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Abstract 

This thesis progressively evolves and presents a practical ‘theory’ for mobile work – 

mobile trajectory – through three case studies conducted using fieldwork. The three 

cases presented here examine tram travellers finding their way around a city centre 

(Case A), health care workers looking after people with mental illness in a residential 

setting (Case B) and mobile clinicians caring for young people with mental illness in 

a community setting (Case C). My concern is to develop a ‘theory’ for mobile work 

that is both practical and theoretical,; at once supporting the practical action of 

completing field and analytic work while abstracting away from the ordinary affairs 

of society. The contribution of this ‘theory’ is to synthesise ideas from the domain of 

studies of ICTs mobile work to support description, rhetoric, inference and 

application for mobile work. This ‘theory’ has particular COMPONENTS, FEATURES, 

PROPERTIES, CONCERNS and ASSOCIATED NOTIONS. A mobile trajectory has a CORE 

TRAJECTORY that involves particular work: the CORE WORK. There are ALIGNED 

TRAJECTORIES that feed the CORE TRAJECTORY. These are part of the CORE 

TRAJECTORY. The FEATURES of mobile trajectory are CYCLES, TRANSITIONS, 

TRAVERSALS, STREAMS, SCHEMES, POSSIBILITIES, HISTORICITY and SHAPE. The 

PROPERTIES are PHYSICALITY, LOCALITY, INSTRUMENTALITY, SYNCHRONICITY, INTER-

DEPENDENCY, PREDICTABILITY and PALPABILITY. Important CONCERNS are 

RECONCILIATION CONCERNS, ALIGNMNENT CONCERNS, RECIPROCAL CONCERNS and 

CONTINGENCY CONCERNS. Key ASSOCIATED NOTIONS are SOCIAL SPHERES with 

particular WORLDS and SUB-WORLDS comprising MEMBERS with particular ROLES and 

INVOLVEMENT. SOCIAL SPHERES have particular BOUNDARIES, RESOURCES and MEDIA 

and shared KNOWLEDGE and PRACTICES. MEDIA and RESOURCES have particular 

AVAILABILITY and MUTABILITY. MEMBERS have particular BIOGRAPHIES, TIES and 

OBLIGATIONS and AWARENESS of others. Through the case material presented I 

demonstrate how this ‘theory’ supports the work of describing and discussing mobile 

work for the purpose of conceptualising, selecting, recommending and critically 

evaluating everyday Information and Communication Technologies. At the end of 

the thesis I compare mobile trajectory to three alternative approaches and two 

alternative theories with regard to supporting the same kind of work. 
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Preface 

I conducted the fieldwork for the first case (Case A) through the University of 

Melbourne, as part of the TramMate project. This project was concerned with 

designing and evaluating an introduced mobile location-based service for use by 

mobile workers when using the public tram system in the Central Business District 

of Melbourne. I was part of a team, led by Jesper Kjeldskov, which conducted a field 

study of a mobile guide in use in situ. Jessica Davies (nee Smith) built the system 

evaluated, GPS Boy (Appendix 4-1 and 4-2). Much has been published from this 

work (see Appendix 1). I conducted the usability problem driven analysis used in 

Chapter 8 (section 8.7.3) and Appendix 8-5 with Sonja Pedell and Jesper Kjeldskov. 

Sonja Pedell and Jesper Kjeldskov also conducted expert reviews on my grounded 

analysis and resultant categories reported on in Chapter 4. However, I wholly 

transcribed and analysed the collected video data for this thesis. 

I conducted the second case (Case B) at a residential care facility in the north of 

England with colleagues in the Computing Department at Lancaster University as 

part of the Digital Care Experience. This project ran through the six-year Equator 

Project. Digital Care was concerned with developing and evaluating technologies 

that support everyday life in care settings through a profound understanding of user 

needs. Keith Cheverst and Mark Rouncefield led the project. Dan Fitton designed 

and built the SPAM system under Keith Cheverst’s supervision. Dan Fitton also 

wrote a script parsing the SPAM logs and making them human readable. Keith 

Cheverst provided the photographs of the setting and the SPAM system in Chapter 6 

(section 6.3.1 and 6.3.2). As with the first case, much has been published from that 

work besides the publications described in Appendix 1. I collected and analysed the 

data presented in this thesis but discussed the approach, materials, setting and my 

findings with Mark Rouncefield and Keith Cheverst. 

I regularly discussed the grounded analysis approach with Paul Fritz. It was his idea 

to add a table of contents at the start of each chapter. My supervisors, Steve Howard 

and Frank Vetere provided critique on each of the chapters in the thesis as I produced 

them. 

In the thesis I have sequenced the work to support the development of mobile 

trajectory. The sequence presented here does not represent the actual temporal order 

in which I wrote the chapters. 
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Chapter 1: Introduction 

1.1 Background 

This morning I walked from my bedroom to the living room where my 

laptop usually rests on the couch. It wasn’t there – I remembered I 

hadn’t taken it from my bag the previous evening. So I walked to where I 

had left my bag, retrieved it, walked to the couch, connected it to the 

mains to recharge the battery, sat down, opened it up and checked my 

three email accounts, deleted all the spam that I had received since the 

last time I checked in before I went to bed, and updated my status on 

Facebook. I then closed my laptop and sat down to watch “The Making 

of…” the film I had rented on DVD a few days previously. I was 

especially interested in this documentary, as the film had dealt with the 

issue of digital identity. Bruce Willis was in it and I thought he was being 

especially cool when being interviewed so I walked over to my laptop 

again, unplugged it from the mains, opened it up and did a search on 

“Bruce Willis”. I read some stuff about him from the Web pages I 

retrieved through Google. I kept the browser tab open so I could read it 

later on the bus on the way into work – the public library. I closed my 

laptop, walked over to the other couch, plugged it in again so it could be 

fully charged by the time I had to walk to the bus stop. 

The above excerpt from a day in my life is illustrative of what I attempt in this thesis 

both in approach and content. The excerpt is a detailed description of significant, 

particular moments in an everyday life and the use of ordinary technologies (in this 

case mine). The excerpt also illustrates recent trends and issues in mobility and 

mobile work. Many people move around as part of their work, both within locations 

and between locations. Many people in developed countries have always on wireless 

broadband connections at home. For example in 2007 home broadband penetration 

was at 58%, 57%, 54%, and 52% the UK, Singapore, USA and Australia 

respectively
1
. This marked an increase of 4.32, 3.08 and 4.30 subscribers per 100 

inhabitants from the previous year for the UK, USA and Australia respectively
2
. As a 

                                                
1
 http://www.gartner.com/it/page.jsp?id=729907 

2
 http://www.websiteoptimization.com/bw/0805 - May 2008 report 
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result, boundaries between places are less impermeable than permeable (Nippert-

Eng, 1996). For example the excerpt shows that work and leisure are not discrete 

activities in different locations. These locations also vary in terms of the resources – 

electricity, power points, wireless Internet – that support the needs of mobile work 

and thus people have to plan to support traversals within and between them. Many 

people are accustomed to being constantly connected and to the obligations and 

annoyances this brings. Many people use publicly available digital resources and 

portals to them as a part of their everyday lives. Many people work outside the 

traditional office environments and thus travelling to work involves not only moving 

to a place where they feel they can work best but also working while travelling. Thus 

modern work practice for many people today involves interaction, collaboration, 

mobility, information and Information and Communication Technologies (ICTs) and, 

most importantly, experiencing these things as they move in and between places. 

I wish to address these issues here through the kind of approach that the excerpt 

represents: a careful analysis and presentation of moments in people’s lives. As 

illustrative as the excerpt is of my approach and domain, so it is vague or misleading 

concerning my outcome. The output of this thesis is more abstract and less particular 

than the excerpt. It is much like a “middle-range theory” (Mansell and Silverstone, 

1996:6) – or a “way of conceptually framing issues so as to bring salient research 

questions to the fore” (ibid) – and resembles a “heuristic frame” – “a degree of 

problem definition that occupies an intermediate position on the continuum between 

a long and indiscriminate list of things that might matter at one end and fully-

formulated control-theoretic model of the problem at the other” (Winter 1987:167). 

Put more simply all I do here is reuse, refine and test a portion of Anselm Strauss’s 

sociology for the phenomenon of mobile work involving ICTs. I thereby produce 

mobile trajectory, a mechanism for facilitating the description of, discussion about, 

inference around and design for mobile work. Whether it supports continued and 

successful application in the longitudinal development of ICTs is for further work to 

discover. 

Thus I produce mobile trajectory through refining the existing notion of trajectory 

that describes collective, longitudinal, contingent work. I also make the claim that, 

like much of what we do and resemblant to other activities such as conversation, 

mobile work is literally worked out over time. This does not mean that it fails to 

follow particular and generalisable rules and does not have particular and 
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generalisable properties. It is indeed these rules, or common sense understandings, 

and properties that I wish to develop here. Thus, in this thesis I: 

1. present three sets of case material on mobile work involving ICTs; 

2. contribute to the body of knowledge concerning mobile ICT use and; 

3. develop a set of understandings, mobile trajectory, oriented towards mobile ICT 

design (objective 1 & 2 below). 

I also: 

4. argue that much of the research on mobile work has focused on “information 

work” (Strauss et al., 1985:251), ignoring other forms of work such as 

“sentimental work” (Strauss, 1985:129) and “body work” (ibid:260). 

Like Halverson (2002) does with theories in CSCW, I test what I develop by 

considering the different kinds of work that mobile trajectory does. In addition I 

compare the insights that mobile trajectory provides to three other conceptual 

schemes and two other theoretical perspectives. 

The reason for this work is that, despite scores of studies of ICTs and mobile work 

already having been conducted (e.g. Perry et al., 2001, Luff & Heath, 1998), there is 

no single theory or set of understandings I (and others in my field) can easily call 

upon when presented with a problem centred on understanding and designing for 

mobile work involving ICTs. In addition, most studies of mobile work are centred on 

white collar, office workers moving in and between offices. Fewer studies focus on 

mobile work across work and community or domestic settings, where the mobile 

worker moves from workplace to home as part of everyday work. For example, all of 

the 11 studies reviewed in detail in Chapter 2 focus on professionals and ten focus on 

work settings (see Chapter 2, Table 2.5 and 2.6). I wish to redress this lack of 

attention here through describing particular instances of mobile work in community 

settings so that ICT use in mobile settings can be (a) understood better (b) responded 

to better when answering practical questions concerning which ICTs to deploy. 

These settings present “a perspicuous setting” (Garfinkel and Wieder, 1992:184) for 

exploration of this boundary management (Nippert-Eng, 1996), making available 

“the haecceities of some local gang’s affairs, the organisational thing that they are up 

against” (Garfinkel and Wieder, 1992:186). 
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From the very start of this thesis, I believe it is imperative I do four things: define, 

state, confess and respond. I believe I have to define design because, in a 

multidisciplinary field like HCI, it is highly probable that there are quite different 

understandings of this word (even by a single author). My definition sits somewhere 

between Lowgren’s (1995:87-8) “engineering design” and “creative design”: I regard 

design as the process of conceptualising, selecting, recommending and critically 

evaluating typically quite ordinary ICTs. Such a definition suggests that fieldwork 

(and, indeed “analytic reasoning” (Crabtree et al., 2006:283)) is closely coupled with 

design just because it happens that way. I should also state that my opinion of theory 

is that, at least when considering ICT design, it must have a use for real world 

problems and enable us to: “speak concretely about the ordinary affairs of the 

society” (Sharrock, 2001:250). This seems a priority in real projects involving ICTs. 

I also believe an extraordinary number of, often major, real design decisions, are 

often based on common knowledge, the “world within reach” (Schutz, 1970:39). I 

must confess that I believe that what is going on is not in the head of the theorist, but 

in the world of the person living it and that thus theory in fieldwork is best used as a 

“stock of knowledge at hand” (Schutz 1970:137) assisting observational and analytic 

work. I discuss this in more detail in Chapter 3. I will merely state here that this work 

developed a large corpus of data collected and analysed over many years and across 

different sites and that much of my approach involves pointing to particular, typical 

or exemplary instances that support my claims. 

1.2 Domain 

This thesis is situated within the intellectual space of Human-Computer Interaction 

but also overlaps with the fields of Computer-Supported Cooperative Work, Mobile 

Computing and Ubiquitous Computing. My methodological commitment is situated 

within ethnomethodogically-informed Ethnography. Given this, I am primarily 

concerned with studying people’s mobile collaborative work practice that is aided 

and abetted by ICTs and with using fieldwork to assist with the design and 

deployment of ICTs in the future. I aim to both answer and refine important “guiding 

questions” (Hughes et al., (1993:134-5) – questions that can guide the analysis of 

fieldwork material, subsequent fieldwork and the work of design. Thus mobile 

trajectory acts not only an analytic device for considering fieldwork data, but is also 

a heuristic device supporting the asking of relevant design-oriented questions 

(including new questions that require more fieldwork to answer) and the 
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development of design ideas. If mobile trajectory does not fit or is not helpful, it 

should be discarded. 

The pervasiveness of ICTs today and the nature of the settings I am investigating 

mean that I must consider aspects of people’s work that extend beyond the workplace 

and into residential and in between settings i.e. places that people negotiate on the 

move. The role of ICTs in work in hospitals, in particular on wards (e.g. Bardram & 

Bossen, 2005; Reddy & Dourish, 2002), in remote healthcare (e.g. Fitzpatrick, 1997) 

and in specialist areas such as operating theatres (e.g. Watson & Sanderson, 2004), 

has already been addressed to some degree. These research settings are “sensitive” 

(Crabtree et al., 2003b) – e.g. they are easily disrupted through observation – but 

technology has had a role there for some time at least in larger hospitals in developed 

countries. In this thesis I am interested in the potential role of new ICTs in mobile 

care work and mobile work in general; in settings where work is not only about 

treatment but also about mundane and everyday collaborative actions and 

interactions. These settings are ideal for stretching the notion of trajectory as they 

involve many different kinds of work: the “work of working” (Pinelle et al., 

2003:283), communication and coordination, work incurred by physical movement, 

ICT use, the management of important information as well as “sentimental work” 

(Strauss et al., 1985:129). 

1.3 ICTs 

My bias towards particular ICTs is implicit in the excerpt from a day in my life 

presented at the beginning of this chapter. In this thesis, I focus on systems that use 

abstract portrayals of information and social interaction such as text-based systems 

and voice communication. The reasons for this are well summarised by Erikson and 

Kellogg (2001:334): 

“While we think all these approaches are promising, we’re particularly interested 

in the abstract approach. First we believe that systems that attempt to leverage 

social processes need to be developed through a process of creating and deploying 

working systems and studying their use in ordinary work contexts. This intent to 

deploy, in and of itself, is a strike against the realists and mimetic approaches, both 

of which face substantial pragmatic barriers (for example, expense, infrastructure, 

support) to deployment outside research institutions. Second, and more 

importantly, we believe that the abstract approach has not received sufficient 
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attention from designers and researchers, particularly with respect to graphical 

representations. Text and simple graphics have many powerful characteristics: 

They are easy to produce and manipulate; they persist over time, leaving 

interpretable traces (helpful to those trying to learn the representation); and they 

enable the use of technologies such as search and visualization engines.” 

Despite my focus on abstract systems, with increasing richness of data 

representations available in-hand and on-demand and with the decreasing cost and 

greater ease of development for technologies such as multimedia phones and situated 

displays, there is an opportunity to use hybrid portrayal that mix e.g. the mimetic and 

abstract approach through e.g. the use of photographs and text as in the public 

display design referred to in Chapter 8. 

My commitment to understanding the lived experience and carefully considering 

people’s “world within common reach” (Schutz, 1970:39) is not insignificant: virtual 

worlds research for example is beyond the scope of my review here because I am 

committed to understanding and designing for mobility (and indeed social 

interaction) that has a strong coupling with the physical world and the “physical 

mobilities of people and things, which intersect with the ‘virtual’ mobilities of 

communication” (Sheller and Urry, 2006:4). I also agree with the ‘scare quotes’ they 

use – there is little ‘virtual’ about counselling a person suffering from detachment 

from reality via a telephone translation service – something I actually observed 

during my third case study. 

1.4 Trajectory 

“(1) the course of any experienced phenomenon as it evolves over time (an 

engineering project, a chronic illness, dying, a social revolution, or national 

problems attending mass or “uncontrollable” immigration) and (2) the actions and 

interactions contributing to its evolution.” 

[Strauss, 1993:53-4] 

Strauss was describing trajectory in his final book before he died in the above 

quotation. He later describes trajectory’s accompanying subconcepts: phasing, 

projection, scheme, arc of action, reciprocal impact, and management. Trajectory 

has been used in different ways in studies of collaborative work involving or 

potentially involving technology: interaction trajectories (Benford et al., 2009); 
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temporal trajectories (Reddy et al., 2006); trajectories of care work (Graham et al., 

2006); trajectories of memory (Ackermann and Halverson, 2004); information 

trajectories (Hutchins, 1995). It has also been used to describe technological change 

in organisations (Dosi, 1982) and the course of “disruptive” technology in terms of, 

for example, demand in the marketplace (Christensen, 1997). This is not surprising 

as trajectory accounts well for ongoing actions and interactions (and indeed events) 

and at its very core is ongoing contingency. However, these deployments of 

trajectory do not refine the concept itself or its accompanying sub-concepts. For 

example, Reddy et al. (2006) use the notion of trajectory to capture the temporal 

element of information work in a Surgical Intensive Care Unit (SICU), but do not 

actually refer to any trajectory sub-concepts or build on trajectory. They prefer 

instead to develop the notion of “temporal trajectories” (ibid:37) and flesh out other 

relevant aspects of temporality for the Surgical Intensive Care Unit (SICU) unit. 

They also do not refer to Strauss’s sub-concept of “reciprocal impact” (Strauss, 

1993:56) and notions of “biography” (1993:57-8) which acknowledge the symbiotic 

relationship between past and future actions and past and present self: past actions 

and interactions continually become conditions for further actions, interactions and 

personal biographies. I have no argument with them for using trajectory in the way 

that they did; I simply want to use trajectory differently to account for mobile work, 

refining and rebuilding the notion of trajectory itself. 

Before I briefly consider trajectory’s strengths and weaknesses a discussion of  

mobile trajectory’s role is important. I believe it should provide value and meaning 

for the community of practice (Wenger, 1998) it serves through, for example, making 

apparent what is “in plain view” (Wittgenstein, 1953:42(89)) to particular “social 

worlds” (Strauss, 1978). Thus it can serve as a form of “reminder” (Wittgenstein, 

1953:50(127)), a prompt for the fieldworker as s/he tries to understand a particular 

social world’s and, indeed, individuals’ common knowledge. Thus its value will not 

only be estimated by its ability to tell us about how the world is but also by its 

capacity to make knowledge about the world available and consumable. When 

Christine Halverson (2002:47) considers what theories in CSCW need to do, this 

value is expressed largely in terms of the latter. She chooses to (among other things) 

critique two popular theories in CSCW using three main dimensions: concept 

nomenclature; analytic focus; means of process representation. I believe trajectory 

(Strauss, 1993) can provide insights into mobile work and the “world within common 
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reach” (Schutz, 1970:39) of mobile workers because: it has a strong concept 

nomenclature and account for the temporality of work and the impact on ongoing 

work; it is descriptive of both individual and collective actions and it is inherently 

contingent; it has a strong focus on actions and interactions and a powerful set of 

concepts for describing context and; it couples goals and actions appropriately. In 

addition, much of the development of trajectory as a concept is grounded in studies 

of chronic illness (e.g. Strauss et al., 1984; Corbin & Strauss, 1985; Corbin & 

Strauss, 1988). Chronic illness and its consequences are managed across both 

specialised, highly configured settings and domestic settings; the very same settings 

across which mobile work occurs. 

However, trajectory in its current form has weaknesses when accounting for mobile 

work. Firstly, it is too diffuse and general a concept for easy use. It was intended as a 

means of understanding ongoing work, not supporting ICT design for mobile work. 

Secondly, it presents a high-level description of ongoing work. Thirdly it has limited 

notions to support the analysis of place and its temporal regularities e.g. there is little 

account for the influence of the environment on action and interaction e.g. through 

affordances
3
. Fourthly, it has a weak account of representations and artefacts in the 

physical world. Finally, it is not immediately generative of descriptions that support 

design work. 

These strengths taken with the weaknesses mean both that trajectory: is useful 

enough – i.e. has enough “power” (Halverson, 2002:245) – to act as a basis for a new 

set of sensitising notions describing and supporting discussion around mobile work 

and; needs further refinement to support design activities for mobile work. 

1.5 Aim of Research 

Thus the primary objectives of this research are practical: 

                                                
3
 This is not a new observation. Geraldine Fitzpatrick in her work on Locales (Fitzpatrick, 2003) 

draws on Strauss’s work. Referencing then current work in CSCW (e.g. Harrison and Dourish, 1996), 

she describes how perspectives on developing CSCW systems focused on metaphors of space over 

metaphors of place. Referring to Giddens (1984), not Strauss, she develops the notion of locale in 

response to this: “the place that arises from the use of space and resources by a particular group of 

people, or social world, for their particular purpose, i.e., a locale is constituted in the relationship 

between the social world and its interactional needs, and the sites and means used to meet those 

needs” (Fitzpatrick, 1998:3) or “the orbits of many [social] worlds intersect, so that persons may learn 

something of the ways of another world” (Strauss, 1976:64). This is not surprising as notions of the 

impact of space and place are underemphasised in much of Strauss’s work. 
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1. How exactly can an adapted, enhanced set of understandings drawn from 

sociology (i.e. trajectory) be modified to be an effective instrument for 

understanding mobile work involving ICTs? 

A secondary objective is more design-oriented: 

2. How exactly can mobile trajectory support the design of ICTs for a particular 

setting? 

Thus my primary aim (objective 1) in this thesis is to reorient trajectory to account 

for collaborative mobile work that involves or could involve ICTs in some way: 

general practitioners visiting patients in their homes; midwives visiting recent 

mothers in community centres; mobile support services for individuals in the 

community at large (e.g. psychiatric care). I believe community care work is ideal for 

stretching trajectory (see below) because ICTs, such as mobile phones, not only are 

often an integral part of community care workers’ work, but they also have the 

potential to enable important interactions to assist them with their work, enabling me 

to investigate the secondary aim (objective 2). People engaged in this kind of work 

have to move around and regularly collaborate with colleagues and interact with the 

cared for to do their work, as do mobile workers. Objective 2 will involve reviewing 

and, in some cases, revisiting studies of mobile work. These objectives are described 

more fully below. 

1.6 Approach 

“That’s a funny kind of thing, in which each new object becomes the occasion for 

seeing again what we can see anywhere; seeing people’s nastiness or goodness or 

all the rest, when they do this initially technical job of talking over the phone. The 

technical apparatus is, then, being made at home with the rest of our world. And 

it’s a thing that’s routinely being done, and it’s the source for the failures of 

technocratic dreams that if only we introduced some fantastic new communication 

machine the world will be transformed. Where what happens is that the object is 

made at home in the world that has whatever organization it already has.” 

[Harvey Sacks, 1992:548-9] 

Sacks’ quotation (directed towards the telephone), has been utilised previously to 

describe and underpin the challenges of developing ubiquitous technology in the 

home (e.g. Evans et al., 2005). It is both an empirical and cautionary comment 
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regarding technology and everyday life and concerning our expectations regarding 

new technologies. The same caution, of course, can be extended to any “fantastic 

new” theory
4
. Sack’s conception of how technology fits into our world has important 

impact for how I approach my work. In evolving and applying mobile trajectory, I 

examine people’s mobile collaborative work in-the-world as it unfolds over time and 

ask them to consider what was going on at that time or after the event. Thus I 

examine what is there, and, in particular, how ICTs are used in hand and in place. I 

then generate and account of what I see, hear etc.. I consider ICTs as an integral part 

of what is already there. I also refine trajectory and consider how mobile trajectory, 

as a form of sensitising knowledge, promotes understanding of what is going on, fits 

the phenomena it describes and fosters an understanding of what might be there in 

the future and what might be going on when that is the case (in short, what might 

work) with mobile ICTs as the focus. I try to remove myself from a Utopian, 

technoromantic view of technology (Kling, 1996; Weinberger, 2003; Coyne, 1999) 

and an anti-Utopian (Kling, 1996), pessimistic view of human action involving 

technology to a pragmatic vision of ICTs as engrained into the fabric (and 

achievement) of people’s everyday lives. 

Case A (Chapter 4) B (Chapter 6) C (Chapter 7) 
Setting Travellers moving 

purposefully in the 
Melbourne CBD using trams 

and walking 

Health care workers caring 

for people with mental 
illnesses in a residential care 

setting 

Clinicians moving in a 

metropolitan area caring for 
young people with mental 

illnesses 

Problem Being mobile Distributed work & being 
mobile 

Being mobile & distributed 
work 

ICTs Mobile guide Office technologies (e.g. 

phones) and asynchronous 

messaging 

Office technologies (e.g. 

phones), paper map 

Method/s Field study – observation & 
interviewing (video) 

Fieldwork – observation, 
interviews & probes 

Ethnography – observation & 
interviews 

Data Video recordings Notes (interviews/field visits), 

probe logs/returns 

Field notes, audio recordings 

Output trajectory+ (concepts) distributed work trajectory mobile trajectory 

Table 1.1: Overview of Cases and conceptual outputs 

As shown in Table 1.1 above, this research uses qualitative field studies and 

ethnography: I use three case studies and the re-examination of other studies to 

refine, evolve and verify mobile trajectory. Case A identified trajectory’s 

                                                
4
 Thanks to Mark Rouncefield for this observation 
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deficiencies and suggested possible conceptual additions through examining pre-

defined tasks involving being mobile. Case B generated distributed work trajectory 

through examining a real distributed work setting involving being mobile. Case C 

resulted in mobile trajectory from a setting that had characteristics of both Case A 

and Case B (see below). Thus Case C both involved being mobile and distributed 

work in an authentic setting. My method throughout was broadly ethnographic in the 

style of many recent HCI studies of technology (e.g. O’Hara et al., 2003, Crabtree et 

al., 2003a): observational field work in the tradition of the Chicago School of 

sociology; shadowing; in-depth, semi-structured interviews and use of more recent 

methods, namely cultural probes (Gaver et al., 1999) and technology probes 

(Hutchinson et al., 2003). 

Thus this thesis is primarily about developing a practical, middle-range theory for 

mobile care settings and beyond. I was inspired by ethnomethodologically informed 

ethnography (Hughes et al., 1994): I want to use theory to gain understanding about 

the particular to help solve the practical problem that mobile work presents for the 

designers of ICTs. In evolving mobile trajectory I “keep a balance between distortion 

and conceptualization…” (Strauss, 1993:12) through profoundly informing it through 

field data. Thus, although, mobile trajectory may be “abstract” it is not 

“decontextualised” or “general” (Crabtree et al., 2003b:5): it is grounded in field 

data; it supports description and talk about mobile work and; it has particular 

practical value (e.g. in supporting design) when applied to mobile work settings. 

