television, computer programs, Internet, games, dvd,

% This paper is partially based on the first output of the FLEET-project (Flemish E-publishing Trends). The
experts however were selected in such way they provided information on the Flemish context as well as on the
more general evolutions in the media-sector.
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mp3...) have reduced the time people are able to spend to newspapers and the attention they
can pay to the articles.

The newspaper sector is being challenged by a series of new players. This was already the
case when radio and television appeared, but the introduction of the Internet takes this a step
further because of the digitalisation of content. As the Internet is a medium for text, audio and
video, newspapers, television stations and radio become direct competitors. Because virtually
everyone has access to the Internet, these traditional media also must compete with other
content providers like companies and governments engaging in direct communication with
their customers, news sites like nu.nl, Google News, msn.com and the blogosphere. As an
expert put it, “from the point of view of a content provider, the medium through which the
content reaches the consumers is not important”. The overall discussion in the newspaper
sector tends towards the question how newspapers will remain viable in this context or in the
words of the Economist, “who killed the newspaper?” (The Economist, 2006b). 1t is the scope
of this paper to look beyond the market and the way new players, including the readers, are
competing with the newspapers to scrutinize the more fundamental changes in the role of
newspapers. These roles have traditionally been attended with a very normative theory
building on how the press should operate if certain social values are to be observed and
attained (McQuail, 2000). Even though this kind of theory is quiet important, it would take a
paper on its own to deal with the normative ideas that come along with new media. This goes
beyond the scope of this paper; even though some arguments made may be linked to certain
values attributed to the media through their role.

The role of newspapers in a democratic society

From its early days, the newspaper was an actual or potential adversary of established
(democratic) power, especially in its own self-perception. In this regard, the term “fourth
estate” is used in literature, later on joined by “public watchdog”, a notion covering ideas of
the press as representative of the public, critic of government, advocate of policy and policy-
maker. The power of the press arose from its ability to give or withhold publicity and from its
informative capacity (McQuail, 2000).

The ability to give or withhold publicity or information of any kind in general to reach the
audience brings us to another role of the press i.e. the one of gatekeeper, selecting which facts
will be reported. This role is closely linked to the agenda setting process or the possibility to
decide on what news is covered and which issues are emphasized. As David H. Weaver, who
has worked on studies of media agenda setting since 1972, argues this area of research is
closely interconnected to framing and priming. Framing can be defined as the central
organising idea for news content that supplies a context and suggests what the issue is through
the use of selection, emphasis, exclusion and elaboration. When focussing on the
consequences of agenda setting for public opinion the term priming is used to describe that
media may suggest which issues to use in evaluating political actors (Weaver, 2007).

Finally, the press is an important news provider, a window on the world for is readers. More
than other mass media, “a responsible press should provide a full, truthful, comprehensive
and intelligent account of the day’s events in a context which gives them meaning “ (McQuail,
2000). As the interviewed experts unanimously stated, newspapers must apart form bringing
the news, offer the readers the background information and other informational means to fully
understand and contextualise what happens. Still, one expert emphasized the fact that both on
national as international level, news is a commodity. As another expert said: “when the sector
is looking at the new possibilities new media are offering, the main issue is not how to
improve journalistic quality, but how to develop a well functioning and stable business model
for those new services”.
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According to Denis McQuail, the new media provide the means for highly differentiated
provision of political information on ideas, almost unlimited access in theory for all voices,
and much feedback and negotiation between leaders and followers (McQuail, 2000). It is clear
that all three roles are challenged by the new media, as will be explored in the next section.

Newspapers as an agenda setter

Agenda Setting and online news

Agenda setting and the gate-keeping process linked to it is one of the roles of newspapers and
media in general that has been thoroughly investigated in communication science and is
widely recognised (McQuail, 2000). In her study of news reading in 1988, Doris Graber
concluded that story importance clues supplied by editors and the match between story topics
and their own interests are the most important criteria used by newspaper readers when
choosing the stories to read. These cues are article location, the size of headlines and visuals
and story length and repetition. Articles that are more upfront or which have large and catchy
headlines are more likely to be selected to read. These criteria are however, according to
Graber, easily overruled by the interest readers show in a certain topic (Graber, 1988). These
criteria however are medium-based. The way to access articles on a website is different.
Websites offer people a more direct way to access stories of their interest by organising the
news into topical categories or by offering easy search functions. As Althaus and Tewksbury
put it in their research on the role of the medium on agenda setting, these features limit the
potential that online readers will be exposed to the particular stories that a newspaper’s
editorial staff deems important (Althaus & Tewksbury, 2002). In that same study on how
agenda setting might be influenced by the medium for delivering news content, the authors
discovered that print readers partly modify their agenda’s differently than online readers do.
When comparing readers from the paper and online version of the Times, the former seemed
to systematically come away with different perceptions of the most important problems facing
the country. The authors conclude that by providing users with more content choices and
control over exposure, new technologies may allow people to create personalised information
environments that shut them off from larger flows of public information in society further
fragmenting the news audiences. In other words, readers are able to set their own news
agenda. The features of Internet however not only make it possible for readers to be more
selective in their readings, but also to share the news that comes high on their personal agenda
with their fellow readers and this on a large scale, creating a parallel peer-driven news agenda.

Agenda setting and online communities (of interest)

On digg.com people can post news items for the readers to rate. The best-rated articles come
on top of digg.com’s homepage. Readers can also select the best-rated stories amongst
different categories of interest. The New York Times holds a list on his site of the most e-
mailed and blogged articles. Citizen journalism sites like OhMyNews.com in Korea and news
sites like nieuws.skynet.be in Belgium offer readers a most-read selection of the news. These
are only but a few examples of the way readers are generating an own agenda of important
topics. Not only are the intrinsic features of websites playing a role in the way the agenda set
by editors is perceived by readers, communities of readers, either because they actively
participate or because their online reading pattern is easily monitored, are able to define an
own agenda of interests. An expert put it as follows: “web 2.0 is an answer to the limits of
looking for the right news. If 10.000 people with the same interests as me are making the
same search every day, then it is more fruitful to organise this search and to share it with
them”. The members of a news community become the agenda-setters for that community. As
was mentioned before, news is everywhere. As another expert stressed, “users do not feel like
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making a selection on their own out of an overload of information and expect that from their
newspaper”. By doing this, the newspapers and media in general are able to set an agenda of
newsworthiness. Users online, through applications as digg.com, rss readers or Google News
Alerts, are now able to set their own agenda. As a third expert countered, “the user could have
read this information package in the paper where he would be sure the information would
have been double-checked. A newspaper is more than a news provider but also a label of
quality”. A fourt expert emphasized the importance of good filters in the increased news
offer, believing that “this role could be taken by traditional, generic news media who could
“filter” what is seen as “the news” for a majority of users”. What is clear is that there is a
struggle for the appropriation of this role and that different players could take different parts
of this role depending on the news wanted. These aspects are closely linked to the normative
discussion on the newspaper knowing what is good for you to know versus the reader who
can choose for himself but then risks to loose out on some relevant information.

In certain cases, user communities have been proved to be able to use the Internet (or more
specifically the blogosphere) to put what they think is relevant on the news agenda. In June
2002 e.g. two 14-year-old schoolgirls were run over by an armored US military vehicle north
of Seoul, South Korea. OhmyNews, an alternative online news startup, picked up the story
and put it on the national news agenda by garnering millions of visits on their site. The
emergence and success of alternative online news services challenged the dominance of major
— mostly conservative — national newspapers in shaping the public opinion (Song, 2007).
Such spontaneous reactions of the public are nothing new, but it is undeniable that Internet as
a medium can play an important role in the fast, easy and cheap spreading of user-generated
information as an alternative news source. In this case, however, it is also important to note
that even this rather sophisticated and 100% user generated content site has a heavy editing
process of the content that comes in from approved “contributors” from around the world
(Project for Excellence in Journalism, 2007). This editing authority still has the role of
gatekeeper. When talking about communities build round a newspapers’ site, an expert coined
the term gatewatching, “letting the participative happen en just watch whether the delivered
content is acceptable in terms of privacy and deontology ™.

An interesting concept in agenda setting theory in this perspective is the inter-media agenda-
setting model, the process in which media coverage of a certain topic increases after major
media players give prominent play to it (Song, 2007). This is an interesting concept because it
plays an important role within the alternative news source community. We could speak of the
inter-blog effect. As an expert stated, “the impact of blogs is relative to the collective effect. A
blogger’s story only has an effect when it is picked up by other bloggers. In the blogosphere
this effect is less structured, less predictable and more dependent on the quality and
newsworthiness of the posted story than between newspapers.” Through initiatives like
OhMyNews, Global Voices or digg.com users’ views are aggregated and canalised in a way
their impact can grow bigger. Of course, many of these sites or features might not be more
then a ‘mews idol’, an entertaining feature that will boost sensational and socially less relevant
stories to the top of the homepages. On the other hand, these sites “attract serious citizen
reporting which tries to serve as society’s democratic watchdog, a role that mainstream
media have more and more abandoned” (Hauben, 2007).

Newspapers as a watchdog
In media theory mass media and hence newspapers have been regarded as a kind of fourth
estate watching over the integrity of the executive, legislative and juridical institutions. As an

expert stated, “when a newspaper publishes a study that is relevant, then the public opinion
will acknowledge it and react. The involved political and corporate actors will react,
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allowing the newspaper to play its role in society”. However, John McManus pointed out is
his book Market-Driven Journalism already in 1994, that the press has evolved in its 150
years of existence, making news a commodity in the news market (McManus, 1994).
According to McManus this business logic is crafting journalism to serve the market and not
democracy. What is at stake is the survival of a public knowledgeable enough about current
issues and events to govern itself (McManus, 1994). The press has been assisted in his
watchdog role by nonprofits, nongovernmental organisation or civil society groups. The
exponential growth of these organisations in the last decennia led Stuart E. Eizenstat to term
them as “Fifth Estate”. One of the reasons for this growth according to Eizenstat is to be
found in the use of Internet, e-mail and mobile phones that allowed groups to build advocacy
networks and to coordinate global campaigns to an extend that would have been impossible
even as late as the 1970s (Eizenstat, 2004).

Without getting caught up into technology deterministic reasoning, it is not too harsh to say
that the Internet has drastically facilitated the way for people to publish whatever information
online. Moreover, it also makes it easier to communicate over large distances at high speed.
What the Internet, websites and email did for the civil society, web 2.0 is doing for the people
in general, turning the Internet in a viral platform for people to share and aggregate
information and opinions. Already, this aggregation has led readers to call into account the
media. Recent examples are the Rathergate scandal in the United States where Dan Rather
reported in his highly respected news show 60 minutes on CBS September 2004 about a
number of documents accusing president George W. Bush of having misused his family ties
to skip military orders. Only three hours after the show was aired Scott Johnson launched in
the blogosphere a post challenging the authenticity of the documents based on anachronisms
in the typography. Two weeks of speculations later, CBS admitted that the documents were
not authenticated by their experts as they had reported, eventually leading to the firing of
producers Mary Mapes and several senior news executives (Van Brackel, 2004). “The old
media model was: there is one source of truth. The new media model is: there are multiple
sources of truth, and we will sort it out,” says Joe Kraus, the founder of JotSpot, which makes
software for wikis (The Economist, 2006a). An important principle here is collective
intelligence: even if the media have their own experts double-checking their sources, it is
likely that between the thousands of media users, their will be a number of people with the
same or higher level of expertise. Scott Johnson e.g. is a lawyer at a prestigious law firm in
Mineapolis and vice president of a bank. Such people have a certain authority that can
compete with that of a news agency. An expert stressed the fact that “journalists could let
evolve an article on the blogs, letting people participate, correct and add information, giving
it more social relevance so it can be picked up by politicians”. In this perspective,
newspaper’s watchdog role can be reinforced with the help of the public.

Newspapers as information/news providers

As we noted in the introduction, the newspapers have to deal with a heavier competition from
other players, especially online, offering the latest news. This, in combination with the
explosion of offline free newspapers like Metro, has turned news in a free commodity
accessible almost everywhere in a constantly updated form. Quite a strange thought is that, by
following this trend of free news online, newspapers are cannibalizing their own paper
editions. The core product of a newspaper, as the name says, is where competition is the
strongest and where they seem to be losing ground. What became clear from the expert
interviews, is the fact that newspapers bring more than just news and should concentrate on
offering background and context information of a high quality. “What I am doing”, an expert
said, “is not making a newspaper, but selecting, collecting, analysing, controlling and
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commenting news, whether this is on paper, on a site, or in the future on a watch or digital
television.” As another expert put it, however, “if you receive an entire walking diner for free
and you then have to pay for a gastronomic diner, you will not be hungry anymore.” There
lays the problem facing the newspapers. The content they can offer as the best, qualitative
news, background, analysis and context, is not what a large majority of consumers is seeking.
They want the news and they will find it everywhere and mostly for free.

When newspapers report on their own future, blogging and citizen journalism are often seen
as negative evolutions, keeping readers’ (scarce) attention away from the professional
journalism they stand for. Even though newspapers seem to embrace the blogosphere by
creating own blogs for their readers and journalists, they do so to please or win back their
audience, not because they embrace the possibilities of it. The articles found on newspapers’
websites are often nothing more than ‘shovelware’: an unmodified copy of those in the
printed paper (Boczkowski, 2002). Many journalism practices approach these new
possibilities in a conservative and rigid way and tend to avoid as long as possible the
renegotiation of what is conventional and normal in journalism. As the newspaper affiliated
experts stated, blogs are merely online diaries that are of interest only to the blogger’s
entourage and bloggers do not have the means and professional rigour to thoroughly
investigate a certain topic. However, in these spaces, there is room for writers to have their
stories read online, including journalists who want to nominate creative, investigative
reporting for public consumption outside the constrains of media firms (Cohen, 2002).

Certain kinds of information lend themselves more to be handled by the public, as different
experts pointed out. Bloggers can become a source for readers to consult opinions about
certain news facts and the way their peers think of it e.g. the blogs of politicians or public
persons, but also of fellow bloggers and journalists, that by doing so may counter “the
commercial and political pressures on institutional news media” (Godwin, 1999).
Furthermore, as mentioned above, according to the principle of collective intelligence,
journalist should welcome readers who represent an authority on certain issues to complement
and check their articles, because they will also challenge the ability of professional journalist
to give background and context on a certain topic they, as experts, know better. As an expert
stated: “press agencies more and more take the role of daily news providers offering their
news feeds through a whole range of news websites, but do not offer this service for the more
thematic and regional or local news”. Hyper-local news is a third kind of information user
might be more suited for to bring than newspapers. A hyperlocal news site (also known as
local-local or microsite) is devoted to the stories and minutiae of a particular neighbourhood,
ZIP code or interest group within a certain geographic area. Such sites have been springing up
on the Internet for some time now, initially as independent start-ups, created and maintained
as labours of love by founders who work on a shoestring budget (Shaw, 2007). Not that they
were not able to do this before, but the organisation of a local paper is a costly and highly
intensive activity in terms of infrastructure. Blogs, fora and websites make this a lot easier.
Furthermore, the video and photo applications in cell phones become more widespread, which
facilitates local citizen journalism even more. Several of the interviewed experts stressed the
fact that journalism is becoming a conversation rather then a monologue. An article is not the
finishing point of a journalist’s work. It is only the beginning, as one expert stated. The
readers becoming providers or producers of content is what Boczkowski coined “distributed
construction”, challenging newspapers’ traditional role of news-producer and gate-keeper
(Boczkowski, 2004).
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Conceptualising new user roles

As became clear by analysing the changing role of the newspaper readers are taking over
certain parts of these roles. Central to newsreaders’ (-viewers’ and —listeners’) changing role
is that they start doing more with news than only read it. They start using it in different ways:
they comment it, share it, rate it, tag it, and even produce it. Therefore, we prefer to talk about
news users. The concept of a news user is also more suited in a world where the digitalisation
has not yet finished to converge data (meaning every form of information). Especially when
we look at the use of the Internet, which is becoming a platform suited for text as well as
audio and video, the concept of a newsreader is not adequate anymore for research. News
website often already offer videos and podcasts next to the written news. This convergence of
technology, at this point represented best by the connected computer, leads to a convergence
in media users what in turn changes the meaning of a newsreader, listener and viewer. In the
same line of thoughts, Mark Deuze, building on Zygmunt Bauman’s concept of liquid modern
society (Bauman, 2005), states that contemporary changes in the economical, political,
societal and technological sphere put the user in a virtual space where he is continuously
surrounded by different but connected media. This raises the convergence between the
different spheres of action of daily life, blurring the difference between work and private but
also between consumption and production, between passive and active consumption of media.
In other words technological convergence is leading to cultural convergence, which has it’s
own logic (Deuze, 2006).

Web 2.0 has made it easier for users to share their thoughts and ideas through text, audio and
video over the net. This in addition with the technical means of content production becoming
ever more accessible for a larger public through democratic prices and the appreciation of the
public, has led to a boom of user-generated content, one of the sector’s big buzzwords. The
consumer is in other words moving up in the value chain becoming a producer as well, what
futurologist Alvin Toffler predicted in his book The Third Wave and coined with the term
prosumer (producer-consumer) (Toffler, 1980). In the case of the newspaper, this
phenomenon is translated in the citizen journalist or the blogger. Still, further reflection on
this concept is needed.

The prosumer

The concept of prosumer was introduced by Alvin Toffler in 1980. He stated that by the new
millennium consumers would get highly involved with the design and production of goods so
they could be delivered according to everyone’s personal needs and specifications. He
formulated arguments for a new marketplace where products are not dumped by industry but
where consumers participate in the creative process (Toffler, 1980). This term is not to be
confused with the concept used in marketing where it stands for professional consumer or
professional amateur, being someone with an interest in a certain hobby that big that he wants
to be one of the first having the latest products in that branch. In a new media context where
user generated content is believed to be important both for its product value as for its
exchange value, the consumer contributes to the news making process in different ways (see
above). In this framework, the concept of prosumer however needs to be refined. First, a
prosumer is a consumer. This implies that he is buying a product or service for a certain prize.
However, one of the big questions concerning user-generated content is how to make it
profitable. The essence of user-generated content is not commercial in contrast to Toffler’s
vision where the prosumer defines the specificities of the product he eventually wants to buy.
When looking at newspaper blogs or free news sites the consumption aspect of user-generated
content is obvious. When looking at online citizen journalism communities, their audience
consumes the information but not (yet) in an economic-value generating way. The concept of

-215-



the prosumer implicitly refers to modern market logic. When looking at user-generated
content in general we could talk about the produser (producer — user) instead: users who use
content in such way it generates additional content. In this regard, speaking about news users
makes it easier to conceptualise the newsreader’s changing role: he does not merely consume
news, but also shares it, rates it, searches it and produces it. He is using the news in various
ways. The production of news becomes a part of the consumption of news. The boundaries
between both blurry or disappear. News user therefore seems a good concept to analyse this
group because it incorporates the two dimensions: he uses the news in a variety of ways
consuming and producing it at the same time.

Dimensions of participation

The news user thus uses news in many different ways sometimes producing as well.
Traditionally, watching television is termed as a lean-back activity, whereas sitting in front of
a computer is rather lean-forward. (Jansz, 2005; Korber & Maknavicius, 2003). When looking
at online news, this lean-back/lean-forward continuum seems to offer an interesting
instrument to look at how online news possibilities are used.

Fig. 1 Dimensions of participatory media
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Lean-back < » Lean-forward
Seek Compare
Rss
Watch Listen Read v
Consumption

At one end of the continuum we will find the people who actively search for news, look at
different sites, use rss readers to receive information, write news stories, place comments and
rate items, on the other end we will find the people reading online versions of their trusted
newspapers, trusting the news selection of a certain provider, preferring television or printed
news to online news. However, actively look for information is a lean-forward way of using
news, even if it does not engender any kind of content production. Therefore, in order to fully
understand new news practices, this continuum should be given an extra dimension, namely
the one discussed above concerning the prosumer. In the online world, consuming is not by
definition lean-back, and also prosuming can be done in different degrees from less to more
lean forward, as is shown in Fig 1.

When analysing the Internet as a more lean-forward medium, we must not be blinded by the
hype. As the State of the Media 2007 study shows, What we found in the sites studied is that
the participatory nature of the Web is more theoretical than a virtue in full bloom (Project for
Excellence in Journalism, 2007). But, as an expert stated, “media must offer the possibility for
interactivity without it getting pervasive or obtrusive for the passive user”. Consumers must
have the right to be passive. By using the above continuum to analyse news practices, we do
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not need to see participation as something people do or do not, but can do in different degrees,
allowing us to get a far more specialized view on how people look at these possibilities.
Production in this context must be seen as contribution. When rating news e.g., people are
producing a hierarchy that can influence the news agenda.

Communities of interest in news

When studying online news, the aspect of community plays a greater role than offline. The
sites that have been mentioned through this paper are only but a few examples of news sites
that thrive on a community of users that actively participate in the production of content or
passively use it as a news source. It is likely that these virtual communities are rather
impersonal, not based on sharing the most intimate information but rather sharing thoughts
and opinions on the relevance of certain news items. According to Katie J. Ward a
characteristic of virtual communities is the fact that the audience is ephemeral, not making a
long-term commitment to the virtual community. Rather they will be more instrumental in
their approach to the community, staying as long as the community is providing a solution or
fulfilling a need in their life (Ward, 1999). This is linked to Bauman’s Liquid Life, as the ties
in a virtual community are loser or “more liquid”. In the context of news, these needs are
informational, but not only to get information, but also to retrieve it, share it, rate it, comment
it, produce it... The more interesting information the community has to offer, the more
members it will attract (Edlund, 2000). The content that will differentiate one community
from another is the content generated by that community. This exchange of information
within these groups is the essential contributor to the social capital of such networks. A vital
part of social capital is trust, what brings us again to the importance of this concept.

A specific feature of computer-mediated communication is the lack of physical, social and
other nonverbal information exchanged between group members. This anonymity has both
beneficial as well as damaging consequences for the trust within a virtual community
(Blanchard & Horan, 2000). On the one hand individuals can increase their first impressions
or accentuate their characteristics with which they identify mostly with the group. The more
you identify with a group, the more likely you are to trust the group. On the other hand, this
anonymity and the lack of social and physical cues may cause deception because of the
difficulty to establish the authenticity of information about the other members. Not all these
elements apply to a news community, as the scope is not to get personal information from one
another or to share deeply personal thoughts, but to share news and comments on it. Still, this
anonymity can become harmful, as anyone can post news stories that can be false, especially
on sites where no editing is provided. Furthermore, anyone can pretend to be an expert and
also here it takes a critical user with enough knowledge to check the background of certain
sources.

Refining existing concepts

Participation

Acknowledging the existence of collaborative intelligence, the idea of journalism becoming a
conversation rather than a sermon is beginning to find its way amongst journalists and news
companies. Major international news sites like the New York Times and in Flanders De
Standaard Online amongst many others already offer their readers the possibility to add
comments and to participate, and hence becoming a news source of information for
journalists. This should evolve even more, according to an expert who said “the newspaper
should become more interactive, referring to the newspaper’s site, giving readers the
opportunity to discuss online certain topics launched in the paper and afterwards summarize
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the outcome of the online discussion in the paper. This makes the two media complementary
instead of supplementary”. But another expert added, “The number of people actively posting
information on Wikipedia is small. Most of Wikipedia’s users are merely consulting the site”.
This is referring to the pyramid Bradley Horowitz, Vice-President of Product Strategy at
Yahoo!, posted on his blog in February 2006. The top of the pyramid is populated with 1
creator, followed by 10 synthesizers; the body is made of 100 consumers. He states that 1% of
the population is now initiating the production of content, 10% might actively participate by
responding to that production and 100%, which he calls lurkers, will just benefit from the
activities of the above group. He notes that it is not necessary to convert 100% of the audience
into “active” participants to have a thriving product that benefits tens of millions of users. The
barriers users have to cross to become creators work as a filter that can eliminate noise from
signal (Horowitz, 2006). It is thus not for every user to become a producer.

As became clear in the first part of the paper, the increasing possibilities users have to
contribute and participate in the production of news is altering the relationship between
newspapers and their readers. The dimensions of participatory media use as shown in figure 1
can help to understand how the user is taking up certain roles or parts of it from the
newspapers or mass media in general, as is schematically shown in the following table.