1.7 Settings, Cases and Technology 

This work was conducted across the University of Melbourne (Australia) and 

Lancaster University (UK). The settings I chose to conduct my studies in are 

themselves multi-sited and sensitive. They are multi-sited because interactions are 

distributed across time, place, cooperative arrangement (Martin and Sommerville, 

2004). They are sensitive because they are easily disturbed, have social significance 

and are often emotionally charged. The nature of the settings made them hard to gain 

access to and, at times, hard to study. That the settings are multi-sited and sensitive 

makes no statement regarding them being ordered or disordered. The reason I chose 

these settings was less because of their complexity and sensitivity and more to do 

with what I wanted to do i.e. evolve the notion of mobile trajectory. 



Chapter 1: Introduction 

 

 

13 

All of the people I studied had to reconcile schedules, negotiate places, move around 

using varying modes of transport and vary between thinking about what they were 

doing and just doing it. The people in two of the settings did particular things: they 

cared for others; they used ICTs as an integral part of their work; they managed other 

people’s mental health in domestic settings. I write “manage” because when they 

entered domestic settings they were visitors, strangers, and in some cases intruders: 

these people moved from environments configured to support their cooperative work 

to environments configured by others as their homes. 

The fieldwork for the Case A was conducted in the Melbourne Central Business 

District (CBD) and examined a mobile guide in use, in situ. This case was a test case 

for trajectory: how could I apply the concept to individuals who move around using 

ICTs? What hope does it offer in assisting analytic reasoning? What insights does it 

provide? What work does it do? The case involved a field study of individuals 

finding their way around a city using different modes of transport. Thus their 

mobility was quite extensive. It was a rich case in terms of time: people had to catch 

trams at particular points in the day; they used a mobile guide to support their 

catching trams over an extended period. It also required them to negotiate a familiar 

built environment – the city of Melbourne. In addition, they continually had to be 

aware of where they were in the world, so action and interaction required working 

out – checking back on information received, thinking about if they had passed a 

landmark etc. In this case the mobile guide was thrust upon users – this unfamiliar 

ICT was handed over to them to use. I found that trajectory provided a rich account 

of the temporality of mobile work; and a rich account of the movement involved in 

mobile work (e.g. through the notion of arc of action). There were, however, aspects 

of mobile work that trajectory seemed to fail to account for, namely: the importance 

of changing place in mobile work and the very important emotional aspects of use. 

The second case was conducted at Croftlands Trust, a residential care facility in 

Carlisle in the north of England. This case tested if particular aspects of trajectory 

and associated concepts (e.g. social world) – referred to as trajectory+ from this 

point – could assist in understanding individual people who moved around particular 

settings as part of their day-to-day collaborative work, using a variety of ICTs e.g. a 

recently accepted situated messaging system. What extra insights can it provide 

during analysis? What hope does it offer for generating an understanding of ICTs 

that might work at the setting? How can it be refined to account for distributed care 
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work? This case resulted in distributed work trajectory. This case was, again, rich in 

terms of time and place. Multiple interests had to be reconciled at the setting in the 

course of a workday. The two sites comprising the setting also had shared ownership 

– they were the workplace of some and the home of others. Action and interaction 

was often “thrown” (Winograd and Flores, 1986:33-6) and routine. 

Trajectory and the associated concepts (i.e. trajectory+) contributed a humanistic 

subjectivity through its attention to different forms of work (illness, information, 

sentimental) and the individual (each resident and staff-member had particular 

involvement in different care trajectories). Thus in this case I considered how 

trajectory accommodated: action and interaction in spaces and places; social and 

emotional responses and consequences; management of action and interaction; 

temporal aspects of actions and interactions. In this case the ICTs studied had already 

been adopted by the user. Thus, the emergent notion, distributed work trajectory, 

accounted for the personal nature of mobile care work; the difficulty of distribution 

in mobile care work; and the very important emotional aspects of use. 

I conducted the third case, Case C, at an organization specialising in youth mental 

health care in a metropolitan area. This work was concerned with suggesting 

information services for mobile clinicians operating in the community. The clinicians 

already used and had adopted a variety of ICTs – mobile phones, landlines, a 

database and email. This case identified problems with distributed work trajectory 

and resulted in mobile trajectory. The temporality and collaboration at this setting 

was highly complex – schedules had to be reconfigured ad hoc, for example. The 

informants moved from highly configured owned places to unknown domestic 

settings. They were also largely in the moment, consumed by their work, but often 

had to reflect and make judgements, for example. In this case I got to know the 

informants well and to understand their work. Thus the account is subjective, 

personal and sympathetic. Mobile trajectory supported the rich account that emerged, 

but at the same time enabled me to maintain a distance, an analytical focus. 

From Case C I refined distributed work trajectory to account for mobile community 

work. The result is mobile trajectory. 

1.8 Result and contribution 

The result of the modification and refinement of trajectory I describe here is the 

newly developed mobile trajectory that is descriptive of the characteristics of the 
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work done by mobile workers such as community care workers who use ICTs and 

move from known, predictable, resource (e.g. information) rich places of work (such 

as an office or community centre) to unknown, unpredictable, resource poor places 

of work (such as other individuals’ homes). The progression to mobile trajectory 

from trajectory is summarised in Table 1.2 below. 

Trajectory (Strauss, 1993) Mobile trajectory 

General Particular to mobile work 

6 sub-concepts Components, features, properties, concerns, 

associated notions 

About illness, everyday work, the management of 
collective work 

About ongoing mobile and associated work e.g. 
the act of working, body work, sentimental work 

High-level Different levels of granularity 

Strong account of collective work, weaker 

account of individuals’ work 

Strong account of both individual & collective 

Weak if goals/interests are not shared Accommodates co-existing goals & interests 

Abstraction Practical knowledge 

Table 1.2: Summary of progression from trajectory to mobile trajectory 

This result will include: 

1. A new series of empirically-grounded mobile trajectory concepts to account for 

the features of mobile work. These advance trajectory with regard to form (point 

2. and 4. below), synthesis (point 3. below) and application (point 4. below). 

2. A series of COMPONENTS, FEATURES, PROPERTIES, CONCERNS and ASSOCIATED 

NOTIONS useful for describing and talking about mobile work at a setting. 

3. An account of the relationship between mobile trajectory, work and social 

sphere. 

4. An account of how I used mobile trajectory was used to address practical 

problems involving ICTs and mobile work. This account includes broad 

heuristics for evaluating ICTs supporting mobile work and a series of pragmatic 

questions addressing how mobile trajectory can be used in fieldwork that 

concerns ICT selection, configuration and evaluation. 

Mobile trajectory is a kind of trajectory, with particular key COMPONENTS, 

FEATURES, PROPERTIES, CONCERNS and ASSOCIATED NOTIONS. I use this notation here 

to distinguish between these aspects of mobile trajectory but, after this section will 

generally use italics to refer to mobile trajectory and/or its various aspects. Mobile 
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trajectory makes no claims about being applicable to all mobile work settings, thus it 

is critical for the fieldwork and analyst to decide if it is relevant and which aspects 

are important at any mobile work setting. 

A mobile trajectory has a CORE TRAJECTORY (e.g. MOBILE MENTAL HEALTH CARE) 

that involves particular work: CORE WORK. This tends to involve one general, 

commonly understood class of actions and interactions that are exchanged for 

something else e.g. CARE, WAYFINDING. There are ALIGNED TRAJECTORIES that feed 

the CORE TRAJECTORY (e.g. INFORMATION TRAJECTORIES). These are part of the 

CORE TRAJECTORY. Some of the WORK in these ALIGNED TRAJECTORIES is SHAPING 

WORK from the perspective of the CORE TRAJECTORY e.g. BODY, INFORMATION, 

SENTIMENTAL i.e. the work involved in moving CORE TRAJECTORY forward. This 

may result in ALIGNMENT or RECONCILIATION WORK (see CONCERNS below) or work 

focused on the coordination of different TRAJECTORIES. 

A mobile trajectory has CYCLES of repeated actions and interactions, TRANSITIONS 

(key points in the trajectory where things change), TRAVERSALS (the movement 

between these points), STREAMS (clusters of actions and interactions often in a 

particular order), SCHEMES (plans) in place to manage the trajectory, POSSIBILITIES 

at any point in the trajectory and overall HISTORICITY (the importance of the past for 

contextualising the present and future) and SHAPE (the duration, extension and 

granularity of the trajectory from past to present). A TRANSITION can be a point in 

time (e.g. 3 p.m.), a place (e.g. a street intersection) or an event (e.g. handover). In 

turn, a TRAVERSAL can involve passage of time, coverage of geographical space or 

the space between two events. CYCLES suggest regular, repeated actions contributing 

to the mobile trajectory. 

Mobile trajectory also has a number of PROPERTIES: PHYSICALITY (PHYSICAL, 

HYBRID, DIGITAL), LOCALITY (DISTRIBUTED, CENTRALISED), INSTRUMENTALITY 

(GOAL-DRIVEN, TOOL-DRIVEN, INFORMATION-DRIVEN), SYNCHRONICITY (POLY, 

MONO, A), INTER-DEPENDENCY (INTER-DEPENDENT, RECIPROCAL, DEPENDENT, 

INDEPENDENT), PREDICTABILITY (PREDICTABLE, UNPREDICTABLE) and PALPABILITY 

(VISIBLE, EPHEMERAL). A PHYSICAL trajectory plays out in the physical world e.g. a 

journey, care work etc. A DIGITAL trajectory plays out in digital space within a 

mobile system or virtual world. A HYBRID trajectory plays out in both. Different 

mobile trajectories have different regard for goals and tools: they can be TOOL-
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DRIVEN i.e. profoundly influenced by the particular objects and artefacts at a setting 

(e.g. through their form); INFORMATION-DRIVEN or sustained by the exchange of 

messages and communications; GOAL-DRIVEN or heavily influenced by the high level 

intention within the trajectory (made evident through SCHEMES for example). Mobile 

trajectories tend to be INTER-DEPENDENT i.e. having important relationships to other 

trajectories e.g. INFORMATION TRAJECTORIES. Mobile trajectories tend to be both 

ASYNCHRONOUS, having different temporal orders and perspectives playing out 

simultaneously, and POLYSYNCHRONOUS, having a loose coupling between time slots 

and the different forms of WORK that are done to SHAPE the trajectory. However they 

can also be anchored through moments of MONOSYNCHRONICITY i.e. when a singular 

notion of time and the work that is done in that time is shared. A mobile trajectory 

can involve all three of these PROPERTIES but exhibit them differently at different 

times. A mobile trajectory that involves movement through space may also depend 

on a DIGITAL trajectory through a device in-hand or on other INFORMATION 

TRAJECTORIES e.g. a flow of instructions. A RECIPROCAL trajectory extends a (INTER-

)DEPENDENT trajectories as it is inseparable from other trajectories. PREDICTABLE 

trajectories tend to have regular CYCLES of repeating work and temporal regularity, 

UNPREDICTABLE trajectories are highly contingent e.g. emergency work. Certain 

trajectories are easy to experience or PALPABLE (e.g. a PHYSICAL trajectory) others 

are more ephemeral and amorphous (e.g. an information trajectory). 

Important CONCERNS are RECONCILIATION CONCERNS or the work that is done to couple 

different trajectories e.g. a PHYSICAL trajectory through space and a DIGITAL 

trajectory through a guide system for example and ALIGNMNENT CONCERNS or work 

that is done to make different trajectories relate or coordinate in some way e.g. a 

PHYSICAL trajectory with a ILLNESS TRAJECTORY. In addition there are RECIPROCAL 

CONCERNS SHAPING WORK may result in consequences that are variously 

(un)expected (e.g. sadness, stress) or CONTINGENCY CONCERNS (e.g. being 

unpredictable) that affect the ongoing CORE and SHAPING WORK. 

A mobile trajectory plays out in (often a number of) SOCIAL SPHERES. A SOCIAL 

SPHERE can include particular WORLDS and SUB-WORLDS comprising certain 

MEMBERS with particular ROLES and INVOLVEMENT and thus has particular 

BOUNDARIES (e.g. physical, organisational). MEMBERS in the SOCIAL SPHERE have 

particular TIES and OBLIGATIONS, both in terms of numbers and strength, to other 

members and different levels of AWARENESS of them. Members have particular 
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BIOGRAPHIES and INVOLVEMENT in particular trajectories and SPHERES, their own 

BIOGRAPHICAL TRAJECTORY for example. The SOCIAL SPHERE exploits particular 

RESOURCES (the focus here is on what something does e.g. a file provides 

information) and MEDIA (the focus here is on how something does it e.g. through 

being expressive) which both have particular AVAILABILITY (e.g. visibility, mobility) 

and MUTABILITY (e.g. sustained availability, static usage) in order to sustain itself. 

The SOCIAL SPHERE also shares KNOWLEDGE, has expected PRACTICES, and, 

importantly, is an ongoing ACCOMPLISHMENT. 

1.9 Overview of Thesis 

Chapt Role and function 
1 - introduces the problem domain and the research questions 

- describes how I will answer the research questions and summarises final output 

2 - reviews relevant studies of mobility and uses of trajectory 

- maps this review onto problem of understanding and designing for mobile work 

3 - describes my methodology, method and approach 

4 - presents my first case study, Case A, a study of tram travellers 

- illustrates trajectory’s problems with accounting for mobility 

5 - considers the critique of trajectory conducted in the previous chapter 

- revisits relevant literature concerning work and mobile work 

- introduces social world, biography, orbit, locale and forms of work (trajectory+) 

6 - presents my second case study, Case B, a study of distributed workers 

- critiques the notion of trajectory+ and introduces distributed work trajectory 

7 - describes my third case study (Case C), a study of mobile workers 

- uses, evolves and tests distributed work trajectory  

8 - presents mobile trajectory and explores the work that it does 

- reflects on and presents evidence regarding different versions of trajectory’s power 

- compares mobile trajectory with 3 conceptual schemes and 2 theories 

9 - critical reflects on mobile trajectory’s role in ICT design for mobile workers 

- critically appraises mobile trajectory as a theory 

- considers opportunities for further work 

Table 1.3: Overview of the 9 chapters in this thesis 

Across the nine chapters of this thesis I incrementally develop mobile trajectory. 

This begins in this chapter with me introducing research questions, briefly describing 

how I will answer these questions through literature reviews (Chapters 2 and 5) and 

three cases (Table 1.1) and summarising and appraising my final output. This ends 
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with Chapter 9 where I critically examine mobile trajectory in terms of its support 

for “ways of looking” (Randall et al., 2005) and “analytic reasoning” (Crabtree et al., 

2006: 283), to produce support sensible designs and as a good theory in and of itself. 

The thesis ends with me summarising my findings and briefly discussing future 

possible research. I summarise the content of the nine chapters in Table 1.3 below. 

In summary, I do three things in this thesis:  

1. Apply trajectory in field studies of people who are mobile; 

2. Refine, tailor and evolve trajectory into mobile trajectory through these studies; 

3. Evolve mobile trajectory and argue for its usefulness for understanding and 

designing technology for mobile collaborative work. 
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2.1 Overview 

This chapter sets out to present and critique different views of being mobile (mobile 

work is discussed in Chapter 5). I argue, through drawing on relevant literature, that 

being mobile involves the themes in Table 2.1. 

No Being mobile theme No Being mobile theme 
(1) physical movement (7) temporal (a)synchrony 

(2) change of location (8) (dis)connection from resources 

(3) uncoupling of space and (inter)action (9) moving through heterogeneous topologies 

(4) multiple worlds (10) affording particular technologies 

(5) change and irregularity (11) different modes 

(6) more interaction (12) an ongoing accomplishment 

Table 2.1: 12 being mobile themes 

My second argument, running throughout this chapter, is that trajectory has the 

potential to account for multiple aspects of being mobile – mobile work, the mobile 

experience and mobile life – but the first two in particular. I present this argument 
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through considering the relationship between studies of being mobile and trajectory, 

its related concepts, sub-concepts and notions. I conclude the chapter by introducing 

the first case (Case A) describing how I use each case (A, B and C) in this thesis to: 

(1) address particular themes; (2) answer particular questions concerning trajectory; 

(3) evolve trajectory to account for particular themes. 

2.2 Introduction 

Mobility is an enticing word. “Mobility is Different” proclaims Barbara Ballard 

(2007) at the beginning of her book “Designing the Mobile User Experience”. 

“Cities are mobile places and places of mobility” note Sheller and Urry (2006) at the 

beginning of their edited book “Mobile Technologies and the City”. Luff and Heath 

(1998) consider “Mobility in Collaboration”. Perry et al. (2001) deal with mobility as 

“Access, Anytime, Anywhere”. Brodie and Perry (2001) design for mobility, 

collaboration and information use. Kakihara and Sorenson (2002) offer “An 

Extended Perspective” of mobility. Vetere et al. (2003) suggest the need for a model 

or theory of mobility. Thus, it seems, the notion of mobility has attracted a great deal 

of interest recently. It is a word that we seem to both intuitively understand and yet 

find hard to define: 

 “Mobility is one of those words that are virtually impossible to define in a meaningful 

way. You either come up with a definition that excludes obvious instances, or your 

definition is too vague; it fails to shed light on important aspects. At the same time we 

all have a feeling of what it means; the newsboy and the travelling salesman are 

mobile, the secretary and the cook are not.” 

[Kristoffersen and Ljundberg, 1999a] 

Here, I will avoid creating an overly prescriptive definition and, instead, present 

themes in mobility research, or what I refer to as being mobile. I will focus on 

research that has set out to examine the notion of being mobile, as opposed to studies 

of mobile work or mobile workers that I will examine in Chapter 5. I acknowledge it 

is somewhat artificial to segregate sections on being mobile and mobile work. My 

rationale is simple: being mobile is broader than mobile work. It both encompasses 

activities beyond work (e.g. tourism, moving and wandering around) with more fluid 

goals and captures aspects that are not traditionally considered as part of mobile 

work (e.g. the urban environment, security and surveillance). However, I should add 
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that when selecting the research to summarise and critique here, I was intent upon 

selecting work that had some relevance for technology and, in particular, ICT design. 

“There are many studies of mobile communications and of urban transport systems, 

but very few studies that address the interplay between mobile communications, 

physical mobility and the city...Much recent work on ‘mobilities’ tends to address a 

general condition of ‘liquid modernity’ (Bauman 2000) at an abstract theoretical level 

with little sense of the particularity of urban practices and the locatedness of 

mobilities at different scales (see Creswell, forthcoming). In contrast, we address 

specifically located material places as sites in which particular kinds of mobility and 

mobile communication have shaped or are reshaping space, place and presence.” 

[Sheller and Urry, 2006:3] 

Like Sheller and Urry (ibid) I am concerned with studying what it is to be mobile. 

They critique a particular lack of attention to “material places” – the experience of 

being mobile in particular environments and the dependence of humans on material 

things (e.g. mobile objects) and the consequences of this in terms of e.g. 

reconceptions of space. They also allude to the consequences of living being mobile 

being important – as a continuing connectedness, lived day-to-day and week-to-

week. However, their analysis lacks any serious consideration of work – what the 

relationship is between being mobile and acting and interacting with others and with 

technology in particular ways e.g. as a part of paid labour. This seems important to 

redress if not here then in this thesis as a whole. 

Here I present and critique some key works from popular, technical (wireless 

communications), sociological (sociology of transport) and socio-technical (Human-

Computer Interaction, Computer-Supported Cooperative Work, Information 

Systems) literature with regard to being mobile. I have chosen these areas as they 

are, I believe, the most pertinent to the research questions I wish to address here. I 

also begin to consider the relationship between work and trajectory, although this 

relationship will be considered in more depth in Chapter 5. 

My broad aim in this chapter is to begin an exploration concerning the feasibility of 

using trajectory to both account for being mobile and to provide support for design 

work for ICTs that relate to being mobile. The argument is that if we can describe 

and understand being mobile better, we have a greater chance of conceptualising, 

selecting and recommending appropriate ICTs. My ambition is to stretch trajectory 
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beyond supporting only “rich description” (Geertz, 1973). As described in Chapter 1, 

my aim here is to evolve trajectory so that it supports descriptions of what it is to be 

mobile, conversations about being mobile, the evolution of new research questions 

and investigations with regard to being mobile and, design work with regard to being 

mobile. In these ambitions, I am referring to developing its “descriptive”, 

“rhetorical”, “inferential” and “application” power (Halverson, 2002:245). These 

notions of power are described in more detail in the next chapter. 

In order to begin this exploration I must first consider the challenge of understanding 

and designing for being mobile. Given the work I could have reviewed, the number 

of studies I consider in detail below is relatively small. However, I do consider 

influential studies from the HCI and CSCW literature (as illustrated by their citations 

– Table 2.2) that both highlight key concerns with the use and design of ICTs for 

being mobile (e.g. Perry et al., 2001). I also refer to studies of work that highlight 

key issues (e.g. Kakihara, & Sørensen, 2002), such as the issue of time. Finally, I 

consider some literature in the wireless telecommunications domain (see Appendix 2 

for a full description) because it has a practical need to understand mobility so 

technicians can build technology to support it. 

2.3 On being mobile 

Ballard (2007:3) notes that: “Fundamentally, ‘mobile’ refers to the user, and not the 

device or the application”. She (ibid:4) characterizes the “mobile device” or 

“personal communications device” as “personal”, “communicative”, “handheld” and 

“wakable” (i.e. it can be awakened quickly by the network or the user). She then 

continues to describe “The Carry Principle”, or the notion that the user typical carries 

a mobile device all the time, and components of a mobile application, such as the 

device it runs on, the user, the application platform, output and input mechanisms, 

server infrastructure and interfaces and the mobile network. However, as interesting 

as her definition is, it doesn’t really help when trying to describe problems with 

being mobile and designing mobile systems. 

“Mobile 

1. You use mobile to describe something that is able to move freely or be moved 

easily from place to place. Mobile units have been set up to get police quickly to an 

incident…the four hundred seat mobile theatre. 
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2. If you are mobile, you can move or travel easily from place to place, for example 

because you are not physically disabled or because you have your own transport. I’m 

still very mobile…For the first time in her life, 29-year old Natasha is mobile… 

3. In a mobile society, people move easily from one job, home, or social class to 

another. We are a very mobile society, and people move after they get 

divorced…young, mobile professionals… 

4. If someone has a mobile face, the expression on their face changes quickly as their 

feelings change. Robyn had the more mobile, expressive face. 

5 A mobile is a decoration which you hang from a ceiling. It usually consists of 

several small objects which move as the air around them moves. 

6 A mobile is the same as a mobile phone. 

7 See also upwardly mobile.” 

Collins Cobuild English Dictionary, 1995 

Even dictionary definitions show there is more to being mobile than simply 

movement. The progression in the definitions from the Webster’s New World 

Dictionary of American Language (1956) and The Concise Oxford English 

Dictionary (1976) to the definition above is telling. Without wishing to labour the 

point, as these are merely definitions of the word plucked unsystematically from 

three different dictionaries, the meaning of mobile has expanded to include: 

portability; transportability; ease of physical, residential, professional and social 

movement; and a particular artefact – the mobile phone. The definitions progress 

from defining “mobile” as physical movement to including “mobile” as an integral 

part of modern life, involving: readily available transportation; the opportunity to 

obtain affluence; the changing connections to places, professions, people and even 

social status; and technology as pervasive in everyday life. 

Perhaps the biggest exponent of the mobility concept (as opposed to being mobile) at 

a marketing level and user needs level is Nokia. Väänänen-Vaino-Mattila and 

Ruuska (2000:177-8), with regard to the mobile context of use, describe how: “…in 

most usage situations, being mobile should remain transparent to the user. This 

means that the functionality that is available to the user when she or he is not mobile 

(e.g., at the office,) should be available with at least similar quality attributes when 

“on the move.”” They continue to describe three aspects of mobile use context – 

“mobile infrastructure context” (e.g. network coverage), “physical context” (e.g. 
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environment) and; “social context” (e.g. the need to keep interaction paths short). 

They then describe the need for constant adaptation by the user and the system when 

mobile noting how (ibid:179): “Fully mobile contexts impose more restrictions on 

peaceful usage of the device: a street (while walking), a car (while driving), or 

anywhere outside without peace and physical stability.” An extension of the ideas 

described above regards connectivity to other devices: “True mobility requires the 

ability to connect over air to other remote devices such as office PCs and servers, 

and messages boxes. A prerequisite for connectivity is compatibility both on the 

device and content level” (ibid:190). 

Perhaps the most telling part of Väänänen-Vaino-Mattila and Ruuska’s book chapter 

is the scenario describing envisaged future mobile interaction and communication 

practices (ibid:200-1). They stress the importance of being able to access information 

in the right time and place while mobile. This scenario also stresses the importance 

of accessing information and communicating when between particular locations and 

the untethering of information from location. They also describe the need to support 

ad-hoc formation of groups while mobile that is suggestive of the blurred boundaries 

between work and leisure. The ad-hocness and blurred boundaries also extend to 

both meetings and opportunistic experiences. Implicit in the scenario is also the 

importance of places – home, the train, and work – and particular times in the day – 

breakfast, the time in transit, lunch. 

I acknowledge this book chapter was written in 2000 and that this view of mobility is 

much more informed than the common sense notion of “mobile” presented through 

the dictionary definitions above. However as the dictionaries were driven by a need 

to provide palpable definitions so Nokia are driven by a need to solve practical 

problems. Nokia (Nokia World, 2008) recently promoted the mobility concept in 

their products describing how their conference in 2007 was the: “…the premier 

global conference for the mobility and internet industries”:  

“Nokia World 2007 articulated the mobilized and enriched internet experience that is 

becoming more accessible and relevant to everyone. We shared thoughts about how 

new collaborative user relationships, individuals, communities, and businesses are 

creating and sharing a wealth of information and opportunities.” 

Nokia World, 2008 
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Both the evolution of the dictionary definitions and the Nokia vision suggest a notion 

of new mobility – ease of movement between places through continual access to 

information free from the shackles of time and routine in an always-on society. They 

also suggest a somewhat Utopian vision of modern life and the consequences that 

constant connectivity – access to others and information in particular – brings. It is a 

vision I shrink from in this thesis for a number of reasons. Firstly, I believe there are 

profound consequences of mobility and connectivity that extend beyond 

“information work” (Strauss et al., 1985:251), and even “mobility work” (Bardram 

and Bossen, 2005). I will consider the work beyond information work, or “the 

handling and processing of information” (Gerson, 1981:7), in more detail in Chapter 

5 and the chapters following. Secondly considering situations that either surface 

difficulties, challenge current understandings or are simply ambiguous with regard to 

the possible role of ICTs seems more useful for progressing notions of mobility and 

mobile work. Thirdly, I do not consider that we have a profound enough 

understanding of mobility and mobile work to get too carried away with future 

visions of them. 

This progression away from understanding being mobile as simply moving towards 

issues concerning work, life and experience is one I wish to continue in the themes I 

present below. I evolved these themes through examining the 97 references cited for 

this chapter and additional work not cited here. As noted above and in Appendix 2, 

this involved detailed consideration of 16 references from the wireless 

communications space, as well as in-depth analysis of studies in HCI and CSCW. I 

also considered John Urry’s work on mobilities (Urry, 2000; 2002; 2003; 2004a; 

2004b; Larsen et al., 2006; Sheller and Urry, 2004, 2006). 