Consumer — Media interaction

Role | Agenda Watchdog Content

Action Setting production

Look for (alternative) X

information (rss, blogs, ...}

Tag, rate and/or share news X X
(metadata)

Correct, complete and X X X

comment news

Produce news (citizen X X

Journalism)

Trust

The trusted news brand

A recent international study by the BBC, Reuters and the Media Centre (Globescan, 2006)
shows that people’s trust in the media is relatively high, giving more credit to the media than
to their governments. 61% of the respondents trusted the media against 52% trusting their
government. Television (82%) and national and regional newspapers (75%) are the most
reliable sources according to the study. Blogs also seem to be consulted as a news source,
though only 25% of respondent trust the information, South Korea (home country of
OhMyNews) being the exception. Still, the outcome of the study suggests that it becomes
more difficult for those information providers to hold people’s trust. More than a quarter of
the respondents said they stopped consulting a certain news source because they lost faith in
the source’s content. Even though television and newspaper still are the dominant news
sources world wide, in terms of consulting news sources and trusting them, users are
developing a more nuanced approach towards the media. 77% of the respondents prefer to
check different news sources, something that is off course easier online.

Still, as an expert pointed out, newspapers have strong brands or a certain history, which
makes people associate news with them; “Based on what people find important they choose
the medium to use. This is the bond of trust a news provider develops with is audience. The
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more it can procure information on the concerns of its audience, the more successful it is”.
Another expert called this the seal of approval of trustworthiness. Hans Beyers, who did a lot
of research on online news in Flanders in the past years, concluded that Flemish users often
read the same newspaper online than in print (Beyers, 2002). When they go online, readers
remain loyal to their printed paper, or better, they remain loyal to a certain brand they believe
is trustworthy. New players online will have to compete with the relationship of trust
traditional media brands have build with their user throughout the years.

Communities of trust

Already in 1994 McManus acknowledges the impact communities of taste, peer groups and
other external forces have on consumers’ choice. He pointed out that when the journalistic
quality is difficult to discern, consumers are compelled to rely on “brand names” or develop
alternative information sources for evaluating news, such as direct civic involvement. In a
connected world however this civic involvement is facilitated in that way that people have the
same means than news organisations to reach high number of readers, namely the Internet. In
other words, alternative news sources have always existed, be it in the form of colleagues
commenting news during the coffee break or the alternative newspapers like le Canard
Enchainé in France, but the Internet, and especially web 2.0, with its increased user-
friendliness, make it possible that these alternative voices reach a larger public with less
means necessary. Because of the Internet’s facilitating features in terms of distribution and
reach, people might get more motivated to participate to these news sources, which in turn can
makes these bloom and hence get more “news appeal” for news users.

Some of these alternative news sites have already proven to be able to build a vast user
community around their site like OhMyNews, nu.nl or Agoravox.com. The reason why this is
quiet an achievement is that alternative discourses do not appear to carry the same authority as
the traditional news organisations’ online news (Cohen, 2002). An idea reached out by an
expert was that “newspapers should become community builders, offering more than news to
please the community and listening to the community’s demands. Gaining the trust of this
community will then be essential. The community build around a newspaper can benefit the
paper as well, not only in terms of bonding users to your brand, but also because they might
contribute to the value of the newspaper by sharing their knowledge or signalising new
trends”. According to another expert “such a community is generated around points of
interest. When the community serves the common good of its members, she will prevail”. An
example of such a trend signalisation is the web 2.0, a term that Tim O’Reilly coined in 2004,
that was picked up by the mainstream media after a lot of buzz was created around it in the
blogosphere. Trust is likely to become of increasing importance in a world where information
i1s everywhere. As an expert stated, “it will be important that users can make the difference
between user-generated news and professional news. Citizen journals need to clearly state
that the articles are based on personal experience and not on investigation of professional
Jjournalists. This will be important fort the level of trust users will have in the online medium”.

A new conceptual framework

When studying the way readers relate to the newspaper, it becomes clear that the possibilities
offered by the Internet make it easier for readers to take over part of roles traditionally held by
newspapers. As shown in the table above, the way in which readers are using the news defines
the role they take. Due to the technological convergence, readers become viewers become
listeners in the online news environment. Users, consuming and producing news, therefore
seems a better term then newsreaders when looking at online news. This term allows the
levelling of news use, as participation is something that can be done in different degrees. The
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producing user is not the terminus in the evolution of the consumer. Not everyone wants to
become a creator. The lean-back/lean-forward and producer/consumer dimensions of this use
offer a valuable tool to map and differentiate the activities of the online news user. It also
makes it possible to identify possible barriers to participation. Another important aspect when
analysing participation and especially the production of newsworthy information is the kind
of content. Opinion, expertise and local news seem to be more adequate for non-professional
users to produce than in-depth news coverage. The end of a newspaper as a content provider —
not as a medium — is therefore rather exaggerated.

As the news user is not by definition a creator, he is not by definition member of a news
community either. However, as is the case for virtual communities, he will freely join a
community if it fills his needs. A news community is typically a community where users will
turn to when they need certain information. The impact a user will have on the role of
newspapers however will be defined in terms of the number of users contributing (cfr. inter-
media agenda setting). Important in that case will be the level of trust people have in the
community members. Not only news brands but also these communities or the news brands
that house them will have to gain user’s trust. Authority, collective intelligence and the ability
of users to differentiate trustworthy from false information will play an important role in this
regard as will trust in the evolution of the relationship between newspapers and users.
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Abstract

This paper addresses mechanisms of the innovation process in the social field, particular the
transition from user innovation in the technological sphere to innovation in the sociocultural
sphere. In research conducted at Montreal’s Laboratoire de communication médiatisée par
ordinateur (LabCMO: http://cmo.uqam.ca) over the last two years, our research team
observed the activity of two groups of innovative users acting in the technological sphere, the
first within the free software domain and the second involving urban wireless networking.
Our observations suggest that these “techno-activist” groups have developed an ideological
platform oriented towards social change and inspired largely by their technology-directed
activity.

User-centred innovation research by scholars such as Eric von Hippel (U.S.) and Christophe
Aguiton and Dominique Cardon (France) has demonstrated how, by freely sharing ideas and
artefacts, users who innovate develop dense communications links to bind themselves within
larger communities of innovators. Research in that tradition has thus far been concerned
chiefly with technological innovation. In examining the mechanics of innovative processes
within the social field, this paper turns to how user innovation in the technological sphere
have transitioned to innovations that resonate in the sociocultural sphere. In a research project
undertaken at LabCMO in Montreal over the last two years, we observed and described the
activities of two groups of users innovating in the technological sphere. The first group
operates in the free software domain; the second group’s activities involve urban wireless
networking. Paired with their joint technological innovation, however, members of these
groups (“techno-activists”) have developing joint ideological platforms oriented toward social
change.

That ideological platform is built around specific activities, values and beliefs: enrolment of
their activities in international networks and exchanges, not an exclusively local community
of user-innovators; a heterarchic structure of work organization, not an exclusively
hierarchical one; an ambivalent economic relationship with existing capitalistic forms; and a
set of social representations of the technological world used as a foundation upon which to
construct a politically progressive platform—one riven, that is, with political and economic
contradictions. These activists position their technological practices as an opportunity to
renew social forms of organization, of collaboration and of communication. In criticizing the
prescriptive and normative composition of technical devices marketed by large-scale software
and by telecommunications providers, they foreground deliberation as an essential innovation
mechanism within the community of users. The sociological questions we want to address
involve the extent to which these new forms of organizing collaboration are permeable vis-a-
vis other groups and communities with which these techno-activists interact. In what ways
can techno-activist practices influence other groups already engaged in social and political
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action? Do such practices play a significant role in transforming the public sphere more
generally?

To address these questions, I begin with a brief presentation of a theoretical model for what I
call the “social appropriation” of digital technology. I then present the socio-economic factors
which underpin these digital technologies’ emergence in the context of informational
capitalism. Third, I will describe our study of two specific techno-activist groups’ practices at
LabCMO (Montreal, Canada) over the last two years. In conclusion, I show that these grass-
roots digital technology movements help build a bottom-up alternative to the dominant top-
down view expressed in the promotion of a so-called “global information society”.

1. The “Social Appropriation” of Technology as an Ideal-Type

The concept of “appropriating” a technology fits well with what German sociology Max
Weber has termed an “ideal type”, which is

formed by the one-sided accentuation of one or more points of view and by the
synthesis of a great many diffuse, discrete, more or less present and occasionally absent
concrete individual phenomena, which are arranged according to those one-sidedly
emphasized viewpoints into a unified analytical construct. [Cited on Wikipedia.]

To establish that a genuine appropriation of technology is taking place, one prerequisite—
access to the technical device—and five conditions must be satisfied:

a) technical and cognitive mastery of the artefact;

b) meaningful integration of the device’s use into the user’s everyday practices. It is here that
I introduce the distinction between mere use of a technical device, on one hand, and a user’s
enrolment of it in social practice, on the other hand. Using word processing software as a
technical device, for instance, is distinct from the user practice of writing in which it
participates;

¢) innovation: using the device introduces new creative avenues into the individual’s social
practices, rather than merely participating in them,;

d) community mediation: learning processes and support are shared within a mobilised
collective or community of practice with which the user identifies;

e) political representation: social appropriation presupposes that user collectives are
adequately represented, a matter which regards both public policy and innovation markets.

Satisfying all of these conditions signifies successful appropriation. Yet, without fulfilling the
prerequisite requirement, which is access to the technical device, appropriation will be
impossible. Cognizance of this prerequisite alongside the conditions allows us to distinguish
appropriation from mere access—a distinction which comparative national statistics on
technology penetration often confuse. Access to a device does not necessarily imply
mastering its use.
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2. The Emergence of Informational Capitalism as Context for Techno-Activist Social
Innovation

The emergence of informational capitalism. Social experiments in “informational
cooperation”, whose analysis is central to our research, echo the position some groups of
social actors have taken in the ongoing transformation of highly digitized societies. Analysts
describe certain, emergent forms of the mode of production in contemporary societies as
belonging to a new “informational capitalism” (Aigrain 2005), by which they mean that our
current societies tend to yield a particular type of industry—those industries which capitalize
on the ownership of the code (Lessig 1999; Weber 2004; Ghosh 2005), such as the software,
pharmaceutical, or media industries. Activists engaged in cooperative projects in the
information and communication fields question the legitimacy of this new dominance
(Blondeau, Latrive 2000; Moody 2001). As opposed to a proprietary definition of
information, these actors maintain that information is a public good. It is this commitment to
values such as gift economies, accessibility, open exchange and communication—all first
linked to information by software pioneers—that anchors the commitment of so-called “code
activists” or “techno-activists”.

Our research aims to situate the innovative practices of these “techno-activist militants”
within the broader context of emergent social protest movements that denounce the code-
owning industries in the context of informational capitalism (Castells 2002; Granjon 2001).
We seek to identify the extent to which code activists are part of a process of civic negotiation
of our societies’ digitization (Boltanski, Chiapello, 1999). Some contemporary thinkers have
located a novel perspective on democratisation in civic forms of technological appropriation
(Loader 1998; Feenberg 2004). Our study is an opportunity to grasp the values put into play
by these processes of innovation, from their initiation, negotiation, and coagulation to their
wider public deployment.

Innovation by use. Most information and communication technologies (ICT) users positions
technological objects as “black boxes”, paying scant attention to the objects’ inner workings.
Code activists, on the other hand, act as a sort of technical handyman, they do not hesitate to
look inside codes or devices to take an active role in how informational objects work,
particularly through computer programming and the design and dissemination of new
technological devices. Technologies’ network organization favours cooperation between users
and designers, facilitating not only acts of appropriation, diversion, and tinkering (Certeau
1980; Perriault 1989), but also those of co-construction (Oudshoorn, Pinch 2003; Neff, Stark
2003) rising even to the level of tangible technological innovations linked tightly to
innovative usage. Set in motion from below, these innovations break with prescribed uses,
emerging to respond to users’ ad hoc needs. Considered decisive by creative process analysts,
these innovations are known as “ascendant” because they proceed upward and onward from
the exploration of users seeking to improve what they can do with already-existing
technologies (Von Hippel 2001, 2005; Cardon, 2005). Born of the ordinary practices of
resourceful users, these innovations diffuse through networks of user exchange.

Technical innovation and social change. Analysts of innovation posit a complex linkage with
between it and social change. Analysing sociotechnical controversies (Callon 1981) has
demonstrated both the non-linear, socially constructed character of innovation, and some of
the mechanisms by which the ideological and political challenges these innovative processes
mobilise are staged in public (Latour 2001). Usage studies (Proulx 2005) have, for their part,
demonstrated the non-linear manner in which technological objects are distributed (Rogers
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1995), underlining users’ ability divert (Certeau 1980), reinterpretation (Bijker et Law 1992),
and socially appropriate (Proulx 1994 ; 2002) the technology. New principles for collective
action emerge from these hybridizations of social and technical spaces. Only those uses of
technology that lead to tangible change in social practice can be characterized, according to
Tuomi (2002), as innovation.

3. A Research Project Studying Techno-Activist Practice as a Source of Innovation

3.1 Main Objectives of the Project

Anchored in a participative approach associating our team directly with the groups connected
to this research, our project seeks to provide detailed description and analysis of groups of
persons experimenting with what we have called “informational cooperation” within Canada.
The research focuses on the practices and values of “code activists” creating non-proprietary
devices which, as alternatives to the code industries, produce social innovation. The project’s
main theme is to evaluate the transferability of the values associated with these practices of
technical innovation into other spheres of activity (Himanen 2001; Lessig 2004; Brand 2005).
To what extent can these technologically innovative practices provoke socially innovative
practices in the political sphere of citizen and democratic action?

Our analysis centres on two groups located in Montreal (Canada). They operate at the
intersection of the Quebec community movements and free software movement. Their
activities are highly technological but, at the same time, oriented toward social change.
Members of the two groups agreed to join our team as part of a participative approach
involving them as full participants in the research process. The groups are:

Ile sans fil (ISF). ISF, a Montreal volunteer organization, was founded in 2003 by three
university students, and now forms a municipal network of over 100 Internet access points
provided free of charge in public spaces like bars, restaurants, and cafés. ISF is a non-profit
organization whose goals are to promote free, public access to WiFi-based Internet access, to
create and maintain a network of WiFi access points in public locations, and to use WiFi as a
tool to promote art and cultural content and social applications. Thirty active volunteers
contribute to hardware and software development, install equipment in public places, and
manage marketing, communications, and public relations. In the past two years the working
model of ISF has been lauded, and its hotspot management software held up as an innovation
worthy of reproduction (Powell 2006).

The group considers wireless technology to be a means of creating social networks. For the
past 18 months, ISF has focused its efforts on two infrastructure projects. The first of these is
the deployment of hotspots in public spaces, such as parks and cafés. The second is the
creation of open access, roof-to-roof high-speed Internet infrastructure. The group was
awarded the Montreal Social Innovation prize in 2005 and currently has close to 10,000 users.

Koumbit is a Montreal-based volunteer organization founded in 2002 whose mission is to
promote the appropriation of free and open software by social groups in Quebec, in Canada,
and abroad. This group works on the development of a collective software platform and
provides support for users of free and open software. The name “Koumbit” is a derivation of
the Haitian Creole word Konbit, which can be translated as an association of people working
towards the realization of a common goal. On their Web site, the group describes its founding
principles as follows:
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Collectively managed: we believe in a greater autonomy for people and collectives. We
believe that it is essential for groups and individuals to manage by themselves their
direction, life and authority. Educational space: we believe that our organisation must
not be a simple service company but must also integrate continuing education of
workers and members to new technologies, but also along the principles of participative
organisation like ParEcon and other horizontal organisational techniques.
Transparency: we believe that organisations should be transparant [sic] towards their
members but also towards society at large. No organisation evolves in a void and all our
actions have consequences. Therefore, it is essential that the public can follow on the
actions and decisions of the different organisations that make society. We believe that
the flow of information coming out of organisations must not be blocked, but be
broadcasted so that citizens can take enlightened decisions on the issues that affect
them. Copyleft (free software): we believe in developing free and open source software.
Free software is a matter of freedom (as in speech): everyone should be free to use
software for any socially useful purposes. Software is not a tangible material object, like
a chair, sandwich or oil, so it can be copied and changed easily. Those possibilities
render software useful as such; we believe that software users must be able to
appropriate those possibilities.

Self-sufficiency: we believe that our organisation must be self-sufficient and not depend
exclusively on one big customer or state to finance itself. We are always looking for
ways to diversify our sources of income and believe in partnership to develop durable
and functional links with other organisations. Similarly, we offer technological
solutions that empower people with their own tools within their organisations.
Solidarity: we believe that our organisation must support citizen initiative and the left
behind of our society. We also believe that an organisation must build itself in support
and respect of each other, their integrity and their dignity. We also believe that some
sacrifices must be made so that the organisation doesn't harm mankind and nature as a
whole. “Above all, do no harm”. Equity and equality: we believe that everyone must
have the same chances not only at the start, but also during the race. We are trying to
eliminate inequities between individuals and compensate those which are impossible to
eliminate. Participatory Economics: we believe in balanced job complexes, variable
modes of decision, in participation of workers in the definition of their workplace, in
participation of parties affected by the services of the organisation in its orientation. In
short, we are strongly inspired by the Participatory Economics model enounced [sic] by
Michael Albert. (see Goldenberg 2006)

Some studies on governance and cooperation models in activist groups exist (Granjon 2001;
Auray 2005; Conein, Delsalle 2005; Aiguiton, Cardon 2006). The study of informational
cooperatives, however, must take into account how these localised practices are articulated
with the militant ambitions expressed in international networks of activists and global social
forums. Since the local groups are simultaneously bound to international networks, we are
given to analyse their local activities in light of broader debates concerning the so-called
information society which have unfolded in the global arena (Fontan 1998). Our ethnographic
descriptions, produced in collaboration with the actors in a participatory approach, have the
following four objectives: 1) to explain the context in which these groups situate their
activities and describe how they seek to innovate socially and technologically; 2) to analyse
how the groups define the modalities of democratization through informational cooperation,
and the transferability of their innovations into other spheres of activity; 3) to identify the
controversies that emerge in thus-constituted local public spaces and their interaction with the
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broader questions that inform contemporary debate; and 4) to trace the prospects for
generalizing these practices and innovations to contribute to the common good.

3.2 Methodology

Participative ethnography. Putting a participative approach in place (Dallaire 2002; Barnsley,
Elis 1992), our ethnographic descriptions were compiled by two observers. Each observer
first clearly identified herself to the group as an observer and a university student. After some
time, and on a voluntary basis, each observer became a full member of the organization. This
obviously gives rise to several questions about the relationship between the observer and the
observed. We are aware the knowledge that we generate about each group teach the group
about itself and thus stimulates self-analysis within groups regarding clarification of their
missions and organizational models. Our observations brought key points to the fore about
group identity, sources of controversy, and mission. Each observer simultaneously played
both the role of conveying information between the research team and the observed group,
and of actor provoking the group’s self-reflection and self-analysis.

This participative ethnography tends towards a progressive appropriation by the observed
group of the research goal’s (re)definition in line with its specific interests. We reject the
dominant sociological position that requires a “suspended” position to study the group being
observed. The precautionary principle characteristic of our approach lies in seeking not to
impose the researcher’s vocabulary on actors in the field. We contemplate a reciprocal
enrichment of worldviews and a reciprocal contribution to knowledge between the research
team and observed group. Our methodological approach’s purpose is to understand the
meaning that the actors themselves ascribe to their identity, their project, and their activities in
order to support a reflexive approach within each of the target groups. This approach thus
presupposes an epistemological (re)articulation between the production of scientific
knowledge and its potential use by users in the field. How can our results be incorporated
back into the activities and reflexivity of the target group? How can socio-political
commitment be articulated in conjunction with scientific rigour?

3.3 Hints and Results

Towards a politicization of technology. Code activists offer users the possibility of
approaching technological culture in a different way. They suggest a new way to represent
technology. They reconceptualize technology, not simply as a set of “tools” to be used to
further a project of personal or social emancipation, but rather as a “culture” or set of devices
and apparatuses that are not neutral tools but, on the contrary, are value-laden and organized
into technical configurations that encode power relations, promoting one type of activity to
the detriment of other possible types. Technological devices are not neutral. The innovation
process operated by these activists is part of a transformation of the relationship between
users and the technological world (Jouét 1987; Bencheikh 1986). Yet, once technology is
conceived of as a culture (Simondon 1958), representing the technological world as this type
of transformation becomes profoundly political, and therefore disposed to provoke significant
change within the broader register of social values (Lessig 2001).

Can these new representations of technological culture help carve out new spaces of
citizenship inside the public sphere (Feenberg 2004)? Informational cooperation projects
import a taste for change into a technological world whose incumbent values the large,
proprietary code industries which police its borders would prefer we accept passively. More
radically, Cardon and Granjon (2003) note that a politicized segment of the techno-activist
population presents itself as a militant counter-culture in which collective software
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production, technical process and anti-institutional digital insurrection coalesce. Code
activists in this sense produce new spaces for collective action and, through their actions, put
forward a model for extended participation in which developers and users can participate
jointly in the collective production of public technological and informational goods. We
hypothesize that this construction of new public space around technologies could lead to
citizen empowerment. As our earlier research regarding the free culture controversy revealed,
activist practice in the technological sphere is a source of social innovation, particularly from
the standpoint of collaborative practices established in how work is organized (Proulx,
Couture 2006).

Innovations in informational cooperation. In experimenting with new forms of collaboration
around the organization of their production work, code militants act politically. Analysis of
these collective practices suggests that such models of action and involvement are neither
unified nor stabilized. As in some scientific communities, multiple controversies over how
technology uses are articulated into work organization appear to stimulate group activity
among code activists. For some of them, the opening up of technological apparatuses is a
technological victory; for others it is a measure of democracy. As the search for consensus
within activist groups reveals, informational cooperation’s pragmatic objectives invites a
novel deliberative process around themes such as the decentralization of technological action,
procedural governance, and collective management of training (Proulx Rueff Lecomte 2007).

4. Conclusion: What Sort of Digital World are we Constructing ?

Grass-roots digital technology movements have a role to play in the construction of a bottom-
up alternative to the top-down dominant view expressed through the promotion of a so-called
“global information society”. Homilies repeated for the past thirty years on the apparently
inevitable rise of an “information society” have made this rhetoric commonplace, entrenching
the quasi-certainty of this inevitably in the popular imagination. A similar message has issued
forth from national governments, international organisations, and the large electronic
entertainment, software and telecommunications industries. Critics have demonstrated that
this rhetoric is bound to a pervasive groupthink-style approach steeped in neo-liberalism and
appeals to globalization (Mattelart, 2003). That representation of a “global information
society” has become the dominant top-down model for describing the future of Western
societies.

The activities of the techno-activists described here contribute to a bottom-up model that
anticipates the rise of a network of “shared knowledge groups” (Ambrosi, Peugeot, 2005).
This alternative representation of the future information society contrasts with the unitary
vision for an information society conceived in the boardrooms and cube farms of global
multinationals. The bottom-up alternative was in evidence in Tunis in December, 2005,
during the last World Summit on the Information Society (WSIS); it is a vision that expresses
the position adopted by “organized civil society” as part of what economist E. Noam has
called a “third wave” of Internet leaders (Noam 2005), more politicized than those of the first
wave that emerged from the military, university and hacker milieux, and than those of the
second, who were wedded to the Internet’s encasement by market logics. The alternative
vision of an information society associated with “shared knowledge societies” is rooted in the
social practices of exchange and knowledge-sharing; these emerge from societies asserting
their cultural diversity against a standard of cosmopolitanism (Beck 2006).

(Translated from French by Bram Abramson)
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Abstract

One potential source of risk in product development is its distance from users. This risk is
particularly apparent in small and medium sized enterprises (SMEs) which have limited
resources to carry out tailored user studies. Additionally, mechanisms that support the
adoption of innovations in business-to-business markets are less prevalent in business-to-
consumer markets.

We attempt to develop practices for user involvement in the product development of SMEs.
In particular, we have carried out four exercises in user involvement. These exercises were
carried out together with SMEs that aim to commercialize automatic speech recognition
services, a mobile blogging service for tourists, a hybrid media product for volunteer
communities, and a learning news reader service.

In the exercises, we first wanted users to gain experiences of the service under development.
This meant that users were involved by using a service prototype in three exercises and by
participating in the development of product concepts in one exercise. Then we collected
feedback from users and helped the product development team to reflect the feedback to the
service in question. Product developers were present at all stages of the exercises.