Although I have reviewed and considered a relatively small number of studies from 

HCI and CSCW, I believe these are sufficient to illustrate prevalent conceptual 

themes in being mobile. I argue this for three reasons. First of all the studies describe 

at least 100 people across eight countries through a variety of qualitative approaches 

(see Table 2.6 below).  Secondly these studies have been influential as illustrated by 

the number of times they have been cited (Table 2.2 below). In addition, through 

summarising them in Table 2.6 below I am presenting their “limits” and 

“circumstantiality” (Geertz, 2000:137-8). Finally, I do not argue that themes I 

present here regarding being mobile are complete and/or that I have provided 

sufficient “warrant” (Randall et al., 2007:114) that trajectory and associated notions 
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meet even the criterion of “descriptive adequacy” (Sharrock and Anderson, 1986:20) 

for being mobile or mobile work. Instead I present the much weaker and more 

defensible argument that trajectory and associated notions hold promise for doing so 

and that this requires exploration and argument through further the presentation of 

further studies. 

Citations reference year 

Google1
 ACM2

 

Belotti & Bly 1996 363 83 

Luff & Heath 1998 408 69 

Perry et al 2001 263 63 

Kristoffersen & Ljundberg 1999c 137 38 

Ó Riain 2000 31(228*) 0 

Laurier 2002 36 (123*) 0 

Kakihara & Sorensen 2002 126 0 

*edited book 

Table 2.2: Citations of main HCI/CSCW studies referenced (March 2009) 

I present being mobile as involving the 12 themes shown in Table 2.1. As with many 

such theme sets, individual themes are less discrete than overlapping: the intent here 

not to develop theory, merely to argue for the complementarity of trajectory for 

settings and situations involving being mobile. 

2.3.1 Themes 

(1) Being mobile as physical movement 

In conceiving being mobile as more profound than physical movement it is easy to 

forget that movement is exceptionally important in any understanding of it. Some 

studies de-emphasise movement in their analysis of mobility, stressing the 

consequences (e.g. Perry et al., 2001). Others include movement as an integral part 

of their analysis (e.g. Kristoffersen and Ljungberg, 1999b). I argue, as does Urry 

(2000, 2003) that advances in both technologies (e.g. transport, mobile ICTs) and 

expectations with regard to movement (e.g. as part of work, family life etc.) have 

reduced “the tyranny of distance” (Blainey, 1966) and that movement has become an 

integral part of modern life. This may appear somewhat wild and unjustified until 

some recent studies, drawn from Larsen et al.’s (2006) work, are considered. 

                                                
1 Google Scholar (http://scholar.google.com) 
2 ACM Digital Library (http://portal.acm.org/dl.cfm) 
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Statistics based on households in Great Britain (Department for Transport, 2006) 

show people travelled an average of 6.88 miles per day in 2006 compared to 4.68 

miles in 1972/3. In the UK late 1890s the average distance for a commute to work 

was 3.6km and took 17.7 minutes (Larsen et al., 2006:50). By 2006, in Great Britain, 

the average one-way commute had increased to 8.7km and the duration was 27 

minutes (Department for Transport, 2006). In addition, between 1995/6 and 2006 

although the number of commuting trips per person per year fell by 8 per cent, the 

average trip length rose by 6 per cent and the average trip time increased by 15 per 

cent (ibid). These numbers do not consider a comparison between international 

business and VFR (Visiting Friends and Relatives), health and religious travel. 

International business accounted for 131 million (16% of all inbound travel) arrivals 

across the World in 2006. VFR, health and religious travel accounted for 27% of all 

inbound travel in 2006 (UNWTO, 2007) or 225 million international arrivals, 

compared with 154 million in 2001 and 74 million in 1990. The point is that 

movement is increasingly becoming a part of day-to-day work and family life. 

However being mobile does not only involve commuting, national and international 

travel. Henderson and Kotz’s (2006:19) study of user mobility in WLANs at 

Darmouth College (UK) shows that people were largely found to be non-mobile, 

with 50% of users found to spend 98% of their time in a “home location” – a group 

of one or more access points associated with users within a 50m2 area. Belotti and 

Bly (1996:209) conducted a study of “local mobility”, or “…simply walking 

between rooms or buildings at a local site…” focused on 7 product designers in a 

consulting firm distributed across two US cities twenty miles apart. They largely 

interpret mobility in terms of physical movement and absence from a particular 

place, in this case an office desk. They also distinguish between different types of 

mobility in terms of the different geographical areas covered. Kristoffersen and 

Ljungberg in their “Model of Mobile IT Use” (1999b) drawn from field studies of 

various mobile workers describe “modality”. This describes three kinds of archetypal 

mobile activity: “wandering” or extensive local mobility, “travelling” or going from 

one place to another using a vehicle, and “visiting” or spending a short but coherent 

time (e.g. a few days) in one place before moving on (see theme (10) for a full 

description). These studies point to the need to consider being mobile at different 

levels of both spatial (or geographical) and temporal abstraction. 
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Thus many treatments of being mobile have some reference to physical movement.  

However, its salience and what is actually described as moving varies. For instance, 

Kahikara and Sorenson’s (2002) analysis of mobility, drawing heavily on Urry’s 

(e.g. Urry, 2004a) work on different mobilities, includes objects as well as bodies. 

This resonates with Luff and Heath’s (1998) consideration of the physical movement 

of objects in their discussion of mobility and collaboration with regard to paper 

documents in a medical practice and Urry’s (2000:64-66) discussion of the mobilities 

of objects. Urry (2004a:28) describes “five interdependent mobilities” (Larsen et al., 

2006:47), three of which relate to Kahikara and Sorenson’s (ibid) notion of “spatial 

mobility”: “corporeal travel of people for work, leisure, family life, pleasure, 

migration and escape”; “physical movement of objects delivered to producers, 

consumers and retailers”; and “communicative travel through person-to-person 

messages via letters, telephone, fax, and mobile phone”. Larsen et al. (ibid) point out 

that physical travel involves the body – either through being physically in the same 

place as others, through physically inhabiting a space or being at a particular event – 

and that this co-presence and “proximity” is both “intermittent” and as a result of 

moral obligation. They also describe how communicative travel facilitates particular 

social networks remaining connected and the transfer of various media such as 

documents and photographs containing news, gossip, jokes, job information etc with 

incredible speed via emails and text messages (ibid:48). I will consider issues with 

objects being mobile under theme (8). 

A distinction that is often poorly made in these studies of being mobile is between 

travel and movement around core activities (e.g. work, visiting friends and relatives) 

and travel and movement that is part of core activities. For instance, occasionally 

travelling to a meeting is quite different from moving around as a routine part of a 

job (as with Luff and Heath’s (1998) London Underground workers). There is also 

often a poor acknowledgement of travel and movement of different granularity: 

travelling to a business meeting locally by air (accounting for 40% of all Danish air 

travel – Lassen, 2006) or internationally (as with seven of the 17 mobile workers 

studied by Perry et al., 2001) is quite different from “simply walking between rooms 

or buildings at a local site” (Belotti & Bly, 1996:209) or “the way in which an 

artefact can by mobilised and manipulated for various purposes around a relatively 

circumscribed, or ‘at hand’, domain” (Luff & Heath, 1998:306). The last two 
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quotations also illustrate that the focus of exactly what is mobile may differ: the 

body in the former quotation and “an artefact” in the latter. 

Strauss (1976:66-7) captures the regular spatial traversal of “members” of “social 

worlds” through the notion of “orbit” or “…the spatial movements of members of 

social worlds” (ibid:66): movement through different places with different ecologies, 

moral orders and “membership”. This accounts for mobility as movement through 

cities, across borders and between different places and as having some identifiable 

patterns. This is discussed in more detail in theme (3). A literal use of trajectory to 

describe the physical aspect of being mobile also seems to offer some purchase. A 

travel route, for example, can involve distinct phases: trajectory “phasing” (Strauss, 

1993:54) in Strauss’s terms through, for example, locating oneself, determining 

where the destination is, etc. 

(2) Being mobile as change of location 

This seemingly obvious statement has important consequences for ICT service 

provision. Kempf (2005:134) focuses on the issue of an Internet host becoming 

mobile: 

“The basic problem with mobility in the Internet arises because an IP address has the 

dual role of routing identifier and endpoint identifier. Movement of a mobile host to a 

new subnet invalidates the original IP address as a routing identifier, but the fact that 

the original IP address is still available through the DNS means that it is still valid as 

an endpoint identifier.” 

This addresses the issues emerging from hosts (devices) moving from one logical 

location to another. The problem of being mobile here is a problem regarding the 

means through which a terminal can be reached or connected to and how to 

consistently identify it. Thus mobility entails changing means that I can be connected 

to and what I should be called/named. Wisely and Mitjana (2004:209) describe two 

views to mobile IP addresses: one that involves macromobility or mobility of the 

address between domains; the other considers micromobility or mobility within the 

access network. Pyo and Li (2007:373) again discuss issues of the global mobility of 

IP addresses, describing how both IPv4 and IPv6 have global mobility management 

mechanisms, called “micro-mobility management protocols”: “Micro-mobility 

covers the management [of] user involvement at a local area level, inside a particular 

wireless network.” 
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Zhang (2002:31-4) describes eight mobility (which is never explicitly defined) 

models on an individual or group level. Mobility here is tied to location and location 

management. For example, the “Fluid Flow Model” describes traffic flow as a fluid. 

It focuses on properties of regions and their populations: its population density, 

average population velocity and the length of the region boundary to formulate the 

amount of traffic flowing out of a region. On the other hand, “The Random Walk 

Model” focuses on time and the probability of movement to a particular cell. 

Considering being mobile as changing location also suggests that while mobile, 

people are both, at least in some sense, away from a place and/or in between places – 

away from home, in between home and work, away from family, between home and 

a “third place” (Oldenberg, 1989) for example. These ideas are captured in Hulme’s 

(2005) notion of “interspace”: 

The term ‘interspace’ has been used to refer to the period which occurs between two 

separate but related events which are specifically located in space and time (Hulme, 

2004). This can refer to either the travel time between two events e.g. home and work 

in the morning, or between the arrangement of a meeting (e.g. occurring on a 

Wednesday) and the meeting itself (e.g. occurring on the following Friday). 

[Hulme and Truch, 2005] 

Some of the physical aspects of this change are, again, captured by orbit and the idea 

of an evolving identity is captured within the notion of social world as described 

below. However, there are additional social aspects to this physical movement. With 

a change of physical location can come a change of self-presentation as particular 

boundaries between home and work are crossed, transcended and/or maintained 

(Nippert-Eng, 1996). This sense of a changing self is captured through Strauss’s 

notion of “biography” or “identities over time” (Strauss, 1993:57). 

(3) Being mobile as uncoupling space and (inter)action 

Ling and Haddon (2001), in their diary study of 93 upper middle class Norwegians, 

describe how participants made 43% of all mobile phone calls from work, 8% from 

home, 34% while en route and 16% from other locations. This compared to 49%, 

49%, 0% and 2% via fixed line respectively. The mobile calls were made to a partner 

(39%), kids (9%), relatives (8%), friends (7%), acquaintances (4%). They made 41% 

to “other unspecified persons” (ibid:9). Perry et al. (2001), in their diary study of 17 

mobile professionals in the UK report how these people used email and their mobile 
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phone in particular for “remote awareness monitoring” and “access to colleagues”. 

These findings point to two consequences of being mobile: an uncoupling of 

particular spaces (discussed here) and particular activities and access to multiple 

social worlds (Strauss, 1978). I will discuss the second consequence under theme (4). 

One of the first things that attracted to me to Strauss’s sociology when understanding 

being mobile was his uncoupling of the physical environment and activity in his 

work on American cities. This is not to denigrate the physical aspect of being mobile 

but instead acknowledges that being mobile is not only movement. Urry (2004a) 

acknowledges this: only two of his five mobilities relate directly to physical 

movement. 

In “Images of an American City” Strauss describes the conceptual and actual 

dislocation between social worlds and space (1976:67): 

“The important thing about any given urban world is not that it is rooted in 

space…What is important about a social world is that its members are linked by some 

sort of shared symbolization, some effective channels of communication. Many urban 

worlds are diffusely organised, difficult to pin down definitely in space since their 

members are scattered through several, or many, areas in a city…The important thing, 

then, about a social world is its network of communication and the shared symbols 

which give the world some substance and which allow people to “belong” to “it.”” 

Strauss (1976:67) was making a particular allusion to itinerant jazz musicians who 

move around different places in the city in search for jobs and yet end up in favourite 

haunts to get information about possible jobs. Thus, the people he was referring to 

were highly mobile, visited particular places regularly and inhabited social worlds or 

“universe[s] of regularized mutual response” whose boundaries were “…set neither 

by territory nor formal membership but by the limits of effective communication” 

(Shibutani, 1955:524). Strauss’s point here is that the nature of modern urban life is 

such that belonging is not determined by being in a particular space as people are 

moving regularly due to changing norms of work, ease of transport and the appeal 

and attraction of different parts of cities for city dwellers: 

“Ethnic groups are spatially locatable, so it makes sense to study them in terms of 

space. But many urban worlds are diffusely organized and difficult to pin down 

definitely in space, since their members are scattered through several or many urban 

(and rural) areas. Although the chief institutions of an urban world (fashion, jazz, 



Chapter 2: Trajectory and being mobile 

 
 

33 

drama, chess, art, bridge, stamp collecting, baseball or lesbianism) are necessarily 

located somewhere, the important attributes pertain more to the shared interests and 

activities of “members” of these worlds. 

Strauss [1968:522] 

The coupling of location with institutions and activities and the people who engage 

in them does not adequately describe “urban worlds” (ibid). These environments are 

much more diverse and eclectic than this so that shared interests, activities and 

symbolism (e.g. language) is much more important. 

Larsen et al.’s (2006) recent empirical study of working people’s mobility in the 

Northwest of England shows how 24 informants, ranging from architects (nine) to 

porters and doormen (six), lived a mean of 395 km from the most important people 

in their lives and a mean of 693 km from close family members. People in the study 

sustained regular telephone contact (at least one phone call every ten days on 

average) with people living over 250 km away. They also travelled a mean of almost 

ten UK leisure journeys of over 100 miles and two international leisure journeys per 

year. This far exceeded the figures for business trips: 2.4 and 0.2 respectively. Thus 

the suggestion here is that different forms of travel (e.g. Urry’s (2004a) “corporeal 

travel” and “communicative travel”) are actually core to ordinary people’s everyday 

lives (as opposed to livings). These figures resonate with the World Tourism 

Organisation’s with regard to VFR, religious, medical and other travel – tourists 

accounted for almost twice as many arrivals in this way as compared to business 

travel (UNWTO, 2007). The suggestion too is that many people’s social worlds 

today are indeed distributed and that membership cannot be understood merely in 

terms of a single, local physical space 

Belotti and Bly (1996), in their ethnographic study, describe how being mobile 

locally is a huge problem for remote collaboration due to the uncoupling of particular 

spaces from particular interactions. This is because people are never at their desks to 

field communications from distributed colleagues. Luff and Heath (1998) describe 

issues encountered by mobile London Underground staff when they leave the “Ops 

room” (ibid) – the organisational and informational hub of a London Underground 

station. These staff were regularly dislocated from colleagues and resources (e.g. 

incoming telephone calls, broadcast facilities such as ability to make announcements 

to passengers) because of being mobile. Their being mobile meant they had limited 
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interaction opportunities with colleagues with various expertise and knowledge (e.g. 

to discuss the problems and possible solutions). 

(4) Being mobile as involving multiple worlds 

Implicit in many of the above studies is the idea that being mobile has implications 

for membership of particular worlds. Perry et al.’s (2001), Kennedy’s (2004, 2005) 

and Ó Riain’s (2000) studies of mobile and global professionals stress how being 

mobile means membership of multiple social networks. The last two studies suggest 

the relationships in the global workplace are comprised of strong and weak ties, quite 

literally, on-the-move (Larsen et al., 2006). The first study suggests a continuing 

need to view activities in and be a part of particular social worlds: in their terms the 

“…use of technologies for remote awareness monitoring” (Perry et al., 2001:334). 

These studies’ findings relate to Strauss’s work on social worlds (Strauss, 1978:122). 

A social world has four main aspects: (1) a primary activity, such as researching, 

with associated clusters of activity; (2) sites where these activities occur; (3) 

technology used to carry out the activities; (4) evolving divisions of labour. The 

notion of “membership” is important, and can be complex and multifarious: 

“…social worlds intersect, and do so under a variety of conditions” (Strauss, 

1978:122); “…segmenting leads to intersecting of specific subworlds…” (ibid). 

Thus Strauss’s notions account for complex membership. Strauss (1976:64) 

describes the connection between “location” and “locale” in terms of the social 

worlds that populate and orbit a space. 

“A street like Rush Street in Chicago, for example, is a locale in the evening one may 

find–on the street and in the many restaurants and bars–a variety of customers, 

servicing agents, and visitors. Rush Street has its own atmosphere, as many people 

have observed, compounded of all these people and all these institutions….Rush 

Street is a locale where people from many different urban worlds, with many styles of 

urbanity, pass each other, buy services from each other, talk to one another, and 

occasionally make friends with one another. Like animals using the same bit of land, 

people on Rush Street can interact almost subliminally, demanding nothing of each 

other, making no contracts with each other, merely passing each other or sitting near 

each other. But the interaction can also be contractual and exploitative, as when 

prostitutes find clients or pickpockets find marks. But most important, perhaps, there 

can occur at such locales a more sociable, more lasting kind of contact between 

peoples drawn from different worlds. It is at places like Rush Street that the orbits of 
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many worlds intersect, so that persons may learn something of the ways of another 

world. In locales, as the orbits intersect, the physical segregation of these urban 

worlds is at a minimum.18” 

In Strauss’s locale notions of space, membership, expected behaviours and practices, 

obligations, relationships, interaction and temporality are numerous. These places 

comprise many different people who belong to many different social worlds 

inhabiting the same space. He uncouples physical space and the kinds of activities 

that occur in these places and the kind of people that orbit through (see theme (3)). 

He is particular about his choice of places contrasting Rush Street with “a Polish 

area” which he terms a location or “…a street or area, where intersect only a 

minimum number of social worlds…” (1976:64). This places the orbits of particular 

people and the “membership” of particular social worlds as central to location and 

locale. In locale he emphasises the variety and number of different people from 

different places. He also describes how these different people interact in different 

ways, from the subliminal to the exploitative. Above all, there is potentially more 

longitudinal sociable interaction between different social worlds than in other places. 

(5) Being mobile as involving change and irregularity 

Many researchers of mobile work tend to stress how being mobile involves change 

and irregularity. Adelstein, Gupta, Richard, and Schweibert (2005:27) consider 

modern mobility as rapid relocation: “We now begin our journey into mobility 

management schemes for the mobile computing world in which a mobile node 

changes its physical location (address) at a much smaller timescale.” They compare 

mobility to the changing of physical address and the resulting need to deal with 

forwarding issues through the notification of both the carrier (the post office) and the 

sender. They also describe how there is a transitional period that has to be dealt with 

when one is between addresses.  

Vetere et al. (2003:25) argue that any approach to evaluation of mobile ICTs should 

consider “dynamic use context”: 

“The dynamic context is fundamentally reflected in, but not confined to, a changing 

social environment; e.g. moving from a social gathering, to a formal meeting, to a 

personal space. These social transitions are an important part of mobile use and are 

consistent with research showing that persistent use of mobile devices depends on the 

degree to which they support social interactions (Carroll, Howard, Peck, & Murphy, 
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2002; Howard, Carroll, Vetere, Murphy, & Peck, 2002). Heuristics for evaluating 

mobile devices must therefore consider the dynamic social context.” 

 The relationship between context and mobile devices reflects their close coupling of 

“mobility” and “dynamic use context” as being: (1) “amid”; (2) “in”; (3) “with”. 

“Amid” context is when “the device is separate from the digital and social 

environment, the user remains focused on the device unless distracted” (ibid:30) e.g. 

reading a museum information display on a wall. “In” context is when “Context is 

where the device is used and can play a basic provisioning role” (ibid:30 e.g. reading 

a museum information display on a networked PDA. “With” context is when the user 

“is critically dependent on environment during interaction with the device” (ibid:30) 

e.g. reading a museum information display that updates through information pushed 

to it from the environment as the user’s location changes. 

If Vetere et al. (2003) stress the importance of dynamic context, particularly dynamic 

social context, Kahikara and Sorenson (2002) get quite carried away with the notion 

that being mobile involves “fluid interaction” (ibid:5) and a “fluid world” (ibid:6). 

They largely reproduce Mol and Law’s (1994) work using a blood metaphor to 

“interrogate the diverse spatial forms of social life” (Urry, 2000:30). In their work a 

“region” is “the traditional, geographically dependent human interaction in the pre-

ICT age” (ibid:5). The more modern “network” is interaction that “has been 

relatively mobilised in terms of symbolic travel of data, images, sounds and so on” 

(ibid:5).  They describe how the “highly mobilized interaction” incurred by “flexible 

patterns of work across different contexts” (ibid:5-6) results in a “fluid world” 

(ibid:6). In this “world” there is “no center and no peripheral in the fluid interaction” 

(ibid:6) and the social topology is “neither of a region nor a network but clearly of a 

fluid” (ibid:6). They continue to warn us of the consequences of the “disembedding” 

(Giddens, 1984:21-9) of activities and events through the “fluid interaction” 

supported by new ICTs: 

“It is easy to imagine that this dissolution potentially leads to such problems as loss of 

solidarity among humans, an identity crisis of human existence, decrease of mutual 

trust and a sense of intimacy, a collapse of traditional households and communities, 

and a spread of short-termism and opportunistic behaviour, all of which are 

increasingly conspicuous in the virtual world on the Net...” 

Kakihara and Sorensen, 2002:8 
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Without getting too carried away with the dynamic nature of being mobile it appears 

there are changes and irregularities people have to deal with while being mobile. 

Strauss (1978), as already noted, describes how the membership of social worlds is 

not only overlapping, but also changing and evolving: 

Intersection and segmentation imply we are confronting a universe marked by 

tremendous fluidity; it won’t and can’t stand still. It is a universe where 

fragmentation, splintering, and disappearance are the mirror images of appearance, 

emergence, and coalescence. 

[Strauss, 1978:123] 

When mobile this evolution can be a consequence of physical movement such as 

when London Underground workers move (Luff & Heath, 1998). This evolution can 

also be due to the connectivity enabled in particular places and the “distortion of 

time” (Jaureguiberry, 2000:260-1) supported by the mobile phone such as when 

using “dead time” to connect to a remote workplace in order to keep in touch with 

what is happening there (Perry et al., 2001). 

Not only is social world membership fluid but the work itself is too. At the heart of 

the notion of trajectory are notions of contingent work: 

“We think that the study of medical work per se–its complexities, tasks, risks, 

mistakes, the chaos that can be produced, the suffering of patients and other 

participants–provided a first opportunity to discover a phenomenon that sociologists 

had not been able to grasp until then: trajectories. The contingencies involved in 

working with people who go through and endure something that cannot be totally 

controlled or even managed but merely shaped by the different participants in the 

unfolding drama (Strauss et al., 1985:20) had to be taken seriously, and this new term 

caught the quality of these processes.” 

[Riemann and Schütze, 1991:334] 

(6) Being mobile as involving more (inter)action 

A further consequence of theme (3), (4)) and (5) that being mobile brings is 

interacting and acting more. This is a strong theme in Kakihara and Sorensen’s 

(2004) study of more than 60 mobile professionals in Tokyo in 2002. When 

describing one archetypal mobile professional (a CEO of a small software company) 

they note (ibid:183): 
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“…he was engaged in a constant flow of multiple interaction threads. For him, it 

proved impossible at one particular time to focus on a single interaction at hand and to 

exclude others. He needed to juggle multiple interaction threads by effectively using 

technology.” 

This, to some extent, supports Urry’s (2003:158) hypothesis that communicative 

travel (Urry, 2004a; Larsen et al., 2006) – or the mobility of words and symbols 

through person-to-person messages via media such as letters, postcards, the 

telephone, email, instant messages and skyping – is being used to either replace or 

supplement “corporeal travel” (Urry, 2000:50): “Each various communications 

substitute in different ways for physical travel.” Kakihara and Sorenson (2004) 

describe the ensuing need to manage “multiple ongoing interactions” as 

“interactional mobility” (ibid:185). 

However, Laurier (2002:59) points out there is a danger in this characterisation of 

being mobile as somehow involving more: 

“Remarks about technologies such as cars, mobile phones and WAP somehow 

causing work to be faster, more mobile and more connected-up tend to misrepresent 

the technologies and their users, glossing over how their spatio-temporal arrangement 

in use is just as much about slowing down, holding things in place and 

disconnecting.” 

I will return to this general concern below (theme (12)) but the general point is that 

managing more interaction is part of doing a job while being mobile. Focussing on 

being mobile as an achievement forces attention on how different ICTs with 

different affordances (see theme (10)) are woven together. Strauss’s work has appeal 

with regard to understanding what it is to be mobile because he emphasises 

repeatedly how the “social glue” (Willis et al., forthcoming) holding these social 

worlds together is shared symbols, interests, activities and means of communication 

not places: this is what makes people belong (Strauss, 1978:122). 

(7) Being mobile as involving temporal (a)synchrony 

This is, perhaps, the most difficult aspect of being mobile to deal with. Perry et al. 

(2001), in their characterisation of mobility, describe “anytime” in terms of the 

temporal placement and availability of artefacts and resources and with regard to the 

constraints (social and otherwise) imposed by particular blocks of time (e.g. being at 

work, in a meeting etc). They note too that there are different orders or units of time 
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that relate to the suitability of particular technologies. A mobile phone, because it is 

highly responsive and synchronous, is useful in small units of time which are, 

generally, more frequently available throughout the day e.g. being between meetings.  

A PDA supporting email, in contrast, is useful in larger units of time that are less 

frequently available throughout the day, due to speed and cost issues. 

“Anytime” is, however, further complicated by the notion of “simultaneity” 

(Jaureguiberry, 2000:256). Jaureguiberry describes how one time can be 

superimposed on the other via a mobile phone call. In other words activities at 

particular times (driving a car, talking to a work colleague) can be layered on top of 

each other. Yet, despite this “intensification” (Ó Riain, 2000:179) of time and 

apparent destruction of place, Ó Riain (ibid:198) points out the critical importance of 

“particular places and regions” (cf. Kakihara and Sorenson, 2002:5-6) and “patterns 

of mobility of people, information, and resources within and between these places”. 

Ó Riain was referring to project-level interaction among global IT workers against 

the moment-to-moment interaction described by Jaureguiberry. 