The results of the exercises are encouraging. Small-scale, timely user involvement
contributed usability and functionality improvements, input on how to enhance the utility and
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enjoyability of the products, as well as new product ideas. Moreover, engaging in the user
tests energized the enterprises to devote additional efforts to developing and improving their
innovations. Face-to-face interaction between users and developers was highly appreciated by
the service developers, and provided actionable information about users.

1. Introduction

The interface of information and communication technology has rapidly approached users
during the last decades. Conventional media such as television and radio have evolved and
new tools such as personal computers and mobile phones have diffused and developed
quickly. This has brought numerous new possibilities for ordinary citizens to utilize these
technologies.

At the same time this means that users have a larger say than before in how innovations are
adopted. This is an unexpected type of user empowerment in the digital age. Instead of
quickly adopting new technologies to utilize them fully, many users have opted to proceed
slowly. Reluctant adoption has been evident in the digitalization of television, the mobile
Internet and until recently, broadband Internet. These have all been important targets of the
Finnish information society policy.

An obvious shortcoming of technology and information society policies is their distance to
the end user. It is difficult to transform governmental policies of innovation and technology
into successful commercial products and services for end users. Naturally occurring
mechanisms of user-producer interaction exist to support the adoption of innovations in
business-to-business markets but they are lacking in business-to-consumer markets.

One important reason for failed product development is a limited understanding of what end
users value. This is particularly likely in small and medium sized enterprises which have
limited resources to carry out tailored user studies.

Interaction with users is important for product development because it helps to focus efforts
in the right direction. At the same, it is important to submit working prototypes to user testing
to ensure that innovation efforts remain on the right track and preferably meet the users’
requirements better.

In our research project we study how small and medium sized enterprises (SMEs) doing
innovations in interactive computing respond to these two challenges. We report on methods
for gathering user information and on the way in which user feedback modifies innovation.
The overall aim of the project is to evaluate and develop practices for user involvement. We
are particularly interested in how short term user involvement may benefit product
development by introducing an extra loop or iteration in the product development process.

The enterprises involved in our study make innovations in the domains of community
network services, game and entertainment applications, hybrid media, industrial and service
company network services, and knowledge management applications. They have received
funding from the Fenix program of the Finnish National Technology Agency Tekes, which
plays an important part in the implementation of innovation and technology policy in Finland.
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In our work we build on the theoretical frameworks of user involvement (Alam 2002,
Lindsay 2003) and user innovations (von Hippel 2001, Haddon 2003). Our results suggest
that there is a strong interest among the small and medium size enterprises to develop their
knowledge of users and potential users, that user study methods are not considered as
methods but they are implemented in practices, and that an open direct relationship with users
and potential users seems to be a challenge.

2. User involvement and user innovation: issues for research and practice

A focus on users is one of the most topical issues in the new product development and
innovation management literatures. In the following, the main arguments and methods for
involving users are presented, and some of the problems encountered in user involvement are
discussed — with a special focus on consumer-users.

Why are there so many calls for user involvement? The social shaping of technology tradition
has pointed out that users are usually present in one way or the other when new technologies
are invented (e.g., Bijker et al. 1987). Yet empirical studies indicate the user representations
drawn on in technology development are often problematic and incoherent (Akrich 1995).
The user representations most frequently employed are implicit, and product developers rely
on personal experience (the “I method”, Akrich 1995) much more often than is commonly
believed. Yet designers and users may be very different kinds of people. Increasingly, new
users of technical devices are laypeople with little experience or expertise, and the user
context is new and unfamiliar to the designers (e.g., Hyysalo 2004). Defining the user as
“everybody” and using the “I method” lead to a disregard for important differences among
users (e.g., gender and age), and place serious constraints on the development of technologies
aimed for a broad range of users (e.g., Oudshoorn et al. 2004).

Usability testing has become a standard procedure in many industries (cf. Dumas, 2007), and
there are a number of standards for usability testing and human-centered design.
Traditionally, usability research focused on functional aspects of the technology: efficiency,
effectiveness and user satisfaction, conceptualizing the user as someone performing a clearly
bounded, pre-specified task. In the past few years, usability research has taken on board a
number of new challenges (Karat and Karat 2003). Usability researchers have recognized the
need to develop a more profound understanding of the contexts of use. Participatory design
has also become a popular topic, as well as the inclusion of other than purely efficiency
criteria (e.g., “user satisfaction”). For example, Monk (2002) has examined the new
challenges involved in designing information technology products for the home, such as
including fun, social interaction and dependability into a broader view of usability.

In information systems, there is also a long-standing tradition of research into technology
acceptance and the determinants of technology adoption. A large body of research in this
field is based on attitude-behavior models, and aims to identify factors underlying the
acceptance, adoption and use of information technologies (e.g. Venkatesh et al. 2003, Davis
et al. 1989). This stream of research, however, says fairly little about the cultural and
contextual factors that underlie the attitudes and behavioral intentions measured in surveys
(cf. e.g., Higgins 2000). The acceptability of new technologies and product innovations is
also an evolving issue — new interactive ICT products may have significant social
consequences and involve ethical design issues that need to be acknowledged in early stages
of the design process (Whitworth and de Moor 2003).

-235-



2.1 A diversity of approaches to user involvement

A number of reviews have been recently published on user involvement methods. For
example, Kaulio (1998) reviewed seven different usability methods (quality function
deployment (QDF), user-oriented product development, concept testing, beta testing,
consumer idealized design, the lead user method and participatory ergonomics) with an aim
to identify different forms of interaction between users and designers. Kujala (2003)
reviewed four common approaches to user involvement (user-centred design, participatory
design, ethnography and contextual design) from the perspective of their benefits and
challenges. It is telling that none of the methods reviewed in the two articles have the same
name, even though some refer to overlapping or similar methods. Further concepts introduced
include user groups (Tomes et al. 1996) and user modeling (see e.g., Fischer 2001), as well as
the lead user approach (von Hippel 1986; Lilien et al. 2002).

The existing methods differ on at least the following dimensions:

— Industry focus: many of the methods have been developed in the field of information
systems and ICT (see e.g. Karat and Karat 2003; Kujala 2003). There are also methods
used primarily in the consumer durables and other consumer goods industries (Kaulio
1998). Industrial engineering and ergonomics have be the origin of many participatory
design initiatives, which have since also made a significant entry into IT-design (Brockoff
et al. 2004). An emerging issue is user involvement in the design of “traditional” services
such as financial services (Alam 2002) and new ones such as mobile telecommunication
services (Magnusson et al. 2003).

— Users in focus. In some cases, the term used is “customer involvement”, in which case
customers may refer to well-identified and long-term business or organizational
customers. In a company context, the actual users of the products may, however, be a
totally different group than those making the purchase decision — in which case, “user”
may refer to “shop-floor” users. Consumers are often the most problematic type of users,
as it may be difficult to identify and contact representative consumers (e.g., Heiskanen et
al. 2005), which is why consumers are often studied using surveys (Choudrie and Dwivedi
2005).

— Focus on users’ ideas and requirements vs. users’ experiences. Methods such as quality
function deployment (Kaulio 1998) and idea-generation (e.g., Magnusson et al. 2003) aim
to discover user requirements or generate new product ideas. They thus approach the user
from a ‘clean slate’ perspective, with no specific product in focus. On the other hand,
methods such as beta testing or concept testing allow users to interact with first versions of
the product, see how it fits their everyday life, and provide their comments on this basis
(Kaulio 1998; Hyysalo 2003).

— Focus on participation vs. investigating the user context. Participatory design aims to
invite users to “join the design team”, and it involves a normative element of
democratizing design (Kujala 2003). Direct participation also usually involves face-to-face
interaction between users and designers (Tomes et al. 1996, Hyysalo 2003). In contrast,
field studies such as ethnographic research and different kinds of product testing settings
allow researchers to identify issues in the user context that may be difficult for users to
verbalize (Kujala 2003).

— Timing of user involvement: Users may be merely involved by eliciting their requirements
using questionnaires or interviews at an early stage of product development — after which
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the designers or developers draw their own conclusions. Users may also be involved in
concept testing by asking them to evaluate models, mock-ups or prototypes. In later
stages, users may be involved in product testing or long-term studies such as ethnographic
research. Kaulio (1998) identified three main phases in which users are involved:
specification, concept development and prototyping.

The methodological diversity gives a mixed impression of the benefits of user involvement.
In any case, it can be seen as an indication of that the field is still emerging. Appreciative
practitioners may also wish to see multitude rather as a resource than as a potential source of
conflict (cf. Hyysalo 2006).

2.2 Beyond user involvement: users as innovators

As mentioned above, ordinary users’ lack of experience and expertise has been one of the
arguments for increased user involvement. A quite different argument is put forth by the
literature focusing on “lead users” and the role of sophisticated customers in product
innovation. This perspective originated in research on specialized industrial and professional
products, in which users may in many cases be the primary source of innovation (von Hippel
1988) — and are, in this case, quite similar to the customers of make-to-order or tailor-made
products (Brockoff 2003). Later on, von Hippel and colleagues have extended the lead user
approach to consumer products. In this context, lead users are defined as those who (1) face
needs that will be general in the market place, but face them much earlier than the bulk of the
market, and (2) who are positioned to benefit significantly by obtaining a solution to those
needs (von Hippel 1986).

Important, innovative consumer user communities have been identified, for example, in the
computer games industry, where online consumer communities communicate and extend the
game from its original format by exchanging ideas and software (Jeppesen and Molin 2003,
cf. Heiskanen et al. 2007). Sports such as windsurfing, skateboarding and snowboarding are
other examples of fields in which user communities have had an important role in product
innovations (Shah 2005). Enterprises have tried to harness this important source of new
innovations and link it more closely into their own product development process, e.g., by
setting up support functions that assist user-driven innovation, offering users toolkits that
facilitate their participation in the design process, and making systemic use of interactions
with consumers in order to learn from their innovations (von Hippel 2001, Jeppesen and
Molin 2003) or even recruiting members of such communities (Kotro 2005). A similar
approach can also be used to support user innovation in more mundane fields of interest
(Haddon 2003, Repo et al. 2006a).

2.3 Prospects and problems of involving users

As the interest in user involvement mounts, it also becomes more and more evident that the
research and practice in this field is largely at an experimental stage. While the importance of
user involvement is generally acknowledged, a number of problems have also been

identified:

What is the role and expected input of the users? Are users a source of information on the
user context, a source of new ideas, partners in the product development process, or providers
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of useful feedback? Obviously, users may have all or any of these roles, but the expected
input of users, and they ways in which it will be used do not seem to be very clear at the start
of all user involvement projects.

Are users capable of presenting useful information? It is often noted that users may find it
difficult to verbalize their needs (termed “sticky information”, by von Hippel 1998), or may
themselves be unaware of their requirements (Riquelme 2001). This observation motivates
the use of field methods such as ethnography, or forms of product testing that are strongly
directed by the product development team. Obviously, merely “asking users” (through, e.g.,
surveys or idea competitions) in an inadequate approach. There are, however, methods
through which users can be progressively involved in the design process (e.g. Tomes et al.
1996) or in which user ideas can be used indirectly as a resource for learning in product
development (Lemasson and Magnusson 2002).

What kinds of users should be involved? While user involvement and acceptability
approaches highlight the importance of understanding “ordinary” users and acknowledging
the diversity of, e.g., the current and future users of ICT applications, the lead user approach
explicitly questions the role of “novice” users in generating useful product ideas (e.g., von
Hippel 1986). “Ordinary” users are problematic in many ways. In consumer products, it is
difficult to involve a representative group of the diverse population of potential users, and the
capabilities and motivation of ‘ordinary’ users may be limited. Yet the concept of “lead
users” is still very much under development in the context of consumer products, too — it is
not always obvious who are such lead users, and whether they will be eventually followed by
the mass market, or whether they represent specialized market niches.

What are the costs and benefits of user involvement? From the producer’s perspective, Kujala
(2003) has considered the costs and benefits of user involvement, showing that user
involvement may be a costly process that requires time and effort, which does not
automatically lead to better design. In most cases, however, this effort is merited by cost
savings due to design failures or problems (see also Brockoff 2002).

How are users integrated in the product development process? Integrating expertise in
product development is always problematic (Buijs 2003; Kotro et al. 2005). User
involvement appears to encounter similar problems (Kujala 2003): participatory design may
be conducted in isolated projects, designers may be unwilling to engage with users, user
involvement may disrupt time-limited product development cycles, and methods such as field
studies and ethnographic research may generate an excess of raw data. Magnusson et al.
(2003) have indicated that ordinary users’ ideas may be unrealistic and excessively fanciful,
and need intensive processing in order to make a useful input into the design process. Thus,
user involvement requires intensive management in order to be truly useful.

Thus, it appears that user involvement is important, but not easily implemented. Different
types of innovation and product development problems obviously call for different forms of
involvement. Similarly, the role of lead users vs. ordinary people may vary at different stages
of the innovation process. It seems to be important to understand that user needs are not pre-
existing, but evolve gradually (Hyysalo 2003). Much consideration needs to go into planning
the form of user involvement used: what kinds of users should be involved, at which stage of
the innovation and development process, and in which way? It also appears to be clear that
user involvement does not automatically solve the problem of incoherent and non-convergent
user representations (cf. Akrich 1995) — it is equally important to involve technology and
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product developers in integrating the information gained from users at different levels and
stages of the innovation process. Obviously, much work remains to be done in this field.

3. User involvement as a practical exercise

The practical exercise of user involvement is studied within the framework of the Onni-
project, which is a joint project by the Finnish Funding Agency for Technology and
Innovation (Tekes) and the National Consumer Research Centre in Finland. The project
investigates how SMEs involved in the Fenix technology programme on interactive
computing obtain and manage user knowledge, and how current practices could be improved.
Tekes will use the results of the project to determine how to promote better user management
practices among the companies in its technology programmes and by the policy implications
arising from the project. An essential aim of the Onni project is to assess current practices
and experiment with intensified user interaction together with selected SME participants.

Our preceding survey of how SMEs in the Fenix programme obtain and manage user
information indicated that designers’ personal experience and gaining impressions from the
media were dominant sources of user information. Customers and previous studies were also
frequently used as a source of information about future users. Some enterprises did engage in
formal user research efforts, such as focus groups, testing pilot products or market surveys.
Yet most enterprises viewed learning about their potential customers the largest challenge.
Many were eager to test their products with a broader group of users, and considered it
important to develop systematic means for collecting and managing user information. As was
to be expected, financial resources and time were the most frequently mentioned obstacles to
user involvement — but lack of capabilities did play a role, as one respondent stated: “there is
certainly room for improvement, but it is hard to say exactly how”.

Similarly, our preceding survey of usability and user research service providers indicated that
SMEs in the industry rarely use such services. They are concerned about costs and consider
the benefits uncertain. User studies are usually contracted too late, and sourcing user studies
requires skills and understanding that many enterprises lack. Yet younger people in the
customer enterprises have learned to appreciate the importance of “knowing the user”, and
perceive it as part of good customer service quality. According to the service providers, the
acquisition and management of user knowledge could most effectively be promoted by
informing enterprises about its benefits.

3.1 Building a practical approach

We have used the three identified issues in the literature review as a starting point for the
practical exercise of user involvement. Firstly, we have attempted to make use of a number of
aspects of the diverse approaches to user involvement. We have particularly focused on users,
their participation and experience, and the timing of the exercises in the innovation process.
In this sense, we have been more user-centered than is common in usability testing. At the
same time, however, we have also been communicative with product developers, allowing
them personal participation to an extent that is also beyond market research.

Secondly, we have attempted to keep our research design open to leave room for the potential
emergence of user innovations. Thirdly, we have attempted to use our experiences to
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recognize the prospects and problems of involving users. We report on these as challenges for
user involvement.

In addition to the literature review, our approach stems from surveys of 14 SMEs carrying out
product development and seven consultancies providing services in usability and user
research. The companies participating in the surveys called for feasible solutions to practical
problems. Weighing benefits against costs was also emphasized, which promoted the idea of
short term intervention exercises.

The starting point of our approach is to gather experiences for our users of the products being
developed. Experiences are gathered through the use of a prototype version of the service in
question in its intended context. Then we gather insights from those experiences by means of
focus group interviews and questionnaires. The insights are reflected in discussions with
product developers. The aim of the exercises is to provide impetus and possible reassessment
in product development.

This approach combines a number methods used to gather information on users (cf. Hyysalo
2006). We have carried out interviews, observed use, conducted usability trials, tested
prototypes, and situated the use of services in their contexts. In essence, little attention has
been paid only to product developers’ experience and presuppositions, and external expert
knowledge.

3.2 Four cases of user involvement

The exercises carried out in the project all represented technologies and services that are new
to both service providers and users (Figure 1). In this respect, user involvement per se was a
particularly suitable approach to gather data on potential users (Hyysalo 2006). An additional
common element was the use of technology for interaction between users or between users
and technology.

Three of the four exercises focus on technologies that are at a functional stage and, therefore,
can be tried out by users. A service based on speech recognition was used to reserve a
doctor’s appointment at a health centre by telephone (Heiskanen & Hyvonen 2006). A
moblog service (taking pictures and posting them on the web) initially developed for the
business leisure market was tried out on a sightseeing tour by non-business tourists (Repo et
al. 2006b). An exercise involving a news portal that learns about the interests of its users is
currently in process.

The fourth exercise focuses on the development of hybrid media concepts to support
community interaction, in this case the interaction between members of a community of
football volunteers (Forsell et al. 2007). In this particular exercise, users came up with a
concept that was focused more on external communication between the football club and the
broader community, rather than interaction among the volunteers. Quite interestingly, an
approach building on empathic design and involving others than the volunteers came up with
concepts that were more focused on the communication needs between volunteers.
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Figure 1. Description of exercises.

Generating service concepts by and for volunteers '
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Personalizing news
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3Petteri Repo

The product innovators’ general interest in user involvement, which was evident in our
preceding survey, also became practically evident in the four exercises. Accordingly, we
could come up with ways of focusing methodological insights in user involvement toward the
practical interests of the participating SMEs.

It also turned out that a certain level of user innovation could be secured in the involvement
process. This meant that users could bring forth ideas that the product developers initially did
not consider relevant, but which they came to appreciate during the involvement process. We
also found that practical user involvement exercises benefited from variations in standard
methods to make them more appropriate for specific problems and contexts (Table 1).
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Table 1. Four cases of user involvement.

Community Learning newsreader | Speech recognition | Tourist moblog
interaction
Prototype description | Concept of hybrid Demo of web portal | Demo for reserving | Transfer of service
or aim of media for that learns users’ doctor’s appointment | from b2b market to
involvement communication interests b2c market
between volunteers
Focus Concept modelling | Insights in new way | Functionality of Adaptation of

User innovation or
outcome

Concept modelled by
users

of reading news

* The case is still in
process.

service, applications
of technology
Insights in heuristic
interaction with

service for non-
business tourists
Solutions for

support services

technology,
applications
Methods Empathic design, Trial, focus group Trial, focus group Trial, focus group
participatory design | interviews, interviews, interviews,
questionnaire questionnaire questionnaire

Interviews conducted with the involved SMEs after the exercises confirmed that the exercises
had been considered beneficial for product development. An obvious benefit was feedback on
technical issues and usability. User involvement was one way of providing such feedback,
although arguably similar feedback could have been obtained from professionals.

A benefit that was more closely related to user involvement involved non-technical aspects.
Many of the user innovations had to do with situations of use rather than the features of the
service being developed. In particular, the users came up with ideas that they considered
missing or underdeveloped. Examples of such issues included maps for guidance and the risk
of theft.

Finally, one perhaps often overlooked benefit of user involvement related to personal
engagement in the involvement process. Direct contact with users was a memorable
experience for product developers. Initially, product developers came to look for solutions for
their problems, but instead received insights stemming from users’ experiences. This process
was partly painful, but was also considered rewarding.

3.3 Prospects and challenges for user involvement

We recognized a number of prospects and challenges for user involvement when conducting
the exercises. These relate to the methods of users involvement and the utilization of the
results of user involvement in the product development of SMEs.

Many of the methods of user involvement presented in literature have been designed
thoroughly and comprehensively. SMEs are likely to have little resources to carry out such
methods to a full extent. In our exercises, short term user involvement produced benefits
without extensive use of resources which the participating SMEs appreciated. Involving users
— even in a limited scale — was arguable better than doing nothing at all. On the other hand,
there are obvious risks in carrying out lightweight short term exercises in user involvement.
In particular, product developers’ views on users may become or remain biased (cf. Akrich
1995). Caution is needed when balancing the benefits of such exercises against the risks.
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It may also be difficult for product developers to utilize the results of user involvement. The
product development of many SMEs builds on an overly positive enthusiasm. This may result
in utilizing on such results that conform with this enthusiasm. Action rationality then
dominates over decision rationality (Brunsson 1985, Heiskanen & Repo 2007). On the other
hand, user involvement itself seems to introduce an element of decision rationality as it
challenges a straightforward product development process.

Due to the schedule of the product development process, the benefits of user involvement
may sometimes be used only in succeeding versions of the product. This means that user
involvement cannot necessarily provide a final solution to urgent issues in product
development. Therefore, it may in some cases be worthwhile to adopt a strategic view
alongside an instrumental view on user involvement. The timing of user involvement may be
as much related to the phase of the enterprise as it is to the phase of the product being
developed (cf. Kaulio 1998).

4. Discussion

User involvement is highly topical in several disciplines and fields of practice. New methods
are being continually developed and tested, such as contextual design, empathic design,
participatory design and the lead user method. Current topics of interest include the issue of
how users are represented and how their perspectives are mediated into the design process.
For example, when should we include experienced and expert users, and when should we
include ‘ordinary’ users? How are users capable of providing valuable input on products that
do not yet exist, and how useful are different methods in generating the necessary user
experience? Another topical issue is how the input gained from user studies and involvement
exercises is converted into practical design solutions, and how useful different forms of user
input are for enterprises developing innovative products.

We have conducted four short term user involvement exercises with small and medium sized
enterprises (SMEs). These enterprises’ innovations were at different stages, ranging from the
development of product concepts to the testing of new application prototypes. The results of
the exercises are encouraging. The enterprises gained obvious benefits from the user
involvement exercises that we organized for them. Small-scale, timely user involvement
contributed usability and functionality improvements, input on how to enhance the utility and
enjoyability of the products, as well as new product ideas. Moreover, engaging in the user
involvement exercises energized the enterprises to devote additional efforts to developing and
improving their innovations.

Along the benefits of user involvement, we recognized a number of caveats. These had to do
with the methodological risks of lightweight involvement approaches, the abilities of the
SMEs to utilize the results of user involvement, and the stage of the product development
process. It would appear that SMEs need to assess their situation and resources more
comprehensively than literature suggests.

The user involvement exercises confirmed some of the issues identified in the literature
review and in the service provider interviews. For instance, it has been previously noted that
externally produced studies may be difficult to integrate into the service development
process. Face-to-face interaction between users and developers was highly appreciated by the
service developers, and provided actionable information about users. It can be recommended
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that if product developers in SMEs wish to involve users, they should be prepared to engage
themselves in the involvement process.
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Abstract

This paper reflects on the steps taken so far by our multidisciplinary research team to address
the design of what we have called "Urban Mediator”; an open framework and specific tools
for building connections between citizens and city administrations, making all knowledge
mutually accessible.

Taking Urban Mediator from the conceptual level into a tangible design solution is being
done incrementally, following a co-design approach involving identified stakeholders, to the
extend possible. This paper introduces the Urban Mediator concept and describes the co-
design process so far (work on Urban Mediator is still in progress), presenting both the meta-
level strategies that guide the whole work process, as well as the practical strategies used to
maintain the co-design approach possible, particularly addressing the way they drive the
software design.

Introduction

Urban Mediator has started as a concept idea for an open framework and specific tools for
building connections between citizens and city administrations, making all knowledge
mutually accessible (ICING DoW 2005). This concept is based on previous design research
and proposal for addressing the possibilities presented by the interweaving of new digital
technologies and urban space, for encouraging various forms of public participation on urban
issues (Saad-Sulonen 2005).

The idea is not to create yet another interaction channel, like the various websites, portals or
discussion forums, but rather come up with a system that would help citizens know of the
existing channels and services and help them decide in what way they’d want to interact with
the official city. Urban Mediator would make it possible for people to send information,
questions, complaints, and remarks regarding their neighborhood, linking them to existing
interaction channels, as well as receive both official and non-official information. Citizens,
residents associations as well as various city administrations are plugged to the Urban
Mediator, making it easier for them to reach the information they need regarding the city,
when they want it and where they want it. The system would also permit them to organize
themselves around issues of interest, in the way social software works.