Thus, new technologies can support narrowing the gap between “temporal 

symmetry” (Zerubavel, 1979:60) – “…when people perceive their lives to flow in 

parallel, when they experience the same sequences, durations, temporal locations, 

and the rates of recurrence of events…” (Barley, 1988:127) – and “temporal 

asymmtery” (ibid) – “…when actors exist conterminously but subscribe to 

alternative temporal arrangements” (ibid). Using ICTs while being mobile may not 

mean people’s lives flowing in parallel (Barley, 1988:127) but there is at least the 

opportunity to achieve “temporal complementarity” (Zerubavel, 1979:60) among 

physically dislocated individuals through these same technologies (e.g. awareness 

mechanisms (Cheverst et al., 2007)). Although still asymmetric in terms of time such 

technologies can help achieve Zerubavel’s (1979:62) “organic solidarity” – “…the 

form of integration characteristic of highly differentiated social systems…” (Barley, 

1988:128) – through helping “…different temporal structures…mesh at critical 

points” (ibid). Perry et al.’s (2001:341) finding concerning mobile professionals’ 

remote awareness monitoring of and their social contact with colleagues while away 

from theirs offices seems like just such an attempt. 

Strauss’s notion of social world again has some purchase here although it is a notion 

that requires some development to account for time. Multiple membership could 
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account for varying degrees of “temporal complementarity” (Zerubavel, 1979:60) 

with particular worlds as they drift in and out of “focus” (Fitzpatrick, 1998:118), as 

they become more central to the work at hand and move from the periphery to the 

centre of awareness. Social world could be enriched with a notion of temporal order, 

or “…[c]ycles, rhythms, beginnings, endings, and transition points…” (Barley, 

1988:125]. These may vary in terms of monochronicity where there is a tight 

coupling between temporal order and events and polychronicity where the coupling 

is looser. Combining such an enriched notion of social world with the notion of orbit 

could also help account for the physical dislocation brought about through spatial 

traversal. This notion (and to some extent social worlds) capture: (1) existing 

rhythms of movement and work; (2) particular ecological orders or characteristics 

and constraints of space; (3) particular senses of moral order or cultural and social 

norms. Yet the notion of trajectory also has a strong account of time. Both “phasing” 

(Strauss, 1993:54) and “arc of action” (ibid:56) capture various aspects of time 

including rhythms, beginning and endings. 

These notions begin to capture a more sophisticated notion of ongoing (and shared) 

temporality. Strauss and Glaser (1970:6) allude to these temporal features of when 

describing the work associated with death and dying: 

“This work has important temporal features. For instance, there are prescribed 

schedules governing when a patient must be fed, bathed, turned in bed, given drugs. 

There are periodic moments when tests must be administered. There are crucial 

periods when the patient must be closely observed, or even when crucial treatments 

must be given or actions taken to prevent immediate deterioration – even immediate 

death. Since there is a division of labour, it must be temporally organised.” 

With this comes the idea of different experiences with regard to death. Glaser and 

Strauss (1968a:247) describe trajectory as capturing the unscheduled, unpredictable, 

unregulated aspects of death over which various parties have various degrees of 

control, involvement in, and shared awareness of.  

(8) Being mobile as being (dis)connected to/from information & resources 

Hjelm (2000) [1:3] describes how a laptop is not mobile, but a portable desktop: 

“To find information on the street with a laptop (even one with a wireless modem), I 

have to put down my briefcase, take out my laptop, open it, wait three minutes for 
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Windows 98 to start, balance it in one hand as I try to move the cursor with the little 

red joystick, and find things on the Internet.” 

Although the example is clearly dated, Hjelm’s sentiments regarding mobility 

concern the ability to do things as one normally does without disruption and to 

access information services on-the-move.  This is still a pervasive view of being 

mobile in marketing campaigns (e.g. Nokia), popular culture, in recent studies of 

urban spaces (e.g. Sheller & Urry 2006) and in HCI (e.g. Belotti & Bly, 1996). Perry 

et al. (2001) characterise “access” in terms of access to people, documents and 

information and control over how information (e.g. documents) are used i.e. 

displayed and interacted with (e.g. via a projector or laptop display). They note that 

while being mobile there is a general paucity of this access and an ensuing need for 

mobile workers to ensure flexible, adaptable access to resources including calling 

into their office and using other staff members as a “proxy” to resources (ibid:339).  

Luff and Heath (1998) note how mobile London underground staff have limited 

access to information concerning the state of other places relevant to them (e.g. an 

entrance hall when on a station platform, CCTV pictures) and limited broadcast 

resource opportunities to others (e.g. announcements to passengers over a PA 

system, images of suspect packages to police authorities). They also describe how a 

building site foreman had limited access to important work allocation information 

while onsite after the introduction of a new work allocation system. Adelstein, 

Gupta, Richard, and Schweibert (2005:2,4) describe how: 

“Mobile computing is about providing information anytime anywhere or, more 

generally, computing anytime anywhere…The vision of mobile computing is to be 

able to roam seamlessly with your computing devices while continuing to perform 

computing and communication tasks uninterrupted.” 

Here there is a sense that mobile solutions support work uninterrupted (or at least 

uninterrupted support for work), without seams, and with appropriate adaptation. 

Zeng and Agrawal (2002:1) agree, describing mobility as the crossing of regional, 

local (determined by cells) boundaries – a process that has to be managed through 

handoff: 

“Mobility is the most important feature of a wireless cellular system. Usually, 

continuous service is achieved by supporting handoff (or handover) from one cell to 

another. Handoff is the process of changing the channel (frequency, time slot, 
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spreading code, or combination of them) associated with the current connections 

while a call is in progress. It is often initiated either by crossing a cell boundary or by 

a deterioration in quality of the signal in the current channel.” 

On a more generic level, Sheller and Urry (2006) argue that “information 

metabolism” and “information flows” are a defining characteristic of modern cities. 

“Cities also have an informational metabolism, having historically served as 

commercial hubs in which there was a density of informational flow concerning 

prices, arrivals, departures, availability of commodities and goods. Alongside this they 

functioned as centres of media and publicity with a density of meeting places, 

newspapers, leaflets, libraries, advertising posters, billboards and loudspeakers. Today 

such information flows, in part, take digital form, flowing through the dense urban 

infrastructure of coaxial and fibre optic cable, radio towers and satellite dishes, visual 

display units and, increasingly, WiFi protocols. Such flows – and the systems to 

control, channel and direct them – constitute cities as transnational entities made up of 

complex encounters, connections and mixtures of diverse hybrid networks of humans 

and animals, objects and information, commodities and waste…” 

[Sheller and Urry, 2006:1-2] 

This view is mirrored by Vetere’s et al.’s (2003:25) characterisation of technologies 

in terms of “portability” and “connectivity”. Specifically, they use these two 

characteristics of mobile ICTs to “…isolate the HCI challenges associated with 

mobility”. Thus an “inert” (ibid:30) technology, although having close proximity to 

certain core resources (such as power) and a consistent relationship with its 

environment, generally cannot be carried around.  A “connected” (ibid) technology 

has access to various resources including people, data and information, tools to 

extend current activities and other devices that can be controlled. 

The notion that being mobile involves movement from information rich to 

information sparse environments has a weak account in Strauss’s work, although 

social world includes “technology” (Strauss, 1978:122) and locale includes shared 

symbols, meanings and practices. In addition, Strauss et al. (1985) describe a notion 

of “information work” (ibid:251-60) and “machine work” (ibid:40-68) as distinct 

forms of work. Others have considered the role of information with regard to 

Strauss’s work (e.g. Reddy and Dourish, 2002). I discuss some of this work in 

section 2.5 below. 
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(9) Being mobile as moving through heterogenous topologies 

Kristoffersen and Ljundberg, (1999c) describe how being mobile involves greater 

“heterogeneity” or less predictability concerning the contextual constraints (the work 

ecology) regarding work. Perry et al. (2001:324) broadly characterise being mobile 

as “access anytime, anywhere” and, with this, having less familiarity, freedom and 

certainty with regard to the environment. In particular, their treatment of mobility 

contrasts being mobile with “dead time” or time “…between tasks and between 

meetings…” in which their participants “…usually had little control over the 

resources available to them” (Perry et al., 2001:337). 

Jaokar & Fish (2006:5) describe mobility as “…a class of applications which permit 

us to interact and transact seamlessly when the user is on the move ‘anytime, 

anywhere’” and that “the term ‘Mobile’ [is] independent of access technology i.e. 

3G, wireless LANs, WiMax, Bluetooth etc.”. Thus they suggest that mobile 

applications should permit movement across various boundaries and through various 

technical topologies, invisibly, seamlessly. Yet this contradicts Chalmers and Galani 

(2004) who suggest capitalising on “seams” and spatial, temporal and technological 

heterogenity when designing and designing for both non-reflective, “thrown” 

(Winograd and Flores, 1986:33-36), non-rationalising (inter)action and rationalising, 

reflective (inter)action. 

With the notion of heterogeneity and differing degrees of connection to information 

and resources comes the idea that being mobile involves travelling from the known 

to the unknown, the charted to the uncharted, the predictable to the unpredictable. 

This is captured in the need for mobile workers to plan for the unexpected (Perry et 

al., 2001) and the portrayal of the mobile worker as travelling from a highly 

configured, information-rich, collaborative environment to the less known, 

unpredictable outside (Luff and Heath, 1998). Jaureguiberry (2000) emphasises this 

unpredictability of mobile interaction through his characterisation of time becoming 

uncertain and distorted and the “the vortex” – “some centrifugal force because of the 

uncontrollable acceleration of events” (ibid:262). 

Trajectory captures notions of the unpredictable and the contingent nature of work 

and events. At its core is a notion that events might not work out as expected but that 

they are (sometimes acutely) experienced. However, Strauss’s work has a limited 

account for the kinds of heterogeneity a mobile worker might experience except for 

that captured in orbits and social worlds. The former notion suggests movement 
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through particular urban locations and locales with varying familiarity, “ecological 

order” and “moral order” (Strauss, 1976:66): “The chief efficacy of the term “orbit” 

is that it directs attention to the spatial movements of members of social worlds” 

(ibid). Social worlds, as described above, can capture the notions of shared 

symbolism and change. 

(10) Being mobile as affording particular technologies 

 
  Technology 

  Mobile Portable Desktop 

Wandering X   

Travelling X X  

M
od

al
ity

 

Visiting X X X 

Figure 2.1: Kristoffersen and Ljungberg (1999b) – relationship between modalities and different 
kinds of technologies 

Kristoffersen and Ljundberg’s (1999b), in their “Model of Mobile IT Use” describe 

three kinds of archetypal mobile activity or “modality”: (1) “wandering” or extensive 

local mobility; (2) “travelling” or going from one place to another using a vehicle; 

(3) “visiting” or spending a short but coherent time (e.g. a few days) in one place 

before moving on. They argue that the nature of each form of mobility lends itself to 

particular technology/technologies (see Figure 2.1 above and Kristoffersen and 

Ljundberg, 1999b:3). 

Gow and Smith (2006:63), quoting Hjelm (2000, see above), note that: 

“If you can’t pick up a device and walk out of the building while maintaining contact 

and continuing to use the applications you were using, it is not really mobile.” 

They (ibid: 2006:63) describe how Hjelm is “setting the standard for what we might 

call true mobility, which is a designation that can be set on a continuum of 

possibilities…”. They note how these “possibilities” have “fixed” and “mobile” at 

each end of the continuum, with “portable” in the middle. They note how a laptop 

with wireless capability would not conform to “true mobility”: 

“It would be awkward (and unsafe) to pick up a laptop and try to continue to use it 

while walking around a room or on a street…the device is clearly not designed for that 

kind of application. Moreover, the wireless technology used by most laptops…is 
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really not designed to hand-off the signal from one base station to the next. The 

situation with a wireless enable laptop is therefore described as one of ‘portability’…” 

Perry et al. (2001) note how different technologies afford different synchronies – 

mobile phones, because of their synchronicity, facilitate social banter that, in turn, 

facilitates continued communication with a remote workplace.  

 

Figure 2.2: Vetere et al.’s (2003) characteristics of Mobile ICTs 

Vetere et al. (2003) suggest (mobile) technologies’ key affordances can be 

characterised in terms of being portable or inert and being connected to or detached 

from particular resources (see above and Figure 2.2 above). In contrast, Luff and 

Heath (1998:311), when considering possible technology support for London 

underground personnel, suggest that technologies supporting mobility should not be 

singular but woven together to support mobile work: 

“The support for mobile personnel would thus be through a heterogeneous 

combination of technologies, for example a mix of small mobile devices and larger 

fixed systems.” 

Strauss has a poor account of the various technologies involved in mobility, although 

he does describe technology within his definition of a social world as “inherited or 

innovative modes of carrying out the social world’s activities” (Strauss, 1978:122). 

Strauss et al. (1985:40-68) also describe “machine work” as involving working with 

medical equipment, producing actual work through this equipment and then 

monitoring the work produced through them. 

(11) Being mobile as involving different modes 
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Closely related to the last theme is the notion that being mobile involves different 

forms of transport. Kristoffersen and Ljundberg’s (1999b) describe “wandering”, 

“travelling” and “visiting” but others largely neglect that being mobile can involve 

different levels of heterogeneity in “corporeal travel” (Urry, 2000:50). Urry (ibid:51) 

describes four modes of travel: “walking, travelling by rail, driving, and air 

travel…”. Mukherjee, Bandyopadhyay & Saha (2003:26-9) differentiate three 

different types of mobility in 3G systems: (1) metropolitan mobility; (2) national 

mobility; (3) international mobility. These different types of mobility suggest 

different modes. For example metropolitan mobility suggests car travel (Urry’s 

(2000:59) “automobility”) while international mobility suggests air travel (Urry’s 

(2008) “aeromobility”). 

Thus a consideration of mode draws attention to the scale of being mobile, the 

environment traversed through as well as the experience – walkers can give shape to 

and consume places, contrasting with the “panoramic perception” and “quasi-

private” mobility offered by rail and automobile travel respectively (Urry, 2000:56, 

58). These distinctions are generally absent from Strauss’s work, as it is in much 

urban sociology (Urry, 2000:58-9), although in his urban studies the notion of orbit 

(Strauss, 1976:66-7) implicitly suggests a mode of movement. 

The curious stroller, “the flâneur” (Urry, 2000:54), both personalises and challenges 

“the counting of time” (Game, 1991:150). The train both objectifies and standardises 

time through timetables, departure times and arrival times. The “automobility” (Urry, 

2000:59) provided by the car, on the other hand, hands control of time back to the 

individual, although such freedom is also constrained too the road network, road 

regulations and temporal rhythms such as rush hour as well as temporal uncertainties 

such as traffic jams (Urry, 2000:59-60). Air travel again enforces rigid, although 

elaborate and ambiguous, notions of time. Through “aeromobility” (Lassen, 2006; 

Urry, 2008) people and cultures dwell in anonymous, in-between spaces, such as 

airport lounges, where multiple time zones converge (Urry, 2000:63). 

(12) Being mobile as an accomplishment 

In contrast to the anti-Utopian (Kling, 1996) vision conjured by Kakihara and 

Sorensen (2002) and Jaureguiberry (2000) with regard to mobility, Eric Laurier 

(2002) takes an ethnomethodological stance on being mobile. Rather than 

emphasising the chaos and overload incurred by mobility and mobile ICTs, Laurier 
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describes its predictability, specifically how the ongoing maintenance of “the region” 

(ibid) assembled by mobile workers is an accomplishment. His focus is on the act of 

assembly and assemblies themselves. Quoting Hinchcliffe (2000) he describes 

(ibid:50) his emphasis as: “the assembling practices that associate diverse collections 

of people and things, and on assembling of practices that these people and things 

then allow.” Specifically he describes the detail of how a mobile office is “pre-

assembled” (ibid:48) in terms of organisation being already there: a car to be driven, 

a mobile phone to be used, highways to be driven on, colleages to be consulted etc. 

He then describes how a mobile office is assembled through “banal, ordinary 

activities” (ibid:49): checking voice mail via mobile phone, calling clients from the 

car, meeting colleagues over hot-buttered toast in “a greasy spoon café” (ibid:53). He 

also describes how availability and visibility are managed through call screening, 

voice mail and phone calls: temporal boundaries are maintained through these 

everyday activities (ibid:54-5). This does not mean that everything goes according to 

plan. “Repair work” (ibid:57) helps manage the contingencies involved in mobile 

work e.g. a flat tyre. 

Luff and Heath (1998:306) describe this accomplishment in terms of the mobile 

worker’s ongoing management of their own mobility and artefacts used to achieve 

collaborative work: 

“By attending to the resources through which objects are made relevant from moment-

to-moment we can see how their mobility is critical in the accomplishment of 

collaborative activities.” 

Perry et al. (2001:334, 344) describe how their mobile workers “…appropriated tools 

to accomplish their work…” and how a “…range of resources and strategies are used 

by the mobile worker to achieve different types of access, constrained by where the 

workers are and the time available to them”. Thus the suggestion is that mobility is 

accomplished through a blend of carefully assembled tools and technologies (paper, 

voice mail, mobile phones, cars) and a number of actions and interactions (call 

screening, contact work, making work visible). There is also a suggestion that this 

achievement is continually constrained by and subject to the vagaries of time and 

place. 

The notions of “intersection” and “segmentation” (Strauss, 1978:123) capture the 

different responsibilities and roles of the mobile workers described and the demands 
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that this involves. Orbit (Strauss, 1976) also captures the implicit physical movement 

and trajectory the ongoing contingent nature of mobility, regular patterns of 

(inter)action and the orders involved (e.g. social norms). However, this theme also 

suggests that there is much more to being mobile. It suggests that there are orders 

that need accounting for as well as an ongoing process of managing work to achieve 

these orders. 

2.3.2 Comment on themes 

My picture of being mobile suggests change: changing people and activities, 

technologies and services, environments and ecologies and, as result, levels of 

information access. It also suggests that boundaries, borders and seams (Chalmers & 

Galani, 2004) are continually acknowledged, worked with and transcended as the 

mobile worker manages interruptions, moves in and between heterogeneous 

environments, social worlds and technologies. As important as all of these is the 

changing character of work, the unique experience of time and the shifting sense of 

self as the mobile worker physically, bodily is engaged in manipulating objects, 

moving around a room, travelling between cities or towns, crossing a national 

border. Yet despite this apparent emphasis on change being mobile is achieved daily, 

artfully (Laurier, 2002). 

Strauss’s concept Being mobile theme 
- trajectory (1) physical movement; (5) change and irregularity; (9) moving through 

heterogeneous topologies 

- social world (3) uncoupling of space and (inter)action; (4) multiple worlds; (5) change 
and irregularity; (6) more interaction; (7) more complex notion of time; (9) 
moving through heterogeneous topologies 

- orbit (1) physical movement; (2) change of location; (4) multiple worlds; (7) 
more complex notion of time; (9) moving through heterogeneous 
topologies 

- information / machine work (8) (dis)connection from resources; (10) affording particular technologies 

Table 2.3: Strauss’s notions related to mobility themes 

In characterising being mobile I have made the argument that Strauss’s sociology 

potentially supports the provision of an account of it. Specifically I have argued for 

the mapping between particular being mobile themes and particular aspects of 

Strauss’s work in Table 2.3. Thus although Strauss’s notions address many aspects 

of being mobile some lack “descriptive adequacy” (Sharrock and Anderson, 

1986:20) because being mobile involving particular (assemblies of) technologies 

(theme (10) and (12)) in particular. Certain notions also converge and coalesce. For 
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example: both trajectory and social world account for temporality; both trajectory 

and orbit can account for the physical movement. 

I will now, in greater detail, present and describe particular notions from Strauss’s 

work which I believe, on the basis of the literature review I have just presented, hold 

promise in accounting for being mobile: trajectory; social world; orbit. 

2.4 Trajectory, its sub-concepts, social world and orbit 

2.4.1 Trajectory 

Strauss’s calls trajectory a “concept”, describes how it ran through most of his 

research writing (Strauss, 1993:52) and places it at the heart of his own theory of 

(inter)action: 

“As I continued to think about my translation and development of the pragmatist 

action scheme, I very slowly and with some surprise concluded that this elaborated, 

conceptualization of trajectory was the central concept in my sociological, 

interactionist theory of action.” 

(Strauss, 1993:53-4) 

He (Strauss, 1993:53) defines a trajectory as: 

“(1) the course of any experienced phenomenon as it evolves over time (an 

engineering project, a chronic illness, dying, a social revolution, or national problems 

attending mass or “uncontrollable” immigration) and (2) the actions and interactions 

contributing to its evolution.” 

Thus trajectory has been applied to a many settings – project management, medical 

work, illness and dying to name a few – and is a very broad concept. However, at its 

heart, it has notions of time, work, evolution, contingency, actions and interactions; 

all of these are appealing words when researching being mobile as discussed above. 

As Urry (2000:16) points out, there is a need for sociology, and any attempt to 

rationalise current society, to account for both the reconfiguration of time and space 

caused by the permeability of borders and boundaries between nations and societies 

and the unconfined nature of time (e.g. instantaneity) despite these borders and 

boundaries. I would extend (or reduce) that need to include dislocated individuals 

involved in shared action. As I point out below, trajectory has both strengths and 

weaknesses in addressing this need. Although I am not attempting to explain society 

(or lack of it) here, I am attempting to describe and eventually support design for 
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mobile work – a smaller unit of analysis that nonetheless is embedded in a global 

society where relations and networks are increasingly important in work (Larsen et 

al., 2006).  

2.4.2 Trajectory sub-concepts 

Trajectory has a number of sub-concepts, largely neglected by those who have used 

trajectory in studies of technology (as I discuss below): trajectory phasing; trajectory 

projection; trajectory scheme; arc of action; reciprocal impact; and trajectory 

management. 

Trajectory phasing is “the researcher’s conceptualization of phases, in accordance 

with changes in the interaction occurring over time “around” the phenomenon as it 

evolves” (Strauss, 1993:54). This places phasing in the hands of the researcher. 

However, Strauss also points out that the interactants may have conceptualizations of 

phases that may act as conditions for future action. Strauss’s described the 

relationship between phases and sequences of (inter)actions: “Analytically, these 

phases are properties of the sequence of interactions” (Strauss 1993:54). Thus the 

interactants perceptions of phases are important, but distinct from the researchers’ 

classifications. The suggestion is that these perceptions of phasing may or may not 

converge. 

Trajectory projection describes “a vision of the expected course of interaction 

perceived as needed to shape action with regard to the phenomenon” (Strauss, 

1993:55). Strauss describes how many trajectory projections cannot be accounted for 

by an end-means analysis, as many projections are organic: there is an interplay 

between the ends and the means as action plays out. He also describes how different 

actors may have different projections and how certain projections may be embedded 

in the past, in the form of individual memories for example. 

Trajectory scheme describes “the plan consciously designed to shape interaction as 

desired, given the content of a trajectory projection” (Strauss, 1993:55).  Strauss 

describes how the plan “designer” is determined by examining the peculiarities of 

the particular situations and how the trajectory scheme is “essentially envisioned as 

an overall strategy that when acted on becomes translated into actual actions” 

(Strauss, 1993:55). He also describes how a scheme is “deliberate” and therefore 

visible to the designer and other actors and may result in disagreement and debate. 

These schemes may be continually revised and reinterpreted and are contextualized 
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by other schemes involving other actors. Strauss describes how it is important for the 

researcher to both acknowledge the multiple possible interpretations of a trajectory 

scheme and that these schemes are contextualized by “an organization of strategies” 

(Strauss, 1993:56). 

Arc of action is “the researcher’s concept of the cumulative action and interaction 

that has taken place in attempts to shape the course of the phenomenon, as perceived 

by the researcher looking backward from the present time” (Strauss, 1993:56). 

Strauss describes how actors’ past actions contextualize future actions and even 

become a condition for them. Thus actors’ perceptions of how action has proceeded 

can affect how the forming of projections and the casting and recasting of schemes.  

The consequences of actions can become conditions for further interaction, 

producing further consequences through reciprocal impact (Strauss, 1993:56). 

Strauss also notes that arc of action merely makes explicit past interactions 

becoming contextual factors for current and future ones. 

Strauss’s trajectory management is “the entire process by which the course of the 

phenomenon is shaped by actors, through all of its phases and perhaps subphases, by 

the carrying out of the trajectory scheme” (Strauss, 1993:56). Issues of influence, 

power, chosen modes of action, preferred interactional styles, spontaneous and 

deliberate action are all relevant here. Again, Strauss has advice for the researcher: 

“researchers must attempt to catch this interactional complexity, or at least as much 

of it they can within the constraining conditions of their particular studies” (Strauss, 

1993:57). Strauss describes this complexity as involving “a negotiated order 

(negotiation plus the remaining interactional processes)…whereby interactants must 

come to terms with the goals and actions of each other” (Strauss, 1993:57). Strauss 

also warns against “conceptual precommitments” and “selective perception” 

(Strauss, 1993:57). 

2.4.3 Social world 

A central notion in describing human (inter)action for Strauss was social world or a 

“…universe of regularized mutual response”…whose boundaries are…“set neither 

by territory nor formal membership but by the limits of effective communication…” 

(Shibutani, 1955:524). Strauss (1993:159) stresses that Shibutani was referring to 

“action” or the act of communicating when referring to “communication”. 
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“In each social world, at least one primary activity (along with the related clusters of 

activity) is strikingly evident; i.e., climbing mountains, researching, collecting. There 

are sites where activities occur: hence space and a shaped landscape are relevant. 

Technology (inherited or innovative modes of carrying out the social world’s 

activities) is always involved. Most worlds involve quite complex technologies. In 

social worlds at their outset, there may be only temporary divisions of labor, but once 

under way, organizations inevitably evolve to further one aspect or another of the 

world’s activities.” 

Strauss, 1978:122 

Thus social world (1) can be understood in terms of a generic group of actions, e.g. 

caring, that, in turn, comprises sub-activities that can evolve into individual work 

groups e.g. managing health care workers. Social worlds (2) exist at particular sites 

with particular ecologies, e.g. a residential home, and (3) they involve particular 

tools e.g. the telephone. The (4) processes (e.g. handover) and responsibilities (e.g. 

briefing a co-worker) entailed by the primary activity and sub-activities are not static 

but evolve and change over time. The notion of “activity” is important and is 

explained by one of his assumptions in the Interactionist Theory of Action: 

“A major set of conditions for actors’ perspectives, and thus their interactions, is their 

memberships in social worlds and subworlds. In contemporary societies, these 

memberships are often complex, overlapping, contrasting, conflicting and not always 

apparent to the other interactants” 

(Strauss, 1993:41) 

Strauss (1976:67) emphasised this point and the conceptual and actual dislocation 

between social worlds and space when discussing American cities (see theme (3)). 

Members of urban social worlds are not only linked by shared activities but also by 

communication and shared symbolic representations (e.g. language, music etc.). 

Members’ experiences also shape social worlds and the experience of social worlds 

also shapes members’ experiences. Thus, it seems, social worlds resonate with what 

Etienne Wenger, over twenty years later termed “communities of practice” (Wenger, 

1998). The notion of biography – “identities over time” (Strauss, 1993:57) – and the 

body – an individual’s corporeal being (Strauss, 1993:59) – enriches this further 

through drawing attention to the ongoing e.g. emotional impact of activity on the 

individual and the physical involvement of the individual in the social world. 
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Thus social world is a powerful and appealing notion in evolving trajectory for being 

mobile and mobile work because movement: 

- involves a sense of membership of a particular group engaged in a particular 

activity or certain activities; 

- often requires reconciling different social worlds and coming to terms with the 

“temporal synchrony” (Barley, 1988) facilitated by mobile ICTs; 

- involves negotiating rapidly changing social worlds – this involves having 

particular worlds drifting in and out of focus (both in terms of importance to the 

work at hand and personal awareness); 

- often requires eventually and inevitably reconciling these worlds at some point. 

Social world captures much of the context for any trajectory, different levels of 

activity at different granularities, and the temporal qualities of ongoing work. Social 

worlds form, segment, splinter and dissipate and re-form (Strauss, 1978) over time. It 

also addresses, albeit in a limited way, issues concerning resources available to 

support a trajectory (“technology”) and the location where the trajectory is unfolding 

(“sites”). 

2.4.4 Orbit 

Strauss’s (1976:66) notion of orbit or “…the spatial movements of members of 

social worlds…”, involves traversal through different places with different ecologies, 

moral orders and membership. Strauss (1976:66) describes these different orbits 

when discussing American cities: 

“Some worlds are relatively bounded in space, their members moving within very 

narrow orbits, like the immigrant mothers already mentioned. The members of other 

social worlds, such as the elite worlds of any large metropolis, move in orbits that take 

in larger sections of the city as well as encompass sections of other cities – foreign as 

well as domestic. In any genuine sense, it can be said that members of such a world 

live not only, say, in the Gold Coast area, but also elsewhere for part of the year – in a 

favourite resort, in a fine suburb, in Paris, or in all four places.” 

This notion of orbit is worth serious consideration in mobile work trajectory as it 

accounts for: 

- spatial traversal; 

- existing rhythms of movement and work; 
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- particular “ecological orders” (Strauss, 1976:66) or characteristics and 

constraints of space; 

- a particular sense of “moral order” (Strauss, 1976:66) or cultural and social 

norms. 

It also accounts for a common sense view of mobility as movement through cities, 

across borders and between different places and as having some identifiable patterns. 

2.5 Discussion 

I have argued (section 2.3.1 and 2.3.2) that Strauss’s notions can account for 

particular aspects of being mobile. This relationship between themes and Strauss’s 

work is presented in Table 2.3 above. This table shows certain advantages in using 

Strauss’s work here: it accounts for all but two of the themes described above. 

However, the table also shows that there are certain gaps with regard to theme (8), 

(10), (11) and (12) in particular. In addition, certain concepts overlap in their 

treatment of particular themes e.g. both orbit and trajectory account for theme (1) 

and (9). Ultimately however, although a useful point of reference, the table fails to 

illuminate what is particularly important to account for in being mobile. 

Study Purpose Key notions 
Fitzpatrick’s (1998, 2003) 
study of 6 system engineers in 
Australian computing dept 

To describe, support the 
design of and evaluate digital 
collaborative environments 

“Locales” – “Locale foundations”, “Civic 
structure”, “Interaction trajectory”, 
“Individual views”, “Mutuality” – 
supports CSCW design 

Bardram & Bossen’s (2003, 
2005) study of a Danish 
haemotology department 

To develop and present the 
notion of “mobility work” 

“Mobility work” accomplishes the 
appropriate configuration of 4 aspects: 
people, places, knowledge &/or 
resources 

Reddy & Dourish’s (2002, 
2006) study of a US 
metropolitan hospital SICU  

To describe features of the 
temporal organization of work 

The importance of “temporal 
trajectories”, “temporal rhythms” & 
“temporal horizons” in “information 
work” 

Munkvold & Ellingsen’s (2007) 
study of a Norwegian 
psychogeriatic unit 

To develop a perspective on 
how information is shared in 
heterogenous, collaborative 
settings 

A CIS is temporal, contingent & 
achieved, medical data evolves over 
course of illness, nursing plans are 
uncertain & contingent 

Table 2.4: Overview of 4 studies deploying Strauss’s work 

Others have deployed various parts of Strauss’s work in HCI and CSCW in studies 

that are largely focused on work (Table 2.4 above). Four notable uses are: (1) 

Fitzpatrick’s use of Strauss in her “Locales” framework (Fitzpatrick, 1998; 2003); 

(2) Bardram and Bossen’s use of Strauss’s notion of articulation work to evolve 
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“mobility work” (Bardram & Bossen, 2003; 2005); (3) Reddy and Dourish’s use of 

trajectory to describe temporal aspects of information work in a Specialist Intensive 

Care Unit (Reddy, Dourish & Pratt 2006); (4) Munkvold and Ellingsen’s use of 

illness trajectory in combination with Common Information Spaces (Schmidt and 

Bannon, 1992:27) to describe and critique an implementation of nursing care plans 

(Munkvold and Ellingsen, 2007). These four are of particular interest because they 

deal with temporality and ongoing collective work and, in two cases, directly involve 

local mobility in hospitals. 

All of these studies, bar Bardram and Bossen’s (2003, 2005) study of local mobility 

in a hospital, focus on work and experience rather than being mobile. Fitzpatrick 

(1998) and Bardram and Bossen (ibid) through their use and development of 

articulation work, or the constant alignment of the “multitude of sequential actions 

involved in any interactional course” (Strauss, 1993:40), have a strong focus on 

forms of work other than information work. Regular rhythms of work are stressed by 

Reddy et al. (2006) drawing heavily on Zerubavel’s (1979) work on time in hospital 

life in their notion of “temporal rhythms”3 (ibid:40) or “the re-occurring patterns of 

work and how people use their knowledge of these re-occurring patterns during their 

patient care and organizational activities in the unit” (ibid:41). Fitzpatrick (1998) 

makes reference to the notions of multitudinous identities and involvements via the 

notions of “mutuality”4 (ibid:134) and “individual views”5 (ibid:115). Bardram and 

Bossen (ibid) directly consider people being mobile – in this case the achievement of 

local mobility or “mobility work” – although Reddy et al. (2006) and Munkvold and 

Ellingsen (2007) allude to the consequences of medical staff being mobile. All these 

studies consider or allude to a singular mode of “corporeal travel” (Urry, 2004a) or 

“modality” (Kristoffersen and Ljungberg, 1999b), namely walking or, in 

Kristoffersen and Ljungberg’s (1999b) terms, “wandering” and “visiting”. 

Only Fitzpatrick (ibid) directly addresses the digital work involved in dwelling in a 

virtual collaborative environment longitudinally. The other authors implicitly deploy 

a metaphor of support when describing the work that information does. Bardram and 

                                                
3 Zerubavel (1979:35) discusses the “rigid rhythmicity” of hospital life in terms of “…regular 
temporal patterns…which are dictated by nonmedically based schedules.” 
4 “…presence and awareness issues in relation to how the locale media and resources provide the 
mechanisms to facilitate all these interactions and foster a sense of shared place and shared work.” 
(Fitzpatrick, 1998:134) 
5 “…the perspective of the individuals who comprise a social world, and who are members of multiple 
social worlds simultaneously.” (Fitzpatrick, 1998:115) 
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Bossen’s (2005) do point to the importance of achieving particular configurations of 

people, resources, places and knowledge through “mobility work” which helps align 

different aspects of work at a setting but Fitzpatrick (ibid) alludes to the importance 

of the digital and the physical and the backdrop that each provides to both the digital 

and physical aspects of work. 

Bardram and Bossen’s (ibid) work also examines the importance of place when 

engaged in local mobility. They describe the achievement of the particular 

assemblies – “standard operating configuration (SOC)” (Bardram & Bossen, 

2005:132) – and articulation work in mobility – “mobility work”. A common, 

assembled, configured yet ephemeral information space is described by Munkvold 

and Ellingsen (ibid) is conjunction with trajectory to describe issues with the 

deployment of digital nursing plans. Given Dourish’s past work on place (e.g. 

Harrison and Dourish, 1996) it is surprising that there is little treatment of this notion 

in Reddy et al.’s (ibid) work on temporality. For Fitzpatrick (ibid), on the other hand, 

this is a key concern – the consequences and challenges of dwelling in a digital 

collaborative environment with particular digital ecology and resources are addressed 

in her metaphor of “locale”6 or “the relationship between a particular social world 

and its interactional needs, and the ‘site and means’…used to meet those needs, i.e., 

the space together with there sources available there” (ibid:90-1). 

Most work – bar Fitzpatrick’s – uses the notion of trajectory in isolation, without 

coupling it with social worlds, orbits etc. Bardram and Bossen (2003, 2005) merely 

allude to trajectory, instead focusing their attention on work (particularly 

articulation work). The notion that there may be multiple, interdependent and 

perhaps interfering trajectories is captured by Fitzpatrick’s (1998) notion of “focus”7
 

in “interaction trajectory”8. All the studies stress trajectory’s temporal features and 

contingency, Munkvold and Ellingsen (ibid) particularly stress trajectory’s 

unpredictability. Reddy et al. (ibid) are particular in their emphasis of trajectory’s 

structural qualities with regard to time (cf. Zerubavel, 1979). This sense of form and 

shape to a trajectory is also present in Fitzpatrick’s (1998:130) “phasing, rhythms, 

and scheduling” properties of “interaction trajectory” (ibid:122). 

                                                
6 Giddens defines a “locale” as  the “…use of space to provide the settings of interaction, the settings 
of interaction in turn being essential to specifying its contextuality” (Giddens, 1984:118). 
7 “…the entities towards which the interaction trajectory relates” (Fitzpatrick, 1998:125) 
8 “…all of the dynamic and temporal aspects of social world interactions within and across locales – 
past, present and future…the co-evolution of action, locale, social world as the trajectory unfolds” 
(Fitzpatrick, 1998:122-3) 



Chapter 2: Trajectory and being mobile 

 
 

57 

Fitzpatrick (1998) separates particular groups or social worlds through considering 

“interaction trajectory” (ibid:122) as a distinct aspect in her framework. The notion 

that multiple social worlds converge on work is captured within “locale” (ibid:90-1). 

This focus on different groups converging to engage in work is present in all the 

studies. In addition all suggest that there are often different perspectives on and work 

roles and commitments with regard to particular trajectories – such as the patient, 

the carers, the patient’s family. Bardam and Bossen (ibid) describe the importance of 

knowledge associated with particular people. 

The importance of plans with relation to trajectory is in Munkvold and Ellingsen’s 

(2007) and Reddy et al.’s (2006) work. The former stress both the temporal nature of 

nursing plans and how their evolution and use can be unpredictable. Reddy et al. 

(ibid) prefer to capture the mechanisms and activities of planning within the notion 

of “temporal trajectories” (ibid:37) and the individual, person-based experience of 

planning with “temporal horizons” (ibid:42). However, the notion of plan is also 

present in Fitzpatrick (ibid) who describes “trajectory scheduling” (ibid:131) and the 

“plan” and “strategy” (ibid:130) properties of “trajectory future” (ibid:129). 

Being mobile theme Study & relevant notions 
(1)  Physical movement 

(2)  Change of location 

BB’s “Places” and “Resources” aspects of “mobility work” 

(3)  Uncoupling of space and 
 interaction  

BB’s “Places” vs “People” and “Resources” aspects in “mobility work” 
FP’s “locale” metaphor and “Locale foundations” aspect 

(4)  Multiple worlds FP’s “locale” metaphor and “Locale foundations” aspect 
BB’s “People” aspect of “mobility work” 
RD’s “Temporal horizons” 
MV’s “multiple disciplinary trajectories” 

(5)  Change & irregularity ME’s “uncertainty” and “contingency” 

(7)  Temporal (a)synchrony RD’s “temporal rhythms” & “information flows” 

(8)  Information & resource 
 (dis)connection 

FP’s “means” & “interactional needs” 
BB’s “Resources” aspect of “mobility work” 
RD’s “information flows” 
ME’s “Common Information Space” & “evolving medical data” 

(9)  Heterogeneous 
 environments 

FP’s “Individual views” 
BB’s “mobility work” and “standard operating configurations” 

(12)  An accomplishment BB’s “mobility work” 
RD’s “temporal rhythms” 
MV’s “Common Information Spaces” 

No studies (6) More interaction, (10) Affording particular technologies, (11) Involving 
different modes 

Table 2.5: Being mobile themes related to studies that use Strauss’s work 
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Table 2.5 presents a snapshot of the emphases of the four different studies (FP = 

Fitzpatrick (1998, 2003); BB = Bardram & Bossen (2003, 2005); RD = Reddy et al. 

(2002, 2006); ME = Munkvold & Ellingsen (2007)) with regard to the aspects of 

being mobile described in section 2.3.1. 

The table above may merely be an impressionistic view of each of the four studies 

but it provides a useful view on gaps in HCI/CSCW research using Strauss with 

regard to different aspects of being mobile. Perhaps surprisingly, there is relatively 

little treatment of bodily involvement in work in these studies (theme (1) and (2)). 

None, bar Fitzpatrick (1998, 2003) allude to the notion of orbit. The change and 

irregularity (theme (5)) in particular work practices is only reflected in one study, 

while the idea of accomplishment (theme (12)) is emphasized in the other three. 

Unsurprisingly the notion of multiple, intersecting, overlapping worlds (theme (4)) is 

described in all studies. On the other hand the notion of layered, polychronic time 

(theme (7)) is only alluded to in Reddy, Dourish and Pratt’s (2006) work, although 

Munkvold’s and Ellingsen’s (2007) suggest that “Common Information Spaces” are 

only momentary. Connection and/or disconnection to information (theme (8)) is, 

completely unsurprisingly, a common theme, with the notion that space and 

interaction are uncoupled (theme (3)) only being emphasized in two studies. This 

frequency is mirrored by the frequency of the theme referring to people’s work 

involving traversal of multiple, heterogeneous environments (theme (9)). The themes 

of more interaction (theme (6)), particular technologies being used in particular 

places and circumstances (theme (10)), and that the work studied involved different 

modes of movement (theme (11)) were not emphasized in any of the described 

studies. 

A critical issue concerns the use of Strauss and the work that this does. Fitzpatrick’s 

(1998) is the only study that provides strong support for design, while the others 

argue for the need for increased discourse around temporality in medical work, few 

provide concrete suggestions or solutions in terms of design. Thus all studies, bar 

one, illustrate the “descriptive” and “rhetorical power” (Halverson, 2002:245) of 

Strauss’s notions. There are even attempts to infer further research questions and 

possible designs particularly in Reddy, Dourish and Pratt’s (2006) paper but they 

demonstrate little in the way of “application power” (Halverson, 2002:245). 

“Locales” presents a model for both supporting a “way of looking” (Randall et al., 

2005) at particular digital, CSCW environments in use and for supporting design for 
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cooperative work. However, a critique of this work is its attempt to be too complete. 

As a framework evolved through Grounded Theory (Glaser & Strauss, 1968b; 

Glaser, 1998) it is perhaps prone to excessive labelling while neglecting prudent rich 

description. 

Table 2.6 summarises the other seven main studies I have drawn on in this chapter. 

The studies are grouped according to their main themes: the first five studies focus 

on mobile work and the experience of being mobile. The next two studies consider 

more longitudinal aspects of mobile life. The first column briefly describes who was 

studied and in what setting(s). The second column describes the broad purpose of the 

study in terms of description, implications for design etc. The third column describes 

how data was collected and/or the broad methodological commitment. In the last 

column I briefly describe what I believe the key findings of each study to be and 

which of the being mobile themes I believe these findings relate to, referring only to 

the number of each theme. The themes that I believe resonate most closely with each 

study are in bold. These resonances broadly accord with those described in Table 2.5 

above.  

Table 2.5 taken with Table 2.6 shows that much work has focused around the themes 

(3), (4), (8), (9) and, perhaps surprisingly (7). Much less work has focused on theme 

(5), (6), (10) and (11). It also shows that much of the work involves description of 

particular settings and the generation of concepts and metaphors (e.g. “fluidity”, 

“locales”, “mobility work”, “temporality”). Much less work directly discusses 

concrete designs although new areas of research and “design implications” (Dourish, 

2006). Finally, almost all the work involves ethnography of various kinds (e.g. 

“quick and dirty ethnography” (Hughes et al., 1994:432)), observation and 

interviews. This final observation is important given the methodological 

commitment of this thesis (discussed in the next chapter). More particularly, the 

studies that directly deploy Strauss’s work all have remarkable similarity in terms of 

approach: all use field studies of work. This also suggests that Strauss’ work, 

particularly trajectory, is applicable to such studies. 
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Study Purpose Approach Key findings Themes 
Belotti & Bly’s (1996) study of 7 
product designers distributed 
across 2 US sites  

To describe “local mobility” practices in a 
distributed work setting & present implications for 
technology design 

Attending meetings, 
interviews, 
observation 

Local mobility supports local collaborative work but impedes 
distributed collaborative work 

(1), (2), (3), (4), (6), 
(8) 

Luff & Heath (1998)’s study of 
doctors, building site & 
Underground workers in UK 

To describe different forms of mobility & 
implications for collaborative technology design 

Ethnography: 
observation 

Considering particular aspects of mobility –micro-, local & 
remote –  is important when designing new technologies 

(1), (2), (3), (4), (7), 
(8), (9), (10), (12) 

Kristoffersen & Ljundberg’s 
(1999b,c) study of Swedish 
surveyors, engineers, IT workers & 
journalists 

To understand the specifics of mobile IT use and 
support IT design 

Interviews, 
participant 
observation 

Mobile ICT use should consider the environment, the 
modality and the application. Mobile workers need to “make 
place” through workarounds etc. 

(1), (2), (3), (5), (8), 
(9), (10), (11) 

Perry et al.’s (2001) study of 17 UK 
mobile professionals 

To describe the role of key technologies & 
artifacts in mobile work & recommend technology 
support 

Diaries, artefact 
analysis, interviews 

Mobile workers utilise “planful opportunism” &  “dead time” & 
deploy mobile phones as a proxies to resources & for remote 
awareness 

(3), (4), (7), (8), (9), 
(10) 

Laurier’s (2002) study of a UK 
mobile professional 

To describe the detail of the accomplishment of 
“the region” of the mobile office 

Ethnography: 
observation, 
interviews 

A mobile worker assembles the mobile office, manages 
boundaries and broken parts artfully via particular, situated 
techniques 

(1), (2), (3), (4), (7), 
(9), (11), (12) 

Ó Riain’s (2000) study of software 
developers in Ireland and USA 

To describe notions of time-space intensification 
in a global, distributed workplace 

Participant 
ethnography 

A distributed, global workforce is organised through particular 
places & regions with particular patterns of mobility of people 
etc. 

(3), (4), (5), (7), (8), 
(12) 

Kakihara & Sorensen’s (2002) study 
of 60 mobile professionals (Japan) 

To evolve & present a notion of mobility to 
analyse existing IT deployments & support new 
designs 

Interviews There are different types of mobility e.g. spatial, temporal & 
contextual. Mobility involves “fluid interaction”. 

(1), (2), (3), (4), (5), 
(6), (7), (8), (9) 

Studies focus on various 
professionals 

Five studies conducted in the UK or 
US 

7 studies focus on description 

2 studies focus on rhetoric 

5 studies consider inference and/or application 

All studies use 
ethnography or 
fieldwork 

Most of the studies focus on description and the development 
of notions and insights. In four studies insights into future 
designs are considered. In one study the notions developed 
are applied to a real case.  

(3), (4), (8) most 
frequent 

(5), (6), (11) least 
frequent 

Table 2.6: Overview of the purpose, approach, key findings and relevance to being mobile themes of the main studies considered in the literature review
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Table 2.7 below shows the frequency of each of the themes across all the studies 

considered in Table 2.5 and 2.6. 

N Being mobile theme f N Being mobile theme f 
(1) physical movement 6 (7) temporal (a)synchrony 7 

(2) change of location 6 (8) (dis)connection from resources 10 

(3) uncoupling of space and (inter)action 9 (9) moving through heterogeneous topologies 7 

(4) multiple worlds 10 (10) affording particular technologies 3 

(5) change and irregularity 4 (11) different modes 2 

(6) more interaction 2 (12) an ongoing accomplishment 6 

Table 2.7: Frequency (f) of the 12 being mobile themes across the studies in Table 2.5 and 2.6 

Both the gaps in Table 2.5 and 2.6 and in the presentation of the being mobile themes 

support the argument that (with the exception of Laurier (2002)), there is a general 

neglect for: 

- different forms of work involved in mobility (e.g. information work, machine 

work); 

- how orders and ordering are achieved through ongoing (inter)action while being 

mobile; 

- how actions and interactions involve ongoing, longitudinal shaping (Strauss, 

1993) in response to contingencies; 

- how individual people are involved and changed through mobility. 

The studies reviewed here have emphasised the physical, spatial, informational, 

communicative and technological features and consequences of mobility without 

seriously considering issues concerning ongoing (inter)action and its consequences, 

the different forms of work involved in being mobile, the temporal disjuncture and 

complementarity entailed and the consequences of mobility for self. The different 

aspects of the achievement of mobility are also generally neglected with the 

exception of Laurier’s (2002) useful notions of “pre-assembled parts” (ibid:48), 

“boundary work” (ibid:53) and “repair work” (ibid:57). Captured within these are 

notions of distributed spatial and temporal orders both in place and achieved over 

time. 

In arguing that trajectory and associated notions hold promise in accounting for 

being mobile I argue that temporality, although broadly acknowledged as an issue in 

seven studies overall, is under-acknowledged as a concern in studies of being mobile 
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– only three studies deal with this in any detail in Table 2.6. Jaureguiberry’s work 

prefers to emphasise the confusion and chaos caused by layered time across space. 

His underlying premise seems to be that people are aliented through anti-Utopian 

technologies that enforce perpetual urgency, lack of control, a distortion of time, 

unpredictability, inequality etc. This contrasts with the achievement of temporal 

order being emphasised in studies of medical work (e.g. Zerubavel’s (1979) study of 

hospital life, locally mobile radiologists (Barley, 1988) and SICU nursing staff (e.g. 

Reddy et al., 2006) study). Even Reddy et al.’s work (Reddy & Dourish, 2002; 

Reddy, Dourish and Pratt, 2006) on temporality in SICU work fails to extend the 

notions they describe to being mobile, preferring to emphasise its importance for 

information work which they regard as inseparable from other forms of work. Ó 

Riain’s (2000) argues for “time-space intensification” in the mobile workplace, but 

his use of “mobile” is more centred on the temporariness of working groups and the 

emerging issues with distributed, global work. 

Examining Strauss and Glaser’s (1970) use of trajectory to account for dying seems 

to confirm its promise with regard to accounting for temporality. They refer 

trajectory’s “temporal features” (ibid:6) such as “shape” (ibid:12) and “duration” 

(ibid), “generalised types” (ibid:12) of trajectory, and “critical junctures” (ibid:13) in 

particular trajectories. In addition they stress the biography work, such as issues of 

identity, associated with a dying trajectory and the emotional consequences of work. 

As well as suggesting there is an expected way that a dying trajectory will work out 

they also suggest that there may be multiple, interdependent and perhaps interfering 

trajectories. Given this involvement of the self and the inherent temporality of 

trajectory there seems some hope that it can account for both objective and 

subjective views of time. Barley’s (1988) described these two views as structural 

temporality (cf. Orlikowski and Yates’ (2002:684) “temporal structures”) or “those 

external aspects of a temporal world that can be described more or less reliably by an 

independent observer” (ibid:128) and interpretative temporality or how people “make 

sense of events that occur in the course of their work” (ibid:129). This tension is 

important when considering being mobile as, although quite a singular experience, 

there is much that is negotiated, shared and coordinated as Perry et al. (2001) and 

Laurier (2002) point out. Thus, the notion that dislocation (Hall, 1969:162-3; Barley, 

1988:158-61) is managed and accomplished as described by Laurier’s (2002) seems 
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closer to people’s experience while being mobile than chaotic “fluidity” for example 

(Kakihara and Sørensen, 2002). 

There are four further concerns. One regards what any theory of mobile work can 

and should actually do. I defer this argument to the next chapter and instead make the 

comment that most studies I have presented here engage in describing and supporting 

talk about (Halverson, 2002) being mobile. Another concern is, although the work 

presented marks much rigorous and valid work, there is little attention paid to the 

exact role that the notions developed actually perform in the fieldwork itself and 

limited attempts to transfer and progress the notions through further study. There are 

exceptions to this of course, such as Luff and Heath’s (1998) work which explored 

notions of mobility across settings and has continued to do so (Sanchez Svensson et 

al., 2007). Despite this, there is a general propensity to adopt a single case study 

approach (Yin, 2003:39-46) and not to transfer the findings to other settings. In 

addition there is a limited discussion of the relationship between the empirical work 

(e.g. interviews, observations) and the analytic work (Crabtree et al., 2006). I 

acknowledge this propensity may be due more to the nature of the form the work is 

presented in (e.g. a conference paper or a book chapter) rather than any neglect on 

the part of the authors. However, these are concerns I wish to attend to here. 

The final two concerns involve returning to a concern about the people studied in 

Chapter 1 and the notions of mobile work, mobile experience, and mobile life I 

presented at the beginning of this chapter and alluded to above. The first concern is 

that the studies of mobile work I have reviewed here focus on professionals at work 

and do not tend to consider other forms of workers (e.g. Brodie and Perry’s (2001) 

blue-collar workers). Nor do they consider how work ebbs and flows between home 

and work settings although Kakihara and Sørensen (2004) make reference to 

professionals working at home and Ó Riain to the impact of work on family life. The 

final concern is I have only briefly discussed notions of work and that this requires 

further treatment. However, I believe it is important at this early stage in my 

argument to note that studies of mobility tend to focus on body work, articulation 

work and information work (Strauss et al., 1985), even “mobility work” (Bardram & 

Bossen, 2003, 2005). Of all these the greatest attention is paid to information work. 

Examining Table 2.6, it seems that technology-oriented studies have preferred to 

focus on the mobile experience and mobile work with less of a regard for more the 

longitudinal, cross-locational, and encompassing concerns of mobile life. Many 
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studies (e.g. Bardram and Bossen, 2005) have the unstated assumption that the line 

between work and life is sharper than it may actually be. Evidence from studies of 

the boundary between home and work and the consequences of “emotion work” 

(Nippert-Eng, 1996; Hochschild, 2003), presented in more detail in Chapter 5 and 

Appendix 5-1, suggest this is not always the case. 

2.6 Conclusion 

This chapter has described, through a review of relevant literature, twelve being 

mobile themes (Table 2.8). These themes are a way of defining the problem space 

within which this thesis is working. 

No Being mobile theme No Being mobile theme 
(1) physical movement (7) temporal (a)synchrony 

(2) change of location (8) (dis)connection from resources 

(3) uncoupling of space and (inter)action (9) moving through heterogeneous topologies 

(4) multiple worlds (10) affording particular technologies 

(5) change and irregularity (11) different modes 

(6) more interaction (12) an ongoing accomplishment 

Table 2.8: Being mobile themes 

In presenting these different themes I have drawn on a number of studies from HCI, 

CSCW and wireless communications. Through this theme-based review I have also 

identified some features of being mobile that are poorly accounted for – both in the 

literature I have presented and in Strauss’s sociology. I have made the argument that 

Strauss’s work, and the notion of trajectory in particular holds promise for 

accounting for being mobile. 