Urban Mediator is currently being developed into a working prototype within the framework
of the ICING project. ICING, an acronym for Innovative Cities for the Next Generation, is a
6th framework programme EU funded IST (Information Society Technologies) project,
scheduled to run from January 2006 to June 2008. According to the project’s official
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description of work, ICING’s goal is to “research concepts of e-Government based on a
multimodal, multi-access approach to a ‘thin-skinned City’ that is sensitive to the citizen and
to the environment, using mobile devices, universal access gateways, social software and
environmental sensors.” (ICING DoW) The project partners include city councils,
universities and telecom operators from Barcelona, Dublin and Helsinki.
(http://arki.uiah.fi/icing)

Urban Mediator is the key concept to be developed in Helsinki’s test-bed of Arabianranta.
Within the ICING framework, Urban Mediator will act as one subsystem of the ICING
platform, whose role will be to provide services and information that better connect the City
with its constituency. Urban Mediator’s role within the ICING platform would be to facilitate
the citizen-driven possibilities for action.

Urban Mediator is however an independent system in itself and can exist in various
frameworks. One of its important aspects is to offer possibilities for a variety of other
systems to plug into it, creating the mediating potentials. The scope of this paper does not
include the particular development work that engages the parallel process of collaborative
work with ICING partners for integrating Urban Mediator into the ICING platform. The
paper will focus on presenting a reflection on the co-design process involving stakeholders in
the area of Arabianranta in Helsinki.

Urban Mediator Concept

There are various sources producing different types of knowledge about a city. The most
visible one is the formal knowledge that the City administration produces, and which is
official and expert. There are also some other formal channels such as neighborhood or
political activist organizations that collect and use knowledge of the city. Last but not the
least, citizens also produce knowledge through their lived experience. This latter form of
knowledge about the city is embodied in people’s daily activities and communicated in
informal and extremely diverse contexts. It is worth noting that some of these
communications means are becoming digital, taking the form of personal and community
blogs, contributions to discussion forums, and digital photo pools. Urban Mediator would try
to create interfaces for making these different forms of knowledge mutually accessible to all
the stakeholders.

The concept or Urban Mediator aims at increasing the level of democratic involvement, in
particular eParticipation, by providing an example of a “mediator” environment where these
different kinds of knowledge are mutually accessible, making it possible for citizens to
interact with each other as well as with city authorities. Furthermore, linking to that the
possibilities for computer-mediated interaction in the space of the city itself (mobile
technologies, Wi-Fi, GPS etc.) expands possibilities for information sharing and taking action
into the street, the everyday context of the experience of the city.

The Urban Mediator concept is that of a software and related services that will enable users
(citizens and city administration) to obtain and share information about a city neighborhood.
This interaction can happen in situ, in the physical space of the city, using mobile devices, or
it can happen using any computer with Internet access. The shared information can be official
information, as provided by the various city administrations and offices, or information
provided by citizens directly to Urban Mediator or already existing on the web. The use of
interactive maps facilitates the visualization of such location-related information. In its final
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implementation stage, Urban Mediator would also provide a set of tools that would facilitate
the creation of projects or discussions related to a local issue of interest.

Urban Mediator Current Stage

Urban Mediator’s development has started in June 2006 and is planned to last until December
2007. The areas of development of Urban Mediator were at first defined in a way that reflects
both the framework of the ICING project — an IST project addressing objectives of Priority
2.4.9 ICT research for Innovative Government [1] - and the research and design interests of
the research team - understanding how ‘social’ factors as well extending the interface for
citizen participation and involvement to the everyday experience of urban life could
invigorate eGovernment services and eParticipation. The areas of design development have
then, through research and co-design work, crystallized to the following: in-situ access and
contribution to information, harvesting existing relevant online information, and providing
tools for citizens to organize themselves around issues.

At the time of writing this paper, Urban Mediator already exists in the form of UM Stage 1
prototype, which allows users to annotate points on a map of the area they live in. Points can
be commented and are accessible through different navigation strategies. The views provided
are a map view with points, a most recent comments view, a “ tag cloud” view to navigate
with keywords and other views.

Urban Mediator Stage 1 software has client-server architecture. Any graphical web-browser
can serve as a client, making it possible to test using not only computers, but also 3G mobile
phones. Mobile clients with GPS device can make use of the special Python (S60) application
to provide UM with geographical coordinates. A Geofeed from UM allows the use the map
server of the City of Helsinki for map portrayal.

Fig. 1 shows two screenshots of the Urban Mediator prototype. The user interface, the same for mobile
and desktop use, is still very rough.
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Work is also almost done on harvesting, which is a process of gathering existing relevant
online information. Urban Mediator doesn’t pretend to contain all information relevant to the
urban environment and life. Instead, it leverages on the information available from numerous
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sources. It is quite common today that organizations and businesses have their news and
events in the form of web feed. Urban Mediator may incorporate that information and present
it in connection with given place and time. For example, student theatre with an RSS feed
may advertise itself in the Urban Mediator according to spatial position of the user. In order
for information to be available for the Urban Mediator, a properly described link should be
given by the users. Gathered data, which is available for viewing and browsing, can be
further refined by more accurate tagging, summarizing, moderation, recommendation, etc.
Urban Mediator would also have regular feeds, like an official feed from the city council’s
web-portal or various city offices departments, as well as feeds from neighborhood and
community websites.

A Co-Design Approach

By co-design, we understand a collaborative design approach that includes development of
strategies for active participation of various identified stakeholders throughout the design
process and beyond it. The decision to follow a co-design approach stems first from the
research group’s interest in following and developing such an approach (Botero et al. 2003).
Co-design is influenced among others by participatory design (Schuller and Namioka 1993),
situated design (Greenbaum and Kyng 1992), and the Scandinavian research on system
development (Bjerknes and Bratteteig 1995). It also includes the idea of extending the co-
design of an initial outcome to be possible through its use by people.

In the case of Urban Mediator, the use of a co-design approach is particularly interesting as it
gradually sets the ground for a possible future ‘real’ use of Urban Mediator in the
neighborhood of Arabianranta where it is first set to be developed and tested. So, not only
does the co-design approach offer the possibility to iteratively explore with stakeholders (in
the case of Urban Mediator the stakeholders are potential users, information providers,
authority figures, designers), what would be relevant features for the software and refining
the service possibilities, but it also makes it possible to gradually populate the Urban
Mediator working prototype with relevant content, preparing the prototype for future public
use. This is important as it reflects the very nature of Urban Mediator as a system whose
content is not pre-provided by any particular actor but is rather continuously provided by
stakeholders, either directly, or through established feeds from various relevant sources.

Meta-strategies: developing common language and favoring a tool-based approach

Without some kind of a common language, it is impossible to draw together the stakeholders
that would become involved in the co-design process. Communication indeed lies at the heart
of collaborative design and the success of the design process depends upon the capability to
create a shared understanding amongst all involved stakeholders (Erickson 1995). Designers
(users-as-designers and professional designers) exchange technical design possibilities and
design requirements and use cases. Effort is therefore put on producing the artifacts that
would permit the common language, such as scenarios, sketches, reports, workshops and
prototypes (Erickson 1995). Effort is also put in using appropriate naming for the key
concepts of Urban Mediator so as these terms used mean roughly the same for all involved
stakeholders

Taking co-design a step further also means designing systems that allow users to continue

their (co-)design of the system, through use. This ties closely to Henderson and Kyng’s
understanding of “design as a process that is tightly coupled to use and that continues during

- 250 -



the use of a system” (Henderson and Kyng 1991). This is very relevant for Urban Mediator as
it helps address the possibility of creating tools for users rather than fixed solutions for
encouraging public participation in urban issues. From a software design perspective, this
also means that co-design approach sets the ground for flexibility and openness. In that sense,
we can say that the essence of a system such as Urban Mediator is its open nature: it presents
opportunities for mediation between various producers and seekers of information related to
life in the city, citizens and officials alike. Moreover, an open system can support
collaborative design and presents opportunities for being shaped through use. Addressing this
issue in an article advocating the need for developing frameworks for end-user development
of ICT based systems, Fisher and Giaccardi (2004) clearly articulate the benefits of open
systems: “By creating the opportunities to shape the systems, the owners of the problems can
be involved in the formulation and evolution of those problems through the system”.

These meta-strategies provide a grounding focus for the design process and can be considered
as what Nelson and Stolterman (2000) call the “guarantor of design”, or the attempt to find
some solid and dependable base for design actions. However, involving the stakeholders in
design process is not easy. The effort in pursuing a co-design approach requires also more
practical steps and strategies that are interweaved in the design and development process
itself. These practical steps and strategies undertaken within this guiding focus are presented
in the next sections.

Co-Design Steps

It is important to note how the co-design approach in the Urban Mediator case spans through
the whole project timeframe, addressing the various aspects of development emphasized by
the inter-disciplinary approach to design. (The team includes members with backgrounds in
software design, industrial design, architecture, and at an initial stage, social scientists).
Moreover, co-design activities have been set up in relation to the identified areas of
development of Urban Mediator (see above) and has helped crystallizing them.

The phases of the co-design process are closely related to the stages of design articulated by
Erickson (1995): Exploration, Refinement and Transition, but are not strictly delimited as
such (see Table 1). In the case of Urban Mediator, it is important to also pinpoint the initial
steps of setting the stage for co-design. The very first co-design steps have been to identify
the relevant stakeholders for such a system as Urban Mediator. This is characterized by
researching the context and establishing contact with various actors in that context. In the
case of Arabianranta, key players such as the Art and Design Company [2], active residents
and communities, as well as various representatives of the city authorities were contacted.
Meetings were organized with these people where the idea of Urban Mediator, as well as the
ICING project, were presented. As a result initial, the mapping of important stakeholders and
possible co-design contacts from the different stakeholders groups were established.
Furthermore, scenarios of Urban Mediator were created based on these initial findings and a
short animation was made to explain them. The animation was then later used in future
meetings and talks with stakeholders and constituted an initial step in setting a common
language.

This initial phase is crucial in the case of Urban Mediator as beyond setting the stage for the

exploratory and refinement stages, it also prepares the ground for establishing how Urban
Mediator would exist once brought to public use and who would be the parties involved in
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using it, but also hosting it. In a way, in the case of Urban Mediator, this initial stage already
interweaves with Erickson's third stage of design, that of Transition.

Further exploratory steps related to reaching an initial stepping stone into the development
process have been to send a small questionnaire and devise a set of low-key workshops with
active residents in an effort to identify potential use cases for Urban Mediator. The
questionnaire was sent by email to members of the Arabianranta Residents and Parents
association and members of the Arabianranta Moderators group [3], asking them where they
get information regarding Arabianranta.

The two workshops were then organized: one with members of the Arabianranta Residents
and Parents association, and one with members of the Arabianranta Moderators group. The
workshop participants were asked to place on a paper map of Arabianranta, issues which they
felt they’d need information about, and to discuss how and where they would get or would
like to get such information.

The results of this initial phase, showed that it was clear that citizens needed information
about construction sites, traffic issues, parking space, day care shortage, services, interesting
places, routes etc. It was also clear that many city office employees would find it beneficial to
have access to information produced by citizens, about their area and where especially
interested in the idea of a map that would show this citizen-produced information as layers.
These considerations have constituted the framework into which the iterative design and
development work proceeds.

The next phase which we have recognized as being the interactive and iterative one, or
Erickson’s Exploratory stage, is that of user involvement and prototype building. This stage
particularly addresses the practical strategies driving the software design and is explained in
the following section.
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Table 1 shows the co-design steps taken so far

Practical Strategies Driving The Software Design

Following an iterative co-design approach means that we would not first gather all the
requirements and then build software for the rest of the time. We decided that during Urban
Mediator development quick changes and utmost flexibility will be needed. Software
development tools we have chosen to build Urban Mediator are web.py (web framework
written in Python) and MySQL database, and the way we decided to build software was
through a series of lightweight prototypes. This approach is not a conventional way of
building software solutions and actually it has discrepancies with "established" software
engineering methodologies (such as having complete functional analysis and set of detailed
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use cases). Software co-design methodology however bears many similarities with agile
methodologies, as reported in the online document Manifesto for Agile Software
Development (http://agilemanifesto.org/). Agile methodologies especially value “customer
collaboration” and “responding to change over following a plan”, which are quite similar to
the ideas of collaborative design and continuous design through use.