In considering studies addressing mobile work, the mobile experience and mobile 

life, this chapter has also argued that what makes understanding being mobile 

difficult is less to do with spatial traversal than the need to constantly perform, adjust 

and juxtapose as different things, such as time and resources, are experienced and 

negotiated both singularly and as a part of a group. Thus as Barley (1998:129) 

suggests with regard to time there is much that is collective and dependent on shared 

understanding despite the apparent singularity of being mobile: 

 “By evaluating events against a shared scheme of expected sequences, durations, 

temporal locations, and rates of recurrence, people judge whether they are bored, 
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whether something is wrong, whether they have done a good job, or whether others 

have acted responsibly.” 

There also emerges a need to further examine time, work beyond information work 

and the physicality involved in being in and moving through a space. The suggestion 

is also that trajectory’s conceptual relationship with and to work needs further 

exploration. I have also suggested that trajectory’s “temporal features” (Strauss and 

Glaser, 1970:12) and its connection with social world – e.g. how these social 

configurations change and reform – deserves further attention. The review of social 

world in particular has also identified some gaps in these themes with regard to the 

account of the digital and the physical and their differences and, more specifically 

artefacts, resources and technologies and their ongoing transformation. This is not 

only a criticism of social world but of studies of being mobile in general (Table 2.7). 

Of course it would be difficult to try to address all these concerns in a single case. 

However, the discussion of temporality, ongoing work and orders show that there is a 

need to consider the temporal aspects of work and the ongoing accomplishment of 

being mobile throughout all the case material.  Strauss’s trajectory, social world and 

orbit (e.g. Strauss, 1993) may hold promise in accounting for temporal issues (e.g. 

through evolving social worlds) and important aspects of ongoing work (e.g. 

trajectory phasing) but it is uncertain if they capture the achievement of being 

mobile. 

Case Being mobile theme 
A – tram travellers with 
mobile technology roaming in 
a Central Business District  

(1) physical movement; (2) change of location; (3) uncoupling of space 
and (inter)action; (9) moving through heterogeneous topologies; (10) 
affording particular technologies; (11) different modes 

B – health care workers with 
mobile/office technologies 
caring in a residential setting 

(4) multiple worlds; (8) (dis)connection from resources; (9) moving through 
heterogeneous topologies; (10) affording particular technologies  

C – clinicians with 
mobile/office technologies 
roaming a metropolitan area 
and caring for people  

(1) physical movement; (2) change of location; (3) uncoupling of space 
and (inter)action; (4) multiple worlds; (7) a more complex notion of time; 
(8) (dis)connection from resources; (9) moving through heterogeneous 
topologies; (10) affording particular technologies; (11) different modes 

Table 2.9: Being mobile themes related to each of the 3 cases (Study A, B & C) 

Table 2.9 above sketches out how I intend to use three case studies to develop 

Strauss’s work. This table reflects that in the discussion above particular themes have 

gained importance (e.g. (1) physical movement) while themes (5) change and 

irregularity and (6) more (inter)action have disappeared from view.The work 

reviewed here also suggests that there is a need for the first case study (Case A) to 
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firmly ground any treatment of theoretical notions through addressing the more 

experiential aspects of being mobile that are less often considered in studies of 

mobile work. I do this through studying tram travellers moving around a city, 

addressing the key themes of being mobile identified here as important with regard to 

physical movement – namely themes (1), (2), (3) and (9), (10), (11) in particular – as 

well as their relationship to Strauss’s work. These six being mobile themes, as Table 

2.5 above shows, are the less attended to themes in the studies of hospital work 

considered above. In addition, this first study (Case A), in directly considering 

themes (9) and (10), addresses a gap in both the being mobile and mobile work 

literature reviewed here (see Table 2.5 and Table 2.6). Therefore this study, although 

providing a limited opportunity to investigate the promise of social world as there is 

little collective work, serves as a useful stretch (and indeed critique) for trajectory 

and orbit’s descriptive and analytical capabilities. It acts as a “critical case” (Yin, 

2003:40), establishing the descriptive and rhetorical power (Halverson, 2002) of 

Strauss’s work in a setting where the physical aspects of being mobile are important. 

The following two studies (Case B and C) are studies of collective work. The second 

study presented (Case B) focuses on the more social and informational aspects of 

being mobile and distributed: themes (4), (8), (9) and (10) in particular. The final 

study (Case C) addresses both mobile work and the mobile experience and addresses 

all the themes in the first two cases.  Case B and C mark a narrowing of focus 

towards a more detailed consideration of the relationship between mobile work and 

trajectory (and associated notions), with other aspects of being mobile (e.g. theme 

(11)) contextualising the research. These studies also mark an increased focus on 

design-oriented concerns. For, as the literature presented here has shown, there is 

much ethnographic work describing and discussing being mobile and mobile work, 

but much less work on developing ideas and conceptual schemes that afford more 

pragmatic outcomes such as statements about what technologies might work at a 

setting and, indeed, approaches to guiding any process of implementation. However, 

the question remains concerning what work Strauss’s notions can do. I suggested in 

the last chapter that mobile trajectory, an extension of trajectory, can support such 

description, rhetoric, inference and application (Halverson, 2002). In the first case I 

begin developing this notion. 
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“…the world of social phenomena is bafflingly complex. Complexity has fascinated 

and puzzled me much of my life. How to unravel some of that complexity, to order it, 

not to be dismayed or defeated by it? How not to avoid the complexity nor distort 

interpretations of it by oversimplifying it out of existence? This is, of course, an old 

problem: Abstraction (theory) inevitably simplifies, yet to comprehend deeply, to 

order, some degree of abstraction is necessary. How to keep a balance between 

distortion and conceptualization?” 

[Strauss 1993:12] 

“it is... the essence of our investigation that we do not seek to learn anything new by it. 

We want to understand something that is already in plain view. For this is what we 

seem in some sense not to understand.” 

  [Wittgenstein 1953:42(89)] 

“You researchers are so dumb. You ask on your questionnaire about what we believe, 

but not [about] what we do!” 

[Psychiatrist chiding Leonard Schatzman (in Strauss & Corbin, 1998:32)] 

3.1 Overview 

This chapter justifies and summarises the approach I take to studying mobile work 

and proposing a theory for it. I describe some key assumptions regarding the role of 

theory and the work it should do. I also describe my multiple case study approach 

involving ethnography and fieldwork and consider approaches to measuring theory. I 

reserve a detailed discussion of particular methods for each of the chapters 

describing my three case studies: Case A, Case B and Case C. Thus, this chapter 

presents how I aim to develop and evaluate mobile trajectory through three studies at 

different sites and justifies this as an approach. 
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3.2 Introduction 

In this thesis, my primary purpose is presenting and providing evidence for a means 

of supporting the investigation of (i.e. doing field and analytic work) and design for 

(i.e. recommending and providing guidance for the implementation of ICTs)  mobile 

work. The last chapter, through reviewing literature addressing the problem of being 

mobile, presented twelve descriptive themes. In that chapter I also proposed 

trajectory and associated notions as candidates for developing a particular 

“theoretical attitude” (Sharrock and Anderson, 1986:19) – mobile trajectory – that 

not only describes and supports talk about mobile work but extends into supporting 

design. Thus central to my argument is that an adapted notion of trajectory can do 

work in addressing problems concerned with humans interacting with ICTs while 

being mobile and working and that such a notion meets Fitzpatrick’s (2002:144) 

challenge of developing “…new concepts, methods, and techniques to understand 

and account for the social realm…” for design.  

What I propose and describe in this thesis, mobile trajectory, is nothing more than a 

coherent collection of theoretical ideas that help describe and promote discussion of 

mobile work settings. Mobile trajectory also helps suggest what and how ordinary 

ICTs should be designed. Different parts of mobile trajectory can be used and 

discarded at will depending on their usefulness. My general approach can be 

described as “multiple case study” (Yin, 2003) using “qualitative methods” (Denzin 

& Lincoln, 2005) or “field studies” (Schatzman & Strauss, 1973). However, I have 

approached my research question here considerably differently from how Yin (ibid) 

would so my commitments and approach are more safely described as “multi-sited 

ethnography” (Marcus, 1998). 

The work reported here was done largely by me alone although I personally regard 

the participants in the research as being heavily involved in the work. Mobile 

trajectory was evolved through repeated use across settings (albeit by me) and 

repeated discussions with others. I have appealed to the importance of providing 

evidence through “gross observability” (Rouncefield, 2002:19), “warrant” (Randall 

et al., 2007:114), “probativeness” (Crabtree, 2001; Garfinkel & Wieder, 1992) and 

“warrant-status” (Haack, 1998) throughout. What I write here I label “Notes” 

because much of the detail of my approach, particularly the methods I deploy, is in 

the chapters devoted to the three individual cases (Case A, B and C in Chapters 4, 6 

and 7 respectively). 
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In both categorising an approach and in the rush to justify it (and often then to start 

theorising), it is often easy to gloss over what many regard as trivia – the delicate 

working out involved in finding one’s way (Case A), the mundane work of staying in 

touch via a messaging system (Case B), the assemblages involved in supporting  

home visits in the community (Case C). I have a gnawing desire to attend to such 

seemingly trivial things because much of our lives are comprised of this trivia and 

because, as Strauss (1968) notes below, we can learn much from the seemingly 

trivial. 

“…we should take seriously the game of studying phenomenon which seem trivial. 

For instance, I have engaged in some fieldwork at shops where wigs are sold and 

quickly found categories suggested by the data that bear, for instance, on matters of 

urban privacy (how salespeople reciprocally and respectively, handle potentially 

embarrassing exposure; how breakdown of protective maneuvres fail and with what 

consequences), and public display (how customers learn to display themselves through 

wigs; for what audiences; and how the wigmaker or salesman teaches display).” 

[Strauss 1968:524] 

I will also present my views on theory here, since I stated in Chapter 1 and noted 

again above how the key outcome of this thesis is to develop a practical, “middle-

range theory” (Mansell and Silverstone, 1996:6) – mobile trajectory. These issues go 

the heart of what I do in this thesis and how I go about it. 

3.3 Assumptions 

N Assumption Linked 
to 

N Assumption Linked 
to 

1. We need to understand the user  6. Patterns and rules are reminders 3., 7., 9. 

2. We cannot presuppose 
understanding. 

 7. A single instance may not be 
generalisable 

6. 

3. There are guiding principles.  8. Theory has no privileged status 10. 

4. There ordinary in the extraordinary  9. Design is distinct from description 8. 

5. There are patterns and rules 3. & 4. 10. Theoretical ideas change  

Table 3.1: The 10 assumptions in this chapter 

The assumptions I present in Table 3.1 and describe below underlie much of I write 

in the rest of this chapter. I acknowledge I am merely restating many of Harold 

Garfinkel’s (1967) and Wes Sharrock’s ideas (Sharrock, 2001; Sharrock & 

Anderson, 1986). I also acknowledge that the work of Crabtree (2003a) and Randall 
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(Randall et al., 2007, 2005; Hughes et al., 1993) and Rouncefield (Rouncefield, 

2002; Randall et al., 2007) has had considerable influence. 

1. 

Having at least a basic understanding of the people being designed for is critical for 

ensuring the success of designs that are, after all, for these same people. I believe this 

is a more controversial statement than it may seem in a field such as HCI. I believe 

HCI is sometimes guilty of a subtle disregard of this assumption: namely through 

favouring particular groups of people throughout the design process, often those with 

affluence and with a willingness to consume (and buy) new technologies. 

2. 

People are experts in their own lives. Ethnographers, social scientists or designers 

etc. are not particularly privileged with regard to insight. Thus it is critical to work to 

understand people’s individual lives through observing their actions, asking them 

questions, listening to what they say etc and often circumventing our presuppositions 

of who they are, what they do etc. This is how we find out their culture from 

studying from within. 

3. 

Guiding principles can be principles concerning how we can develop understanding 

about what people do (e.g. through becoming a “stranger to the “life as usual” 

character of everyday scenes” (Garfinkel, 1967:37)) and principles about what 

people do (e.g. “the egological principle” (Rouncefield, 2002:293)). With both 

categories of principles we can adopt or discard them depending on their usefulness 

in the particular setting. 

4. 

People often get distracted by people’s achievements and thus circumvent the 

everyday action involved in carrying out the achievement i.e. the effect of the 

performative work obscures the importance of the performative work itself. However 

I, in the ethnomethodological tradition, assume that even apparently extraordinary 

work comprises ordinary action. It has become ordinary for the expert and it is 

important for the observer to understand its ordinariness i.e. its everyday detail. 

5. 
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This follows from Assumption 3 and Assumption 4 above. This is an important 

assumption for it suggests that human action is ordered and, indeed, often repetitive. 

It also suggests that human action is less mysterious and complex than the quotation 

from Strauss’s book at the beginning of this chapter suggests. It suggests that with 

appropriate effort, human action can be understood. Even exceptions reinforce the 

fact that there is an accepted and accessible order. Two practical implications of this 

are that appropriate exposure to a setting alerts us to patterns and rules and that these 

often become evident over time not when interpretative wisdom is bestowed upon us. 

 6. 

We can transport certain rules and patterns from one setting and inform the next with 

appropriate care. Given Assumption 3 above, Assumption 7 below, and the value of 

ethnomethodological “indifference” (Randall et al., 2007:33), care is essential. I also 

assume that these reminders can be critically viewed, reviewed, refined and 

rearticulated (see Assumption 9). 

7. 

Care not only must be taken in transporting patterns and rules from one setting to 

another (Assumption 6) but also in generalising personal practices, work etc to 

others’ practices, work etc. In addition who is doing the generalising and for what 

purpose is important to consider. 

8. 

I assume that theory does not have any particular important or privileged status either 

when doing fieldwork or when designing. This is not to say that the value of 

theoretical notions, assertions etc. cannot be determined and measured through e.g. 

repeated application (see Assumption 10 and “Theory’s job”). 

9. 

Description here refers to the typical product of ethnographic investigations. The 

assumption refers to three ideas: (1) that design is a discrete activity; (2) that there 

may be no design emerging from a description; (3) and that it is difficult to move 

from description to design. The key ideas contained in assumptions (7) and (8) are 

that any theoretical notions (including trajectory) must have some use. One of these 

uses is in terms of design. Geertz (1973:27) describes both the humble origin of 

“theoretical ideas” and the need for their usefulness: 
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“Theoretical ideas are not created wholly anew in each study; …they are adopted from 

each other, related studies, and, refined in the process, applied to new interpretive 

problems. If they cease being useful with respect to such problems, they tend to stop 

being used and are more or less abandoned. If they continue being useful, throwing up 

new understandings, they are further elaborated and go on being used.” 

Geertz suggests that we can talk about theoretical ideas being “useful” and having 

value and that the meaning of these terms is determined by what they are being used 

for and the purpose for which they are being deployed. Sharrock and Anderson 

(1986:20) describe this need to be useful in terms of “descriptive adequacy”. 

Geertz’s comments have illuminated a final assumption briefly alluded to in 

Assumption 8. 

10. 

“Older paradigms do not die or wither away, they merely add to the level of 

intellectual diversity.” 

[Ritzer & Smart, 2001] 

The suggestion here is that, with appropriate critique and through use in studies, 

theoretical ideas can be improved and live on. I am less in agreement with Ritzer & 

Smart (2001)’s post-modern perspective on theory than with Geertz (1973) who 

describes how theoretical ideas can be transformed and even die (in the sense they 

are not used anymore). I also suggest that appropriately placed critical procedures 

(e.g. handing back explanations guided by theory for participants to review) can 

assist with their refinement and continuing relevance. 

3.4 theory 

“…the theorist is interested in explanation as such, that is to say, in testable 

explanatory theories: applications and predictions interest him only for theoretical 

reasons – because they may be used as tests of theories. Theories are nets cast to catch 

what we call ‘the world’: to rationalise, to explain, and to master it. We endeavour to 

make the mesh even finer and finer...” 

[Popper, 1959:59] 

“Practical sociological ‘theorising’ is not directed toward issuing versions of ‘how the 

society is in general’ but involves drawing upon ‘common sense understandings of 

social structures’ in order to decide ‘what is happening here?’, ‘what are those people 
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doing?’ , ‘how did things end up this way?’ That is not at all comparable to the kind of 

(upper case) theorising to be found in those volumes of monumental size...It is, 

however, the kind of (lower case) ‘theorising’ that sociological theorists and 

researchers routinely, ubiquitously and unreflectively do when they speak concretely 

about the ordinary affairs of the society.” 

[Sharrock, 2001:249-50] 

I have begun this section on theory with a deliberate juxtaposition of two opposing 

views: Popper’s (1959) view of theory largely describing theory in the physical 

sciences and Sharrock’s (2001) anti-theory view directed at social theory or, more 

concretely, the ordinary affairs of society. In considering these two views I am 

continually reminded that in this thesis, I am engaged in work outside of a 

laboratory, in a practical discipline that has had to wrestle with the problem of 

subjectivity. 

Popper (1959) points out that central to the business of science are certain 

motivations – rationalising the world, providing causal explanations, making 

predictions from these explanations, moving from “universal statements” (ibid:60) to 

“singular statements”, moving towards greater truth through falsificationism. In his 

view, the world of phenomena is only interesting because it provides fodder for the 

testing of theories. He also suggests that science proceeds in a certain, quite 

methodical, rational way, a suggestion that others (e.g. Kuhn, 1970 and Feyereband, 

1975) challenge. 

Sharrock (2001), on the other hand, is more concerned with practical ‘theorising’: 

describing social phenomena and with understanding the world of the particular: 

“No theory has pride of place. At the same time, this does not mean that we can never 

find a theory to be useless, limited or even false. It simply means that the criterion for 

the acceptability of a theory is its descriptive adequacy.” 

[Sharrock and Anderson, 1986:20] 

In this view the world of phenomena takes pride of place and theories are only useful 

in supporting description. I assume that theories or, more explicitly, sets of 

propositions and/or concepts, are ways of describing, explaining and even predicting 

the world of phenomenon. Here I examine mobile work: I try to understand its 

features and describe it better so that better design decisions can be made for 

particular groups of mobile people – travellers, carers, clinicians in the community. 
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Given this, Sharrock’s (2001:250) view of “practical sociological ‘theorising’” has 

considerable appeal. 

Thus the difference between these two views is less in terms of rigour and more in 

terms of what the core purpose of conducting research is. The other less obvious 

difference concerns how science progresses and what this progression leads to. 

Popper would probably argue we progress towards more commensurate theory 

through hypothesis and disconfirmation. This process is “rational” and there have 

even been some attempts to apply this rationality to the ethnographic enterprise (e.g. 

Hammersley, 1992). 

Geertz (2000) notes that if the theoretical ideas are useful, they go on being used. If 

not, they are transformed or abandoned (see Assumption 10). In evolving the 

“theoretically informed and empirically grounded insight” (Bijker, 2003:448) which 

I believe mobile trajectory is, the question then becomes, how I progress from one 

case to the next, the role that each case performs and which methods I use to enable 

that role. A final question concerns how I test the outcomes. This final question is 

contextualised by the issue of the job that any theory should do. I present an 

overview of my three cases to begin answering these questions. 

3.4 Cases A to C 

“In moving across places and peoples, restlessly seeking out contrasts and constancies 

for whatever insight they might provide into any enigma that might appear, one 

produces less a position, a steady, accumulating view on a fixed budget of issues, than 

a series of positionings–assorted arguments to assorted ends.” 

[Geertz, 2000:xiii] 

Geertz’s comments allude to his position on universals, generalisations and laws. He 

dismisses universals as largely useless – “…so general as to be without force or 

interest…large banalities lacking either circumstantiality or surprise, precision or 

revelation, and thus are of precious little use…” (ibid:134) – and laws as appealing to 

a false scientism – “…the utopianism induced by a misconceived view of pre-

twentieth-century physics (the world before Maxwell) that was imported into the 

human sciences…” (ibid:136-7). These comments are important here because the 

outputs of Cases A, B and C I present in Table 3.2 are more “…heuristic starting 

points for deeper-going local enquiries…” rather than “…bankable conclusions fit 

for textbooks” (ibid:135). My view of them is what I believe Geertz’s would be if he 
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read them: “…if they really get you somewhere, fine; if not, the hell with them” 

(ibid:136). In Table 3.2 I have presented the role of each case, the aspect of being 

mobile focussed on, what the participants in each case were “up against” (Garfinkel 

and Weider, 1992:186), the method(s) and the next step(s) after each case with 

regard to developing mobile trajectory. 

Case A (Chapter 4) B (Chapter 6) C (Chapter 7) 
Role (1) Critical – to critique 

trajectory;  

(2) Generative – to move 
towards mobile trajectory 

(1) Critical – to critique 
trajectory+; 

(2) Generative – to move 
towards mobile trajectory 

(1) Generative – to generate 
mobile trajectory; (2) To 

verify distributed work 

trajectory 

Mobile 

aspect 

The mobile experience Mobile & distributed work  The mobile experience & 

mobile work 

Mobile 
themes* 

(1), (2), (3), (9), (10), (11) (4), (8), (9), (10) All but not especially (5) and 
(6) 

“Up 
against” 

Moving around Distributed, collective care Mobile, collective care 

Method Field study: think aloud, cued 
recall 

Fieldwork: interviews, 
observation, probes 

Ethnography: observing, 
interviews 

Analysis Grounded, Strauss-informed Grounded, ethnographic, 

Strauss-informed 

Ethnographic, Strauss-

informed 

Next step(s) Expand for collective work Expand for mobile work Test and critique final output 

Output trajectory + (concepts) distributed work trajectory mobile trajectory 

*see Chapter 2, especially pp70-1 

Table 3.2: Overview of Cases – roles, being mobile aspect and themes explored, what people 

were “up against”, method, means of progression and output 

Each of the three cases represented “a perspicuous setting” (Garfinkel and Wieder, 

1992:184) which “…makes available, in that it consists of, material disclosures of 

practices of local production and natural accountability…”. Thus, each setting 

provided me, through presenting “…the haecceities of some local gang’s affairs, the 

organisational thing that they are up against…” (ibid:186), allowed me to learn 

“…what their affairs consist of as locally produced, locally occasioned, and locally 

described, locally questionable, counted, recorded, observed phenomena of 

order*
1
…”. 

The first case (Case A) was a “critical case” (Yin, 2003:40). It tested trajectory’s 

ability to account for the mobile experience involving ICTs, specifically the often 

avoided action and interaction involved in finding one’s way around a Central 

                                                
1
 Garfinkel and Wieder (1992:203) describe this as “locally produced, naturally accountable 

phenomena, searched for, findable, found, only discoverably the case, consisting in and as “work on 

the streets.”” 
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Business District using different modes of transport. This case generated nearly 

seven hours of video data involving five people given wayfinding tasks to complete 

in situ while they were shadowed and videoed. They were encouraged to “think 

aloud” (Duncker, 1945; Lewis, 1982) and these verbalisations were later transcribed 

and coded using a “grounded theory” approach (Glaser & Strauss, 1968). I then 

asked participants questions about their actions and interactions based on their 

transcribed videotape in a manner similar to “cued recall” (Omedei et al., 1997) and 

took notes on their responses. This study was designed to examine the use of an 

electronic mobile guide, GPSBoy, in the real world and, though this, evaluate its 

effectiveness. 

The second case, Case B, was a “critical case” and an “extreme case” (ibid) as it 

helped critique trajectory+ and it stretched these notions due to the distributed, 

collective work at the setting. This case examined 164 SMS messages involving five 

to seven carers, interview notes from two researchers and four carers, two sets of 

“informational probe” (Crabtree et al., 2003b:7) returns and a design workshop 

transcript involving four carers. The people studied in Case B were “up against” 

(Garfinkel and Wieder, 1992:186) caring for former psychiatric patients in a home 

care environment. For Case B, I conducted site visits, interviews and a workshop to 

investigate the setting. The emphasis of both Cases A and B was evolutionary or 

“generating theory” (Glaser and Strauss, 1968:118, emphasis their own) in that they 

contributed to the development of mobile trajectory. 

Case C was “extreme”, “longitudinal” and “critical” (Yin, 2003:40-2) as the setting 

involved examining distributed, autonomous and collective work across different and 

often unpredictable places over a considerable period of time. It was both generative 

(of mobile trajectory) and for verification of the notion of distributed work trajectory 

evolved through Case A and B. The settings in this case also contrasted with those in 

Case A and B because there was no new technology in place, in contrast to GPSBoy 

in Case A and SPAM in Case B. Therefore it stretched the more design-oriented 

aspects of Halverson’s notion of power (see Table 3.3 below). This case resulted in 

six informal interviews, seven semi-structured interviews lasting over six and a half 

hours in total and fieldnotes from 11 extended observations. The people studies were 

“up against” (Garfinkel and Wieder, 1992:186) caring for a large group of young 

clients suffering a range of mental illnesses in a community setting. This was a 
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prolonged ethnographic study of psychiatric clinicians who worked in the 

community dealing with acute mental health problems among young people. 

The approach used to move from one study to the next bears similarities to 

“analytical induction” (Hammersley, 1989:170): the problem space is defined with 

the notions under investigation (aspects of being mobile, mobile work and trajectory) 

and cases are deployed to investigate these notions through particular phenomena 

(Chapters 4 and 6). Particular notions are then framed and described on the basis of 

the case material (trajectory+ at the end of Chapter 5 and distributed work trajectory 

– at the end of Chapter 6). A further case is used to test and reformulate the 

theoretical notion (mobile trajectory in Chapter 7) and, finally, this refined notion is 

subjected to further tests via comparison and critical reflection (Chapter 8 and 9). 

The measures that I apply to mobile trajectory, however, are less in terms of 

generating universal statements that describe necessary or sufficient conditions and 

more in terms of the theoretical notions having “power” of different kinds 

(Halverson, 2002). 

All three cases used qualitative methods, specifically field and ethnographic methods 

although I often examined frequencies of occurrences (e.g. of particular themes in 

Case A and B). Button and Dourish (1996) argue for the value of investigating 

settings from within in order to provide “…innovative insights into the organisational 

situatedness of work and the methods and practices through which work activities 

and interactions are assembled and which may be used in the design of technology to 

support work…” (ibid:19) and for considering the temporal unfolding of activities in 

situ in order to furnish “…new concepts around which to generally consider the 

design of technology” (ibid:19). Ethnography and field work were entirely 

appropriate give the challenges to methods arising from the situatedness of work 

(Suchman, 1987). 

Given this thesis’s concern with mobile work and the ensuing physical movement 

and unfolding social and temporal configurations involved (as presented in Chapter 

2), no other approach seemed capable of getting me close enough to the phenomena 

embedded in a social and organisational context, particularly as I am concerned with 

work’s temporal qualities. As Geertz (2000:xi) notes “…the answers to our most 

general questions–why? how? what? whither?–to the degree they have answers, are 

to be found in the fine detail of lived life”. In addition, as I was evolving a new 
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conceptual scheme, there was a need to adopt a pragmatic approach to inquiry where 

choice of method, informant, “guiding theory or perspective, his problem or starting 

focus, and hypothesis or assumptions” (Schatzman and Strauss, 1973:79 are not fully 

worked out in advance but evolve through the course of the fieldwork. As they note 

(ibid): 

“To say that the researcher creates his method as he works may seem unbecoming, yet 

we are discussing this very point. Method is seen by the field researcher as emerging 

from operations–from strategic decisions, instrumental actions, and analytic 

processes–which go on throughout the entire research enterprise.” 

Thus the field and ethnographic approaches are essentially pragmatic and flexible. 

This pragmatism is driven by the need to gain proximity to the phenomenon under 

study and to support theoretical development through that proximity. It is driven by 

“what works” (Plano Clark and Creswell, 2008:16) in the context of each setting and 

is thus constrained by the access to the setting and the quality of phenomena under 

study. Thus as the focus moves from the physical aspects of being mobile to the 

work of mobile work and from testing applicability of theoretical notions to 

developing particular theory so there is a progression from grounded approaches to 

analysis to ethnographic. My methods throughout reflect a firm belief in the need to 

discover from within, a person’s expertise in their own lives and the need to examine 

the unfolding socio-temporal order of work: (1) through the use of observation and 

cued recall in Case A; (2) through the use of visits and semi-structured interview in 

Case B; (3) through the use of extended observation and ethnographic interview in 

Case C. These three concerns are captured in two broad questions that drove my 

choice of methods. 

1. What is going on? 

I am driven by a need to describe events at a setting, to examine the unfolding socio-

temporal order of work and the mundane (and at times seemingly trivial) detail of 

everyday work. Understanding this detail is essential for e.g. making safe 

recommendations regarding ICT deployment at settings. Thus I followed the work 

(cf. Marcus (1998:90-95) and Randall et al. (2005)). 

2. Who are these people? 

It is not enough for my purposes to coldly describe everyday events but to find out 

something of the detail of these people’s lives. I examine not only personal 
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technologies but also work which is highly individual in nature. Thus I had to follow 

the people (and, to some extent, the biographies). 

Further justification for my approach and methods in Case A is provided by Brown 

and Laurier (2004). They note how there has been little ethnographic or naturalistic 

work which has looked at map use, and even less which has informed the design of 

map based computer systems. Brown and Laurier’s (ibid) comments on how 

navigation tasks have been studied also generalise to the work studied in Case B and 

C: “…if we look at non-staged, non-experimental cases of navigation we find 

differences between the task ‘as it happens’ and as classically conceived.” They 

found, through prolonged observation and video-recording, that tourists rarely had 

specific plans and, instead, used paper-based maps in a looser way, figuring out 

directions as they went and using prior knowledge concerning, for example, the 

“social zoning” (ibid) of cities. These findings are of the variety that can only be 

uncovered through detailed examination of work as it unfolds. 

The approach to analysis demonstrates both consistency and a progression. 

Throughout I hope I have been careful to consider Sharrock’s (2001:254-5) view on 

this kind of work: 

“Examining the data is not a preliminary to analysis, it is the undertaking of the 

analysis. The examination of the audio recording must first address the questions: 

what are these persons saying/doing, and on what basis can one make those 

identifications?”  

In the first study (Case A), I use a grounded theory approach (Glaser & Strauss, 

1968) to generate a set of categories and sub-categories describing the transcribed 

video. I then used Strauss’s work, particularly trajectory, to inform the analysis of 

the notes from the cued recall. In the second study (Case B), I again used grounded 

theory to develop a series of categories and sub-categories describing the SMS 

messages sent by carers and Strauss’s work to inform the analysis of the notes from 

interviews and site visits. At the end of this case I progressed towards an 

ethnographic analysis of the Probe (Gaver et al., 1999), specifically “informational 

probe” (Crabtree et al., 2003b:7), data. I continued this progression towards an 

ethnographic approach in Case C, adopting an approach of ethnomethodological 

“indifference” (Randall et al., 2007:33) initially. I then examined the ethnographic 

report generated in terms of an evolved version of Strauss’s notions that I had 
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developed through Case B. Thus, I used a grounded theory approach in analysis to 

develop descriptions to support high-level comparison (e.g. between trajectory and 

its sub-concepts and what tram travellers talked about in Case A) and critique (e.g. of 

trajectory+ in Case B) while I deployed the detailed view of action and interaction 

that ethnographic analysis supported to engage in theoretical development (e.g. of 

mobile trajectory in Case C). 

There is third question: 

3. What ICTs might work here? 

This suggests that there is a “way of looking” (Randall et al., 2005) that is supportive 

of ICT design for mobile work, leading to the need to discuss the notion of “power” 

(Halverson, 2002) 

3.5 theory’s job 

“What is most important is to sharpen the glance for that which is sociological in a 

particular phenomenon and that which belongs into the realm of other sciences – in 

order for sociology to finally stop digging in an already occupied territory.” 

[Simmel quoted in Nedelmann, 2001:76] 

“…theories are more like a pair of dark glasses. We put them on and the world is 

tinted. The change brings some objects into sharper contrast, while others fade into 

obscurity. However, by adopting theories from other fields we may be bringing 

theoretical objects into focus that are not appropriate for CSCW. For example, activity 

theory and distributed cognition theory are both first and foremost, theories about 

cognition. What they can say about group interaction is based on what they say about 

cognition. That may be OK, depending on how we use the theory. But how do we 

evaluate their usefulness for CSCW?” 

Halverson (2002:245) 

 

I argue that theory is a tool for sense-making, a support for analytic reasoning 

(Sharrock, 2001, Crabtree et al., 2006), in making knowledge available, and for 

getting the job done – whether that “job” be that of a social scientist, a fieldworker, a 

designer and even a social theorist. Simmel’s call concerns looking for problems 

which sociological theory is equipped to solve. A not unreasonable consequence of 

this is to consider that sociological theory, if deployed in conjunction with a close 
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attention to phenomena, sharpens our glance and provides a perspective when 

examining problems in the realm of interaction (as noted by Nedelmann, 2001:76). I 

am concerned with practical outcomes and not simply with conducting “scenic 

fieldwork” (Button and Dourish, 1996; Button 2000) but with a very practical 

problem – how do we support the design of ICTs for mobile workers? Thus the 

tradition I work in, the methods I have chosen, the theoretical perspectives I have 

considered (i.e. largely trajectory) and the notion I evolve (i.e. mobile trajectory) are 

driven by this need to develop concepts resembling organising principles for the 

ethnographer and designer, a means to “sharpen the glance” (Nedelmann, 2001, 

quoting Simmel). 

Hammersley (1992:13-27) describes four possible (but not necessarily mutually 

exclusive) rationales to approaching theoretical description in ethnography: to 

provide insights; to describe social microcosms; to apply theories; to develop theory 

through critical cases. These are very descriptive in their outcomes. Halverson (2002: 

245), when exploring what two different theories actually do in CSCW describes 

how a theory should have “…descriptive power...a conceptual framework that helps 

us make sense of and describe the world”. She notes how this can include both 

description of a work setting and a critique of technology being implemented at that 

setting. She continues (ibid) to describe how a theory needs “rhetorical power” or the 

capacity to “…talk about the world by naming important aspects of the conceptual 

structure and how it maps to the real world”. She notes how this encompasses 

description to oneself and communication to and persuasion of others. She then notes 

(ibid) that a theory can have “inferential power” or the ability to infer what we have 

not understood, insights into design or the consequences of change at a setting. She 

then describes (ibid) how a theory can have power in terms of “application” – that it 

can be used to guide system design through describing the world at “the right level of 

analysis”. 

Table 3.3 below shows the different forms of “power” I consider in this thesis. The 

Table shows that my preoccupation across all cases is with description (“Describe” 

in the table) and rhetoric (“Talk” in the table). In Chapter 8 I consider issues of 

inference and application, for distributed work trajectory and mobile trajectory using 

Case B and Case C material respectively as these are more the mature, design-

oriented versions. 



Chapter 3: Notes on Approach 

 

 

82 

 

Case Chapt theory Describe Talk Infer Apply 
A 4 trajectory ! ! " " 

trajectory+ ! B 6 

distributed work trajectory 
! 

" 
" " 

distributed work trajectory C 7 

mobile trajectory 
! ! " " 

trajectory 

trajectory+ 
" " 

distributed work trajectory 

C  
& 
A 

8 

mobile trajectory 

! ! 

! ! 

Table 3.3: Overview of the different kinds of “power” considered in Chapters 4, 6, 7 & 8 

Case A (Chapter 4) focused on description and considered rhetoric. I had two 

interests: examining if trajectory resonated with the categories developed through the 

grounded theory approach; exploring if and how trajectory had descriptive power for 

this large corpus of data. I was not interested in building a theory but in reworking a 

concept and series of sub-concepts to become more applicable for mobile work 

through exploring deficiencies in particular. Thus I explored the descriptive power of 

trajectory through this study i.e. as “…a conceptual framework that helps us make 

sense of and describe the world” (Halverston, 2002:245). As Halverson notes (ibid) 

this includes both description of a work setting and critique of technology being 

implemented at that setting. I also began to critique trajectory’s ability to account for 

mobile work. 

In Case B (Chapter 6) I was driven by the purpose of establishing trajectory+’s 

usefulness, “descriptive power” and “rhetorical power” or the capacity to “talk about 

the world by naming important aspects of the conceptual structure and how it maps 

to the real world” (Halverson 2002:245). I was interested in how trajectory+ 

supported description both to myself and also in how it supported communication to 

and persuasion of others. Thus, this was stretching trajectory+ further. Case C 

involved the direct use of distributed work trajectory in semi-structured recorded 

interviews (e.g. in the formulation of questions) again focusing on descriptive and 

rhetorical power. This case resulted in mobile trajectory that improved on distributed 

work trajectory’s descriptive and rhetorical power. 
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In Chapter 8, I explore distributed work trajectory’s and mobile trajectory’s 

“inferential power” (Halverson, ibid) – the ability to infer what we have not 

understood, insights into design or the consequences of change at a setting. I also 

explored their “application power” (Halverson, ibid), or how they can be used to 

guide system design through describing the world at “the right level of analysis” 

(ibid), through a discussion of possible ICT designs for the setting. Thus, in this 

thesis, I not only explore mobile trajectory’s usefulness as an “analytical orientation” 

(Taylor and Harper, 2003:268) assisting analytic reasoning but also its ability to 

support design ideas. 

These different notions of power capture the “usefulness” and “descriptive 

adequacy” criteria described by both Geertz (2000) and Sharrock and Anderson 

(1986:20) respectively. There are further criteria available to measure or validate 

theories. Sharrock and Anderson (1986:20-23) describe “consistency”, “clarity”, 

“coherence”, “rigour” and “operationality” (as well as “descriptive adequacy”).   

They point out that when deploying a “theoretical attitude” the phenomena under 

consideration are viewed from the point of view of the theory alone and any other 

considerations are “bracketed off” (ibid:19), even knowledge which s/he may have as 

“an ordinary member of the society in which he lives” (ibid). For them, a theory must 

“stand or fall on its own terms” (ibid:20). They continue to describe how a theory’s 

rigour is not defined by the extent to which it has been tested but by: (i) being 

composed of the simplest possible elements, aggregated in defined way and; (ii) 

comprising set of propositions which seamlessly mesh together. Thus the elements 

are both independent of each other and yet form a coherent whole when combined 

according to defined procedures. Finally they describe how theories are “means to 

better and better studies of real worldly phenomena” (ibid:22) and a need to preserve 

the phenonema under investigation through the use of the theory. 

Glaser and Strauss (1968:237-250, emphasis their own) describe how a theory 

developed through the grounded theory approach should: “…fit the substantive area 

in which it will be used…”; “…be readily understandable by laymen concerned with 

this area…”; “…be sufficiently general to be applicable to a multitude of diverse 

daily situations within the substantive area…”; and “…allow the user partial control 

over the structure and process of daily situations as they change over time”. This first 

criterion for a “good” grounded theory suggests that the theory should correspond to 

and have relevance to the phenomena under examination and, as a result, its 
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application should be self-evident. The second criterion again suggests applicability, 

that it is consumable and can be worked with by the intended audience. The third 

criterion concerns a theory’s applicability beyond the particular phenomena from 

which it was evolved and using a level of abstraction that extends beyond singular 

situations. The fourth criterion concerns the provision of control to the person using 

the theory – both in terms of its application and its evolution or modification. 

Strauss and Corbin (1998) and Corbin and Strauss (1990) describe issues concerning 

how a theory is evolved – validity, reliability and credibility, adequacy of the 

research process and empirical grounding of the research. They produce criteria that 

help evaluate the quality of the research used to generate a theory (e.g. “What were 

the major categories emerged?” (Strauss & Corbin, 1998:269)) and the empirical 

grounding of a study (e.g. “Are Concepts Generated?” (ibid:270)). The criteria that 

are particularly relevant beyond grounded theory are: the systematic linkage of 

concepts; tight links between categories that are dense; specificity; explanatory 

power; accommodation for variation or changes under different conditions; 

explanation of conditions under which variation occurs; significance; and longevity. 

Other than these, their main contribution to the bank of criteria for “good” theories is 

in terms of the theory having “plausibility” or being convincing, having “value” or 

being useful, having “adequacy” or a rigorous research process behind it and being 

grounded in data or having “empirical grounding” (Corbin & Strauss, 1990:16). 

Guba and Lincoln (1989:233-43) describe constructivist parallels to the logical 

positivist notions of rigour: internal validity, generalisability, reliability and 

objectivity. They describe “credibility” (cf. internal validity) or compatibility 

between “…constructed realities of respondents and the reconstructions attributed to 

them” (ibid:237). They also note (ibid:237-8) how this “isomorphism” can be 

established and assured through approaches such as “prolonged engagement”, 

“persistent observation”, “peer debriefing” (discussing findings with a disinterested 

peer), “negative case analysis” (revising findings in the light of exceptions), 

“progressive subjectivity” (monitoring the construction of findings) and “member 

checks” (testing findings with members of groups under study).  The three other 

“criteria” for ensuring rigour are “transferability”, “dependability” and 

“confirmability” (ibid:241-3) Transferability (cf. generalisability) describes the 

ability that others have to make judgments concerning the applicability of particular 

findings in alternative contexts. This is often available through “thick description” 
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(Geertz, 1973) which, for example, makes available information on the nature of the 

setting, the informants etc.. Dependability (cf. reliability) describes how the process 

is audited, changes in methodology in particular. Such changes should be traceable 

and attributable to particular sources, or better insights. Confirmability (cf. 

objectivity) concerns the data component of the auditing process – that data can be 

traced to their sources and the processes and logic supporting judgements is available 

in the case study narrative. 

Table 3.4 shows how I address these concerns in particular chapters in this thesis. 

Chapt theory S&R G&S G&L 
2 trajectory & orbit descriptive adequacy fit & relevance transferability 

4: 

Case A 

trajectory, orbit descriptive adequacy, 

operationality 

fit & relevance, 

workability, 
generality 

credibility, 

transferability, 
dependability, 
confirmability 

5 trajectory+* descriptive adequacy fit & relevance transferability 

trajectory+* descriptive adequacy, 
operationality 

fit & relevance, 
workability, 

generality 

credibility, 
transferability, 

dependability, 
confirmability 

6: 
Case B  

distributed work 

trajectory 

descriptive adequacy fit & relevance dependability, 

confirmability 

7:  
Case C 

distributed work 

trajectory 

descriptive adequacy, 
operationality 

fit & relevance, 
workability, 

generality 

credibility, 
transferability, 

dependability, 
confirmability 

8 mobile trajectory descriptive adequacy, 

operationality 

fit & relevance, 

workability, 
generality 

credibility, 

transferability, 
dependability, 
confirmability 

*trajectory, social world, orders, biography, locale, work 

Table 3.4: Overview of how Chapters 2-8 deploy criteria for measuring theories: Sharrock & 

Anderson’s (1986) – S&R – Glaser & Strauss’s (1968) – G&S – & Guba and Lincoln’s – G&L  

Geertz (2000:137-8) captures concerns regarding “generality” (Glaser and Strauss, 

1968) within his notions of “limits” and “circumstantiality”: 

“To my limited mind, direct and open acknowledgement of limits–this observer, in 

this time, at this place–is one of the things that most recommends this whole style of 

doing research. Recognition of the fact that we are all what Renato Rosaldo has called 

“positioned (or situated) observers” is one of the most attractive, most empowering 

features…I have never been able to understand why such comments as “your 

conclusions, such as they are, only cover two million people [Bali], or fifteen million 



Chapter 3: Notes on Approach 

 

 

86 

[Morocco], or sixty-five million [Java], and only over some years or centuries,” are 

supposed to be criticisms.” 

Thus useful concerns and achievable goals in the settings I describe here are to 

describe in adequate detail how I did the work and for what reason and who was 

involved in the work under what circumstances. I do this below. The “gross 

observability” (Rouncefield, 2002:19) of how I derived my conclusions, what they 

are founded on and their particular nature (i.e. at a particular place and time, under a 

particular set of circumstances) is an important feature of the work presented here. 

This is largely Guba and Lincoln’s (1989) issue of confirmability expressed 

differently. Like Geertz (2000), I believe this is a strength, not a concern; indeed an 

important feature of mobile trajectory is that it can support the preservation of the 

indexical nature of empirical findings. 

A pervasive appeal and device in my approach relates to Geertz’s concern with 

regard to “local knowledge”: comparison. This is slightly different from Glaser 

(1998:140-6) and Glaser and Strauss’s (1968:105-113) use of the term: they describe 

comparison as central to the generation of concepts during data analysis. On a more 

abstract level, they describe the use of comparisons for theory verification and 

generation. I am driven by Geertz’s call to compare settings not only for these 

reasons but also because theory (even a “middle-range theory” – Mansell and 

Silverstone, 1996:6) “…grows out of particular circumstances and, however abstract, 

is validated by its power to order them in their full particularity, not by stripping that 

particularity away” (2000:138). Table 3.5 below summarises the comparisons I use. 

theory and context comparison 

Version Chapt/Case Describe Talk Infer Apply 

trajectory & orbit 4/A categories (1) categories (1) - - 

trajectory+ 6/B categories 
(2), themes, 

probes 

categories 
(2), themes, 

probes 

- - 

distributed work 

trajectory 

7/C ethnographic 
report 

ethnographic 
report 

- - 

mobile trajectory 8/C & A 3 versions, 3 
schemes, 2 

theories 

3 versions, 3 
schemes, 2 

theories 

1 version, 3 
schemes, 1 

theory 

1 version, 1 
theory 

Table 3.5: Comparisons deployed in this thesis across the “version” of mobile trajectory, the 

chapter (4-8) and case (A, B or C) 
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Thus in Case A (Chapter 4) I compare trajectory to a atheoretical set of categories 

drawn from a grounded analysis – “categories (1)” – in terms of its descriptive and 

rhetorical power. These categories provided a convenient way to map trajectory and 

orbit onto a large data set and their form supported theory-building. In Case B 

(Chapter 6) I compare trajectory+ to categories from another grounded analysis of 

the text messages produced through a “technology probe” (Hutchinson et al., 2001) – 

“categories (2)”. I also compare trajectory+ with Strauss-informed themes – 

“themes” – the “informational probe” (Crabtree et al., 2003b:7) data – “probes”. 

Again, with the technology probe data this analysis supported comparison and theory 

generation. The probe data was easily intelligible without the need to resort to the 

categorisation that grounded analysis supports. In Case C (Chapter 7) I compare 

distributed work trajectory to the findings in an ethnographic report which, again 

provided support for comparison due to the “indifference” (Randall et al., 2007:33) 

with which I reported the findings. 

At the end of the thesis (Chapter 8) I use three sets of comparisons: (1) mobile 

trajectory with its different versions (“versions”); (2) mobile trajectory with 3 other 

conceptual schemes (“schemes”); (3) mobile trajectory two other theories 

(“theories”). This is an appropriately placed validation step as there seems little point 

in comparing my conceptual scheme with others until it has been fully developed 

through both case material and reference to relevant literature. (1) focuses on 

descriptive and rhetorical power through reflecting on all the case material (Case A, 

B and C). (2) critically reflects on the descriptive and rhetorical work that the three 

other conceptual schemes introduced in Chapter 2 could do in Case C compared with 

mobile trajectory and considers their support for inference. The rationale for the 

choice of these schemes is that all three deploy particular aspects of Strauss’s work, 

specifically articulation work (Bardram and Bossen, 2003; 2005), trajectory (Reddy 

and Dourish, 2002; Reddy et al., 2006) and illness trajectory (Munkvold and 

Ellingsen, 2007). The third set of comparisons (3), with the two theories “Mobilities” 

(e.g. Urry, 2000) and “Locales” (Fitzpatrick, 1998; 2003) focuses on description, 

rhetoric, inference and application. I selected these theories as they were influential 

in the evolution of mobile trajectory and they also focus on the social aspects of 

action and interaction. In addition, both have been used to analyse mobility: Locales 

by Vetere et al., 2003 and Mobilities by Larsen et al. (2006). I pass a final judgement 

on mobile trajectory in Chapter 9 through reconsidering its support for design and 
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how it has conformed to the criteria laid out for good theory by Sharrock and 

Anderson(1986) and Glaser & Strauss (1968). 

3.6 Closing notes 

There are three points I wish to close this chapter with. The first regards if you, the 

reader, will be surprised by what you read here. The second regards my use of 

grounded theory and, more generally, the analytic work that I do here. The third is a 

general point regarding my views on method. 

Hammersely (1992:22) describes how: “…the ‘theoretical descriptions’ that 

ethnographers produce are little different from the descriptions and explanations 

employed by us all in everyday life” (ibid:22). He also distinguishes ethnographic 

description from ordinary description in terms of the “…explicitness and coherence 

of the models employed…” and “…the rigour of the data collection and analysis on 

which they are based…” (ibid). The accusation levelled at much theory and 

theorising is that it supports losing sight of the phenomena and thus becomes 

insulated from the world it is describing (Sharrock and Anderson, 1986). In this 

regard, Schatzman and Strauss (1973) point out the importance of “host verification” 

(ibid:134) testing at least major propositions against “the experiences and 

understandings of the hosts”. They describe too how “phenomenon recognition” 

(ibid:135) forms a kind of internal validation – “Do these people recognise the 

phenomenon?” (ibid). Finally they describe how the analysis may help people 

explain their own experience in a new way. I hope this is an ongoing feature of the 

research and thus, I’m afraid, there may be an entirely unsurprising aspect to the 

findings and the theory I present here. 

Case Data Analysis Output Role 
Transcribed video Grounded Categories To compare and critique trajectory 

and orbit 

A 

Cued recall notes Strauss-informed Themes To evolve trajectory+ 

SMS logs Grounded Categories To compare and critique trajectory+ 

Interview & visit notes Strauss-informed Themes To evolve distributed work trajectory 

B 

Probe returns Ethnographic Report To evolve distributed work trajectory 

C Fieldnotes, interviews, 

documents 

Ethnographic & 

Strauss-informed 

Report To critique distributed work 

trajectory & evolve mobile trajectory 

Table 3.6: Overview of analytical approaches across the 3 cases 
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Secondly I use both grounded and ethnographic approaches in the analytic reasoning 

(Sharrock, 2001; Crabtree et al., 2006) in this thesis (see Table 3.6 above). 

I use the toolkit provided by Grounded Theory in Case A and Case B, particularly 

the coding approaches described in Strauss & Corbin (1998) and Glaser (1998). My 

analytical approach in these cases resonated strongly with Glaser’s (1998:133-55) 

work on generating concepts and categories. Thus I appealed to notions of “fit”, 

patterning out, saturation and “interchangeability” through my approach (Glaser, 

1998:140). Grounded theory provided both an approach and a toolkit for generating a 

more abstract view on this two data sets, supporting comparison in both Case A and 

B. In Case A and B I needed an abstracted/categorical view of the data so it could be 

critically compared with different versions of mobile trajectory. This view is 

deliberately neutral, antiseptic and decontextualised at the highest level. It was 

designed to act as a description for easy comparison and contrast so that trajectory 

and orbit and trajectory+ could be placed in relief against a summative view of the 

case material. In both Case A and B I wished to “identify regularities in the ways 

participants utilize the resources of the complex social and material world of actors 

and objects within which they operate” (Jordan and Henderson, 1995:41). Thus my 

analysis in neither case developed a theory as such, as relationships among categories 

were not extensively explored for example, but supported comparison with and 

development of theory. 

With regard to the ethnographic analysis, the Probes in Case B enforced a “working 

out” between the researched and the investigated, a joint and effortful enterprise with 

participants (Graham et al., 2007). They supplied useful and interesting forms of 

access to informants commonsense understanding of the organisation of the world, 

thereby beginning a conversation that permitted more probing into these people’s 

lives through, in this case, an interview. In Case C the various research activities and 

data collected – email exchanges, site visits, interviews, observations and shadowing 

– again supported an ongoing working out of the key features of work and ICTs at 

the setting from within the setting itself. For in this chapter I was less concerned with 

identifying specific deficiencies or building or synthesising particular notions than 

with critiquing distributed work trajectory both as a practical and conceptual scheme. 

I also wanted, through this critique, to suggest ways this trajectory version could 

address other aspects of “power” (Halverson, 2002) beyond description and rhetoric 

and evolve into mobile work trajectory. Thus the data in Case C was closer to the 
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ground of real work practice. This was appropriate as I was less encumbered with 

trying to squash phenomena into categories as in Case A instead focusing on the 

spatial, temporal and work orders at the setting and distributed work trajectory’s role 

in getting at these orders. 

Thus, four things really happen in this thesis with regard to my approach: 

1. I evolve mobile trajectory through the three cases presented here (Case A, B, C)
2
. 

2. I evaluate and critique the relevant theoretical notions in all three cases through a 

process of comparison. 

3. I further evaluate mobile trajectory through comparing it to other conceptual 

schemes and theories in order to further establish its “inferential power” and 

“application power” (Halverson, 2002:245). 

4. I critically examine mobile trajectory with regard to its support for design and in 

the light of the criteria for good theories I have presented here. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                
2
 Working in the care domain as I did in Case B and C I believe is quite appropriate, given trajectory 

has been applied to care domain previously (e.g. Strauss et al., 1984) and that both these cases 

involved distribution, mobility and quite ordinary ICTs. 
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4.1 Overview 

This study addresses the following being mobile themes identified in Chapter 2 as 

important with regard to physicality and technology. 

No Being mobile theme No Being mobile theme 
(1) physical movement (9) moving through heterogeneous topologies 

(2) change of location (10) affording particular technologies* 

(3) uncoupling of space and (inter)action (11) different modes** 

*electronic maps and timetables **tram travel, walking 

Table 4.1: Being mobile themes addressed in this chapter 

This is achieved through studying tram travellers moving through space, garnering 

information using an electronic mobile guide as they try to find their way from one 

point to the other around in the Central Business District (CBD) of a city using trams 

and walking. I investigate the applicability of trajectory and orbit to the particular 



Chapter 4: Case A – The case for trajectory 

 

 

93 

aspects of being mobile described above and explore the relationship between 

trajectory and orbit and these themes. I presented a preliminary mapping in Chapter 

2, in Table 2.3, part of which is reproduced below (Table 4.2). Chapter 2 also 

identified these two notions from Strauss as those I should focus on here. 