We present here three examples of practical strategies that have driven the software design
and that are embodiments of the guiding meta-strategies presented earlier.

Accessible conceptualizations

Finding common language - concepts equally well understood by professional designers and
other stakeholders - is crucial to the success of co-design as it allows all engaged stakeholders
to see technical and social possibilities in the solution domain.

Urban Mediator is, among other things, dealing with facts. In the early stages of UM
development we came up with simple fact representation model: What-Where-When-Why-
Who contexts we refer to as W5. The model helps to comprehend the emerging design spaces
of the Urban Mediator. While the "Where" context seem to be mentioned more often than
others and is more used in the visualization of Urban Mediator data, other context are not
ignored.

While somewhat oversimplified, viewing Urban Mediator as the index of points in
multidimensional W5 space of facts helps to comprehend not only the design results, but the
design process as well. For example, a user suggestion or feature request may be analyzed by
projecting the information model, needed for the feature to work, into W5 space. If the
feature requires more than just changing user interface, the underlying data model may be
revised, and there are usually no problems to interpret additions according to WS5.

The W5 model can be understood by all stakeholders: users and HCI specialists understand
facts in terms of What, Where, When, Who and Why as their meaning in everyday language;
software designers have no difficulties to translate those into aggregates of data structures.
Finally, graphic designers also benefit from knowing that Ul should reflect those contexts. As
a concrete example, during UM development (user interface for adding new data point), it
was easy for all stakeholders to refer to the sequence of data input actions in terms of W5,
and changes could be directly made to it.

Another useful concept, which emerged through UM design, is that of “Point” (not as
geometrical point but rather as the point in a discussion or dispute). In UM stage 1 "point of
discussion" has been tied with point on the map and comments added to the point constituted
discussion itself. It was beneficial at that time to have a good metaphor, so users were not at
loss why what it means.

Re-purposing and adapting existing software

Re-purposing existing software makes it easier to quickly engage people in co-design
activities and helps the software team to have head start in the project.
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The first Urban Mediator prototype was code-named "UM Embryo" and has been built with
the Media Folder (“Kori”) software of another project the research group was involved in. In
a nutshell, a Media Folder is a folder for sharing media material among its users with ability
to call other users. Images, sounds, text and videos can be put there. Media Folders could
belong to a group of users (a family), and would then constitute a “Family Folder”. The
process of creating new Media Folders inside Family Folder was easy. For a Media Folder to
be adapted to represent a place to gather information, a special, simpler, version of Family
Folder was build and called Community Folder. The re-purposing took nearly one man-day
and the resulting solution has been used to demonstrate the idea of Urban Mediator to
stakeholders and to quickly ask them to contribute to information regarding their
neighborhood to what we had set up as an “Arabianranta” Media Folder. As a result of this
exercise, we were able to quickly gather examples of what people find interesting to report to
others, particularly by documenting through picture taking.

The Web 2.0 direction of WWW also shows a lot of examples how existing online software
can be adapted to the needs of special-purpose designs. In the course of designing Urban
Mediator constant attention has been made not to overlook existing online components that
could complement and enrich UM functionality, or provide it with spare parts (Floyd 2006).
One of the examples is Google maps (http://maps.google.com/ ), which with very little effort,
can be used to create mashup of Urban Mediator data and Google maps map portrayal
service. Mashups are very close to the idea of Urban Mediator itself, and therefore using
them as prototypes gives concrete examples of certain features of Urban Mediator.

Another interesting example of is the use of Flickr (http://www.flickr.com/ ) web feeds
powered by location information as a way of describing the Harvesting features to
stakeholders. It is easy to get feed from Flickr based on keywords and Urban Mediator can
display feed entries on the map. It is not in itself something unique because Flickr has its own
map engine. What is making it valuable is the ability to treat Flickr entries as points of Urban
Mediator, for example, referring them in discussions. Web feeds from Flickr have been
implemented to Urban Mediator prototype and showing them to particular stakeholders
(those in charge of websites containing Arabianranta-relevant information), during a
workshop on the harvesting theme, has helped them understand the notion of using web feeds
to populate Urban Mediator with relevant information.
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Fig. 2 shows a screenshot of experimentation with using webfeeds as a means of harvesting information
about Arabianranta

~ Urban Mediator
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Furthermore, consideration of adapting existing software made it simpler to consider what
should not be part of Urban Mediator design. Namely, it was explicitly stated that Urban
Mediator is not a system for annotating maps, it is not a discussion forum or a blog software:
but all those components can be used to make Urban Mediator more useful. As a
consequence, Urban Mediator domain logic is quite unique and focused to specific purpose.
All “usual” features, expected by users, (e.g. photo sharing or storing bookmarks or
discussing topics) can be linked to UM by users themselves.

Building software through lightweight prototypes

UM development is done through iterative rapid prototyping to ensure we can engage all
stakeholders in the process. We advance in the understanding of the context and the domain
(citizens’ lived experiences of the city) at the same time we advance with the software
development. From a software engineering perspective this means we are incorporating
elements of Agile methodologies (Cockburn 2002) that fit very well with our understanding
of co-design.

After initial success of the prototype using re-purposed software (the Media Folder case) and
getting real material from users, we first decided to devote two months to build prototypes, o
test whether certain technology will work for us in the expected way and that there would be
no surprises later.

The second prototype (called “tagging proto”) was a raw implementation of W5 described

above. Each point has five fields (What, Where, When, Why, Who) capable of containing
URL to some web-resource.
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Another two prototypes were about Urban Mediator ontologies. The first one was completely
theoretical and resulted in the definition of fact representation language. The other one was
about utilizing that in a knowledge base and resulted in a Prolog program capable of
resolving queries to W5 database. Questions used to populate database were borrowed from
the above mentioned workshop materials.

Another prototype was about a special web interface, which made it easier to really add data
into W5 data structure.

Building those prototypes helped software designers to “feel” how concrete software
solutions will look like thus making sure that the Urban Mediator design is not driven by
technology (which is very often the problem of new technologies), but that technology is
selected to make desired solution possible. These trials set the ground for strating work on
building an actual working prototype of Urban Mediator, which would be addressing the first
are of development, mainly in-situ access and contribution to information.

In October 2006, Urban Mediator Stage 1 prototype trials started with four volunteers,
residents of Arabianranta, who were asked to act as citizen-reporters. They were given
Symbian S 60 mobile phones with Internet access and Bluetooth-enabled GPS receivers. A
small mobile application made it possible for them to launch the web browser where a
clickable map centered on the spot they were in would appear. They were asked to mark on
this map points to which they would link any kind of comments they feel relevant. At that
point, the information gathered also contained the geographical coordinates of the location to
which they were referring to (via the GPS or the map), the time of creation, and the username
freely chosen by the participants. People were told to put into the Urban Mediator everything
they think is valuable for other people and city officials to know. As a result of these field
trials a collection of 70 points was gathered.

Initial Urban Mediator content and practice descriptions by users allowed to see the design
space people would like to deal with. Gathered content provided insights for domain model
of the Urban Mediator and description of user activities helped with user interface and
interaction styles.

Conclusions And Further Plans

During co-design a dialog should happen between stakeholders. Software and even paper
prototypes facilitates this process, because potential users and interested parties can express
their idea with the common language of such prototypes. On the other hand, users try (as in
case of Urban Mediator) to express their needs by filling system with content. Obvious
workarounds are visible to the HCI and software designers as unexpected ways to use the
system.

However, user input of all kinds (both in the form of static content, observations of practices,
analysis of similar projects and practices behind them) is not to be understood in a literal
sense. Many suggestions were analyzed and the planned implementation of new features is
not done automatically. We tried to understand if the suggested feature is really a glimpse of
some greater need, which can be satisfied in a more general way. Software designers are
specialists in building information models of any problem domains and that ability may lead
to more streamlined designs. Likewise, HCI specialists possess practical knowledge on
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making better interfaces. It means, that feature requests by the user are not handled one by
one but as representatives of underlying integral model.

Collaboration with members of the Moderators group, of the residents’ and parents’
association, and with the Art and Design City company has been relatively successful as the
co-design work has helped us advance in developing features for Urban Mediator. Some
failed attempts at collaborative work have also brought unexpected results, such as the case
of a meeting with schoolteachers, which was supposed to trigger prototype workshops with
students but never took of. During the meeting however the important issue of the need for
some kind of moderation for the system came up and helped our team better articulate the
need for a feature that was then implemented and permits users to flag content as
inappropriate.

Our initials plans for co-design also included involving representatives of city authorities in
workshops and testing activities, as they had also been recognized as key stakeholders. This
however has not been successfully achieved until now. We can speculate that one reason is
that Urban Mediator is not being developed as a tailor-made solution for cities, but is rather
an open system and tools for a variety of stakeholders, particularly citizens. Because of that,
engaging in exploratory workshops or testing prototypes that are very obviously of an
unfinished nature can be seen as a waste of time for them. An exception to that is the City
Survey department, an official partner in the ICING consortium, with whom we are
collaborating in an effort to use the online Helsinki maps for Urban Mediator.

However, the fact that a public trial of Urban Mediator in Arabianranta is planned, and the
possible interest from one city administration office to participate in it, might trigger more
collaboration for the next phases of Urban Mediator development. Moreover, the fact that we
are moving to the development area of tools for encouraging participation might provide us
with more concrete collaboration possibilities for us to propose the city administrations.

Once again, engaging stakeholders in a collaborative design process is not easy, particularly
when it is not always clear for them how they can benefit from such an effort. It would be
important to remember that the design stage that Erickson labels as “design evangelism” — in
other words defending the project, and in that case defending the need for co-design with the
identified stakeholders — should be addressed early on in the project.

Notes

[1] The focuses of Priority 2.4.9 that ICING addresses are: 1) Innovative ICTs for democratic
involvement, in particular eParticipation, 2) Intelligent, inclusive and personalized
eGovernment services, 3) Adaptive and proactive eGovernment support systems (Information
Society Technologies portal 2004)

[2] The Art and Design Compagny serves the area of Arabianranta in Helsinki and is owned
by the City of Helsinki, Ministry of Trade and Industry, University of Art and Design,
University of Helsinki, Arcada Polytechnic, Pop and Jazz conservatory, the Arabianpalvelu
(Arabia services) company and the littala glass manufacturing company.
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[3] A moderator is a resident of a building that voluntarily takes up the job of moderating the
buildings web pages. There are 20 residential buildings in Arabianranta that have a moderator
moderating their building’s own web pages.
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Abstract

Intermediaries between supply and usage of technology are at once obvious and neglected
actors. On the one hand various consultants, distributors, government agencies etc. routinely
play important roles between technology producers and various end users (Howells, 2006).
On the other hand the roles and importance of intermediaries in social learning around the
design and uptake of new technology tends to be underestimated by both practitioners and
research alike (Stewart, 2007). There is simply more at stake than enabling or preventing the
technology from diffusing from suppliers to users. Intermediaries are crucial in organizing
user knowledge and experiences, and mediating between emerging users and producers in
uncertain markets (Williams et al, 2005; Russell & Williams, 2002; Hyysalo, 2004).

Building on the Social Shaping of Technology approach, we clarify our social learning
perspective used in understanding the dynamics of long term development and uptake of new
technology (Williams et al, 2005), and explore its relevance to studying intermediation and
intermediaries. We then review findings on intermediaries in some of our studies and other
available literature. The topics we address include differences between established
intermediaries, which are often addressed in management and policy literatures, and
emerging intermediaries that are created in parallel to new technologies, markets and uses.
We show how they map to the supply - use axis, development paths, and roles they play in
mediating design and use. Specific roles that we examine include those of Facilitation,
Brokering and Configuration. Equipped with these insights, we explore in more depth how
intermediaries affect the shape of new technology, and how the lack of appropriate
intermediaries can severely impede successful innovation.

Introduction

Our traditional concept of the role of intermediaries in the economy is to transmit goods and
facilitate monetary transactions. Few of us buy software or hardware from the producers but
rely on networks of retailers, banking services, transportation agencies and so on. But
intermediaries are also involved in what Callon calls an “economy of qualities” by which the
needs and desires of consumers are shaped and products adjusted by a range of actors arrayed
between suppliers and consumers (Callon et al 2002). Rather than having some primary and
secondary characteristics, “the technology” gets constituted by all the actors that 