Concept Being mobile theme 
- trajectory (1) physical movement; (5) change and irregularity; (9) moving through 

heterogeneous topologies 

- orbit (1) physical movement; (2) change of location; (4) multiple worlds; (7) a 
more complex notion of time; (9) moving through heterogeneous topologies 

Table 4.2: Trajectory and orbit related to mobility themes 

I consider the descriptive and rhetorical power (Halversion, 2002) of trajectory and 

orbit for the phenomena under study through conducting a grounded analysis of the 

field video data gathered from observing tram travellers at work. I interrogate what 

two tram travellers say about this data using Strauss and trajectory in particular. My 

particular aim is to critique trajectory and orbit i.e. to identify their deficiencies in 

accounting for the phenomena and to suggest possible conceptual progressions to 

explore through further empirical work. The data, analysis, output and role of this 

output in this chapter is summarised in Table 4.3 below (a reduced version of Table 

3.6 in the last chapter). 

Data Analysis Output Role 
Transcribed video Grounded Categories To compare and critique 

trajectory and orbit 

Cued recall notes Strauss-informed Themes To evolve trajectory+ 

Table 4.3: Overview of this chapter’s data, analysis and output 

4.2 Introduction 

In Chapter 1 and 2 I described how Strauss’s (1993) notions of trajectory, or “…the 

course of any experienced phenomenon as it evolves over time…and…the actions 

and interactions contributing to its evolution” (ibid:53), and orbit, or “…the spatial 

movements of members of social worlds” (Strauss, 1976:66), provide an account of 

being mobile. Specifically, I argued that these notions, at least potentially, have 

descriptive, rhetorical, inferential and application power (Halverson, 2002) through 

reviewing studies of being mobile. However, I also noted that although trajectory 

and orbit may attend to the temporal and spatial issues in such phenomena that they 

do not address all issues with being mobile particularly issues concerning the 

physicality of being in and moving through a place. There are also the deficiencies of 
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any “theoretical attitude” (Sharrock and Anderson, 1986:19) such being bracketed 

from the everyday realities of people’s lives (Sharrock and Coleman, 1999) and 

potentially detracting from rich description (Geertz, 1973). 

In this chapter I am concerned with critically examining trajectory and orbit to 

address these concerns through considering the case of people moving around the 

CBD of a city (Melbourne), trying to find their way from one place to another. Thus 

this study, while empirically investigating the use of multiple modes of transport, is 

concerned with investigating opportunities for enhancing trajectory and orbit to 

account for the travelling (Kristoffersen and Ljungberg, 1999) component of being 

mobile. I wish to consider the real-time, real-place realities of finding one’s way 

while trying to do work, realities that tend to be ignored in studies of being mobile 

(see Table 2.6, Chapter 2) and particularly in studies of mobile work and the mobile 

experience (see Table 2.7, Chapter 2). This wayfinding work happens in parallel with 

core work – getting to a patient’s home is an important aspect of performing the job 

of a clinician operating in a community setting for example. In avoiding a detailed 

consideration of this work a very important requirement of any ICT involved in 

being mobile is being ignored – its ability to acknowledge, deal with, support etc. a 

mobile worker while physically mobile and the contingencies involved in this 

physical mobility. 

4.3 Background 

4.3.1 The TramMate Project 

This data was collected in February 2003 through the TramMate Project (The 

TramMate Project, 2006). The aim of this project was to develop a prototype of a 

mobile service supporting the use of public transport systems in Melbourne, 

Australia. Field studies of the use of transportation by business employees who, 

during a typical workday, have to attend appointments at different physical locations 

established some key requirements for such a mobile service (Kjeldskov et al., 

2003): 

1. Relating travel information to appointments; 

2. Providing route-planning information based on current location; 

3. Alerting the participant about departure times; 

4. Providing access to information about walking distance and route changes. 
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These field studies (Kjeldskov et al., 2003) led to an initial design of the TramMate 

prototype. Jessica Davies’ (nee Smith) developed a prototypical, but fully functional, 

location-aware trip planning service. This prototype, GPS Boy, is described in more 

detail below. 

The evaluation is important because the system evaluated represented an example of 

a recent ICT service which participants had little familiarity with and thus the data 

provided useful insights into the process of coming to terms with a new (but 

relatively simple) ICT in situ. The service was interacted with in-hand and in-the-

world as participants ambulated around a familiar city space. Thus the demands of 

physical mobility were explored. The participants also had to use the service to do 

work – embark trams, walk and disembark trams. Given trams run to a schedule, 

there was a strong temporal element in their work – participants’ spatial work had to 

reconcile with the trams’ predetermined (and often highly variable and 

unpredictable) schedules.  Finally, the tasks represented the kind of work mobile 

professionals travelling around a city indicated that they would like to be able to do 

(Kjeldskov et al., 2003) and have some support for. 

4.3.2 GPS Boy 

The service evaluated, GPS Boy, supported work such as (Smith et al., 2004): 

- Allowing definition start and end points; 

- Displaying route information in a variety of ways and in varying levels of detail; 

- Providing guidance both prior to and during the journey; 

- Supporting estimation of time and distance. 

Thus the service mirrored the requirements 2., 3. and 4. garnered from the field 

studies directly (see section 4.3.1 above). A comprehensive description of the system 

evaluated is in Kjeldskov et al., (2005), Smith et al., (2004), Pedell et al., (2003) and 

Vetere et al. (2003) and in Appendix 4-1 and 4-2. Briefly, the application was 

designed for use on an iPAQ handheld computer running a Web browser. 

The application had three main functions (Figure 4.1, Table 4.4 below). For each 

function, after the participant entered the required input (usually in the form of street 

intersections) by using an on-screen keyboard and selecting hyperlinks, the system 

presented a solution to the route problem. The solution was distributed hierarchically 

across screens in text and images, requiring the participant to drill down the 
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hierarchy to obtain more complete and detailed route information. The solution 

presented used an algorithm that calculated optimal routes based on journey length in 

tram stops and the departure time of trams. The key screens for function 1. and 2. 

above and an overview of the system architecture are available from Appendix 4-1 

and Appendix 4-2 respectively 

Function Description 
1. Timetable 
 lookup 

where information on tram timetables was available based on the input 
of stop and route numbers 

2. Plan trip where information on the whole route was available based on the input 
of suburbs and street corners 

3. Determine 
 route 

where information on the whole route was available based on 
automatic detection of the participant’s original position via a GPS 

Table 4.4:  GPS Boy functions 

 

Figure 4.1: Main functions of GPSBoy 

 

Figure 4.2: Example of a map in GPSBoy 

4.4 Approach 

The approach used a field evaluation involving the observation of in situ use of the 

mobile guide by five educated, experienced computer participants (see 4.4.1 below) 

and the generation of “think aloud” data (Duncker, 1945; Lewis, 1982), in a manner 

similar to conducting contextual inquiry site visits (Hackos and Redish, 1998:131): 

“…to get at users’ inferences, intuitions, and mental model as well as their reasons 

for the specific steps they take and decisions they make while doing the task”. I 

compensated for the limited number of participants through the proximity to the 
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observed phenomena and the depth of the analysis involving both participants and 

researchers (see below). The focus of “think aloud” in this study was not on insights 

into users’ mental models but on their technology use and experience. Thus 

participants were asked to “provide a commentary” on what they were “doing, 

experiencing and thinking” (Appendix 4-4) as they completed the task (see section 

4.4.2 below). Participants were also asked to describe problems, suggestions for 

improvement, and comment on their “interaction with the mobile application and 

with the environment” (Appendix 4-4). Thus the use of think aloud was close to 

Buur and Bagger’s (1999) use of “think aloud” as user dialogue – “a dialogue 

between designers and users on use, context and technology” (ibid:63). Another 

similarity was that the facilitator was “an active, attentive dialogue partner for the 

user” (ibid) who was physically close to the participant throughout the study. A key 

difference here was that the dialogue reported on occurred as participants negotiated 

the real world, namely the urban environment, with its various challenges e.g. 

oncoming traffic, other pedestrians and tram travellers and environmental noise. 

Although the primary aim of the field study was evaluation over redesign of a mobile 

guide, some questions directed towards participants during the evaluations placed 

them in a “co-evaluator” role (Wright and Monk, 1990): they were, at times, asked 

questions that encouraged speculation about the guide and probed their 

understanding of their interaction. 

Video captured these interactions, despite the challenges it presented both in terms of 

affecting participants’ behaviour via the Hawthorne Effect (Mayo, 1933 – i.e. 

participants behaviour is more influenced by being observed than by factors pertinent 

to the study e.g. usability issues with GPSBoy) and in terms of the research team 

practically being able to capture actions and interactions. Video has been used 

extensively in user testing as a tool for observing user activity and communicating 

findings (Buur & Bagger, 1999; Dumas and Redish, 1993) and, more recently, in 

ethnographic studies of the home (e.g. Braiterman & Larvie, 2002; Crabtree & 

Rodden, 2004). Studies of collaboration (e.g. Isaacs & Tang, 1993) have shown that 

video has particular strengths as a communication channel. Although the 

transcription focused on the dialogue, video was useful (and indeed enhanced the 

analysis) because: 

1. Reviewing non-verbal (e.g. body movement, head movement, gestures and hand 

movement) actions and interactions contributed to understanding participants’ 
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experience and use of the system e.g. knowing if the participant was looking at 

the device or out of a tram window could provide insights concerning the 

participant’s certainty concerning where s/he should disembark. 

2. Reviewing verbal (e.g. speech, environmental noise) and non-verbal actions and 

interactions together reduced ambiguity during analysis e.g. non-verbal actions 

often added meaning and context to what the participant was saying; 

3. Reviewing both verbal and non-verbal communication was important for getting 

insights into participants’ attitudes and emotional responses; 

4. Reviewing video helped establish a sense of participants’ position in and 

relationship to the environment as actions and interactions unfolded. Indeed a 

previous, usability problem based analysis (Pedell et al., 2003) had shown that a 

major usability concern was “System versus real world” or “issues caused by the 

relationship between the information contained in the system and the 

information contained in the world” (ibid: 101); 

5. Video coupled with audio during analysis helped establish the influence of 

environmental factors (e.g. environmental noise, crowds of people, traffic) while 

participants were using trams to navigate the city. 

The analysis here focuses on transcribing and analysing the participants’ 

“vocalisations” or “talk aloud” and “verbalisations” or “think aloud” (using Ericsson 

and Simon’s (1994:221-2) three-tier taxonomy of verbalisations) concerning their 

actions, interactions, thoughts and feelings. However, unlike classic protocol 

analysis, which is concerned with gaining insights into cognitive processes, I wished 

to examine participants’ use of technology and their experiences: what actually 

happened. Given my belief that observing the detail of social actions and interactions 

in time and place is critical to understanding how technologies fit in to people’s 

lives, the video data was very useful and, indeed, was integral to both the process of 

analysis and the evolution of a theme set (see Data Analysis below). My unit of 

analysis was less “the incident” (Glaser and Strauss, 1968) and more the sentence 

clause. Thus I often coded each complete sentence uttered by participants into 

multiple categories. This process of analysis resembled protocol analysis’s steps of 

segmentation and encoding (e.g. Owen et al., 2006). I used grounded theory’s 

techniques to code the video data: this seemed appropriate as the dialogue was not 

naturalistic and was somewhat constructed. 
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I also utilised Ericsson and Simon’s (ibid) third category of verbalisation, 

retrospective reports, to confirm my analysis. This is accordance Ericsson and 

Simon’s (ibid) recommendation and with other reported uses of retrospective reports 

namely: the use of debriefing via cued recall using head-mounted cameras to 

investigate naturalistic decision-making (Omedei et al., 1997); and the use of video 

situated recall to probe thoughts, feelings and experiences in general (Lyle, 2003) 

and affective experiences in particular (Bentley et al., 2005). 

4.4.1 Participants 

Five participants took part in this field study. The profile of participants was young 

to middle-aged, educated people who used computers and Web browsers very 

frequently, mobile phones  and public transport (namely trams) regularly, and had 

reasonable knowledge of the public transport (tram) system. Thus the mobility 

studied among these participants is mainly local (Perry et al., 2001) travelling 

behaviour (Kristoffersen and Ljungberg, 1999) with a single artefact being carried – 

the iPAQ handheld computer (although participants also had to hold, and sometimes 

refer to, the task being done typed on a piece of card). A complete profile of 

participants is available from Appendix 4-3. 

4.4.2 Tasks 

There were four main tasks that focused on exploiting the three main functions of the 

system (see 4.3.2 above). The research team grounded these tasks in earlier field 

studies in the project (Kjeldskov et al., 2003) and piloted them prior to the evaluation 

resulting in the number of tasks being reduced from 5 to 4. Thus these tasks were 

representative of the kind of wayfinding work people do. These tasks involved the 

participant interacting with GPS Boy in order to plan a route and then actually 

moving from one point to another. A general comment on the tasks is that they either 

involved acquiring information from the system or using the system to support 

activity in the real world. The tasks usually did not require the participant to acquire 

information on-the-move to support current activity although this is often what 

participants actually did. 

Although the tasks were in part driven by what the system could do they also each 

represented a realistic, continuous tram journey. They mapped almost directly onto 

the tram traveller behaviour captured in the requirements for the service (see section 

4.3.1) as shown in Table 4.3 below. The only requirement that was not seriously met 
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through the tasks was relating travel information to appointments, although Task 2 

included an appointment 

Task # Tram traveller behaviour/requirement 
1, 2, 3 Providing route-planning information based on current location 

1, 2, 3 Alerting the participant about departure times 

1, 2, 3 Providing access to information about walking distance and route changes 

Table 4.5: Mapping between tasks and tram traveller behaviour/requirements 

Thus observation of the work involved in completing these tasks may not have been 

observation of truly naturalistic behaviour but marked observation of realistic 

behaviour at the very least. 

The first three tasks involved the participant using a particular part of the system 

(“Timetable Lookup, “Trip Planning” and “Determine Route” respectively), whereas 

Task 4 required the participant to choose the part of the system to use. Tasks 2 and 4 

are below. Due to technical constraints regarding obtaining precise GPS positioning 

in the CBD, for Task 4 the service’s location-awareness was simulated, with the 

observers inputting a predefined position unknown to the participants. 

Task 1: You are going from Swanston and Flinders Street to Toorak and Chapel Street later 

today. You know that tram route 8 will take you there and that you should board the tram at 

stop 32 and get off at stop 14. 

Using the “timetable lookup” option, find out: 

a. Three alternative departure times around 16.30 

b. When the next tram is leaving 

When you have completed the task, return to the startup screen 

 

Task 2: You want to catch a tram from the corner of Swanston and Queensberry Street in 

Carlton for a meeting at the corner of Little Collins and Exhibition Street in Melbourne. 

You have to be there about 30 minutes from now. 

Using the “plan trip” option, find out: 

a. Which tram route(s) to take 

b. When the first possible tram is departing 

c. The number of route changes (if any) 

d. If there is a route change, where to board the second tram 

e. Which stop to get off the last tram 

f. How to get from the last stop to your final destination 

Use this information to get to the meeting. 

 

Task 3: You are at Federation Square in Melbourne. You want to go to Colonial Stadium. 

You have arranged to meet some friends at the corner of Spencer and Bourke Street in 

Melbourne. 

Using the “determine route” option, find out: 
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a. Which tram route(s) to take 

b. When the first possible tram is departing 

c. How to get to the tram stop from your current location 

Use this information to get to Colonial Stadium. 

When you have completed the task, return to the startup screen. 

 

 

Task 4: You have finished eating. You are at Bourke Street Mall and want to return to the 

main entrance of Melbourne University 

a. Use the system to get there as soon as possible 

Figure 4.3: Tasks used in the evaluation 

4.4.3 Locations 

The tasks involved the two main, and quite distinct, types of locations where 

participants had different information needs and support. 

Initially the participant interacted with the device in a relatively stable real world 

context, where s/he was stationery, standing in a park or on a street (1 & 6 in Figure 

4.4 and 4.5) with relatively little background noise, traffic and/or other people. Then 

the participant interacted with the device in a less predictable context, where s/he 

was either walking along a street, standing on a crowded, noisy street, sitting or 

standing on a tram, or boarding or disembarking a tram (2-5 & 7-8 in Figure 4.4 and 

4.5). The work the participants had to do had the form of acquiring information first 

and then doing the task that related to that information for real. As shown in Table 

4.6 and Figure 4.5 below, participants spent the most time in Location 1, followed by 

Location 8. Thus all participants spent under a third of the time (1 hours, 45 minutes, 

50 seconds) moving, whether that involved walking or being on trams. Most time 

was spent in a stable location: about half of the complete time for the evaluation (3 

hours, 27 minutes, 6 seconds). This time distribution across locations was similar 

across all five participants. 



Chapter 4: Case A – The case for trajectory 

 

 

102 

 

Legend 

3 
Location 

number  

Stationary/ 

moving 

locally 
 

Moving to 

a place 

Figure 4.4: The 8 (1-8) locations and the 5 participants’ direction of travel in the Melbourne CBD 

 

Legend 

 

Moving by foot 

 

Moving by tram 

Figure 4.5: The relationship between the tasks performed (Figure 4.3 and Appendix 4-3), the 

mode of transport, and the cumulative time spent by the 5 participants (Table 4.1) at the 8 

locations 
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 P1 P2 P3 P4 P5 total 

location 1 0:28:22 0:34:40 0:30:27 0:40:00 0:35:14 2:48:43 

location 2 0:08:44 0:08:22 0:10:02 0:07:03 0:05:39 0:39:50 

location 3 0:01:45 0:10:48 0:05:13 0:05:17 0:06:02 0:29:05 

location 4 0:04:10 0:06:50 0:04:21 0:02:12 0:03:57 0:21:30 

location 5 0:03:10 0:07:58 0:04:27 0:06:04 0:02:37 0:24:16 

location 6 0:09:01 0:06:17 0:09:30 0:00:00 0:13:35 0:38:23 

location 7 0:03:29 0:06:50 0:08:40 0:00:00 0:03:40 0:22:39 

location 8 0:16:45 0:06:00 0:09:30 0:11:19 0:06:05 0:49:39 

total 1:15:26 1:27:45 1:22:10 1:11:55 1:16:49 6:34:05 

Table 4.6: Time spent by each participant in each of the locations (hours:minutes:seconds) 

4.4.4 Procedure 

Participants were briefed on the purpose of the evaluation (see Appendix 4-4 & 4-5) 

and then given a brief description of the device, the application and some key 

information required to use the application (see Appendix 4-4). Participants were 

then requested to complete the first two tasks while stationary and then performed 

the remainder of the tasks for real: while walking and embarking and disembarking 

CBD trams. Three evaluators observed participants. One interacted directly with the 

participants, encouraging him/her to vocalise and verbalise and asking him/her ad 

hoc questions concerning his/her use of and experience with the device. Another 

video recorded the participant’s interaction with the device, mainly focusing on the 

device screen, the participant’s face and hands, the participant’s location in-the-

world, and important aspects of the environment. A final evaluator took field notes 

during the evaluation. I did not use these field notes in the analysis. 

4.5 Data analysis 

This section discusses how I analysed the transcribed video data from the study. 

Describing this in detail is important because it helps with the critique of grounded 

theory at the end of this chapter. The data used in the analysis included: 

- A video recording of the participant’s interaction with the device and key aspects 

of the environment; 

- An audio recording of the participant vocalising, verbalising and answering ad 

hoc questions by one of the evaluators.  
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Nielsen, Clemmensen and Yssing (2002), quoting Dix, Finlay, Abowd and Beale 

(1997:427) describe how the usefulness of think aloud can be seen as “largely 

dependent on the effectiveness of the recording method and subsequent analysis”. I 

adhere to the spirit of this. The video recording was done in situ and the data was 

analysed repeatedly: once in conjunction with another observer (reported on in 

Kjeldskov et al., 2004) and once using grounded analysis. The focus of the first 

analysis was usability problems whereas I utilised the grounded analysis to generate 

more general patterns of use. The analysis of the data consisted of two distinct 

phases: an initial analytical review and then a more detailed in-depth grounded 

analysis. I describe the in-depth grounded analysis in detail below. Broadly, I used 

five guiding principles when analysing the data: richly informed judgement; 

iterative, transparent analysis; corroborative techniques; and multiple views on the 

data. Underlying assumptions of the analysis included a belief that people are experts 

in their own lives and that it is important to confirm analytical views. I describe these 

guiding principles in more detail in Appendix 4-6. 

Broadly my analysis followed the iterative stages of: (1) transcription and coding; 

(2) confirmation and recoding and; (3) description and conceptual ordering. 

During the (1) transcription and coding stage I transcribed and coded the relevant 

participant’s talk-aloud, think-aloud and low level-actions. During the (2) 

confirmation and recoding stage I asked others (specifically people who had also 

been present while the field data was collected) to review the coding I had applied. 

Observer review sessions involved me initially reviewing the coded data with the 

observer and discussing the coding, particularly any points of disagreement. During 

the (3) description and conceptual ordering stage I organised, restructured and 

described the evolving categories. A detailed description the process is presented in 

Figure 4.6 below and in the paragraphs below. 



Chapter 4: Case A – The case for trajectory 

 

 

105 

  

Figure 4.6: Stages of the video analysis
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During (1) transcription and coding (Figure 4.6, steps 1-3) I used an open matrix to 

transcribe and code the first participant’s talk-aloud data, think-aloud data and low 

level-actions. Through this initial stage I determined how I would approach the 

analysis by comparing the categories that emerged from transcribing actions and 

utterances against transcribing utterances alone. I found that coding a transcript of 

the video without actions while watching the video was more time effective and 

produced similar results (i.e. categories in this case). I also refined the matrix used 

through analysing the first participant’s video data: Figure 4.7 below is the final 

matrix used. I then transcribed and coded the other participants’ talk-aloud and think-

aloud data (Figure 4.6, steps 6-7, 9, 16-18, 22-23, 31). 

LOCATION 1 

 

Task  : 1a 

Starts : 1:13 

Ends : 7:36 

Location : Standing outside the ICT Building 

Focal activity : User trying to find three departure times for a tram around a certain 

time. 

 

User response 

 

Analysis/discussion 

User reads task. 

So I select “Timetable lookup.” 

So what do you see here? 

I see route…ummm…there’s a list of…I think it’s gotta be a drop 

down box of the different routes. So I’m looking for route 8 so I’m 

just gonna click on the arrow and select 8. 

What happens now? 

 

IT:outcomes 

AS: semantics 

IT: projection 

AS: affordances 

IT: projection 

 Legend 

AS Activity 

support 

IT Interaction 

trajectories 

EP Emergent 

Properties 

 

E Experience 

 

A Attitude SiW Self-in-world SiS Self-in-

system 

M Mappings 

 

Figure 4.7: Second matrix for transcription & analysis (participants 1-5) and the coding legend 

In Figure 4.7 “Location” describes where the participant is. “Focal activity” 

addresses in what activity the participant is engaged i.e. what the participant’s 

current work is. This refers to both the global work the participant is required to do 

in response to the task and the sub-tasks s/he is required to form and complete to 

achieve this global work. “User response” addresses what the participant actually 

says and does. This is in the form of transcribed dialogue between the evaluator and 

participant. The “Analysis/Discussion” column addresses the categories that emerge 

through the analysis (see below). I used colour-coding in this scheme. In Figure 4.7 I 
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coded the first string of words using the “Outcomes” sub-category of “Interaction 

Trajectories”. I did not describe low-level actions under “Focal activity” or “User 

response”. I transcribed and coded all five participants’ video data in this manner. I 

have presented a sample of the final coded transcripts in Appendix 4-7. The complete 

coded transcripts amounted to approximately 60,000 words of text with 4755 

instances of category:sub-category pairings applied (e.g. IT:outcomes). 

During (2) confirmation and recoding I asked observers to review the coding I had 

applied to two participants’ transcripts (Participant 1 and 4) and version 1, 5 and 6 of 

the categories I had developed (Figure 4.6, steps 11, step 28 & step 30). I also asked 

Participants 1 and 4 to review and discuss their own transcripts using the categories I 

had applied as a basis for questions and discussion. Given the iterative nature of the 

process, changes to the categories and sub-categories resulted in all previously coded 

transcripts being revisited and recoded according to the new scheme. 

The observer review sessions (Figure 4.6, steps 11, step 28 & step 30) involved me 

initially reviewing the coded data with the observer and discussing the coding, 

particularly any points of disagreement. The observer then reviewed the participant’s 

video with a paper version of the coded transcript in hand. After this, we discussed 

differences in interpretations and I asked questions concerning the “fit” (Strauss & 

Corbin, 1998; Glaser & Strauss, 1967) the (sub-) categories exhibited to the video 

data and “understanding” (ibid) the (sub-) categories provided concerning the same 

data. Specifically, I asked 4 sets of questions: 

1. Do the categories and sub-categories fit the data? Which don’t? Why? Do you 

recommend any changes? 

2. Do any of the categories and sub-categories overlap? Which ones? How could 

they be refined? 

3. Are any of the categories and sub-categories redundant? Why? Which ones? 

Could they be discarded? 

4. Do you understand all the categories and sub-categories? Which ones could be 

described better? 

In cued recall sessions (step 13, Figure 4.6) I briefed participants on the aim of the 

cued recall, how I would conduct it and the structure of the transcript. I presented the 

participant both with the original Research Project Description (see Appendix 4-5) 
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again and representative screen shots of GPS Boy (a selection of the screens shown 

in Appendix 4-1). I informed participants that I wanted to confirm my transcription 

and to answer questions I had concerning what s/he was thinking and doing. I then 

viewed tape with participants and periodically stopped the video, usually when I 

wanted to confirm I had coded a category appropriately or when I had an uncertainty 

regarding what the participant was thinking and/or doing. Thus the questions I asked 

were not scripted but were driven by my analysis of the transcript using version 2 of 

the categories and uncertainties I had concerning what was happening and coding. I 

noted the participant’s responses throughout. I transcribed the notes taken during the 

cued recall sessions (Figure 4.8 below) and initially coded them using Version 6 of 

the categories. I then used the final version of the categories – Version 7 – to recode 

the comments. The figure below shows how I transcribed Notes as comments 

annotating the original video transcript and thus attached them to particular parts of it 

(see Appendix 4-10). 

 

Figure 4.8: Example of transcribed Notes from a cued recall session 

This produced 10,948 words of text: 298 individual Notes attached as comments to 

the transcript, 125 for Participant 1 and 173 for Participant 2. All the Notes and their 

corresponding numbers are available from Appendix 4-10. Figure 4.9 below shows 

an example of how I colour-coded each note according to how it matched the 

relevant part of the transcript. 

 

Figure 4.9: Example of coded cued recall Notes 

I coded these notes (Table 4.7) by attributing at least one and at most three Category: 

Sub-category descriptions (e.g. EP: rhythms & routines) to each Note, with the first 
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being the most descriptive of the three (Figure 4.9 below). I coded a Note with more 

than one category if no one discrete category captured everything the participant said 

or, simply, if the participant said a lot of things. 

Coding Description  Appendix 4-10  
orange the first Category: Sub-category description 

matched the relevant part of the transcript exactly 

Complete coding match in the 
same part of the transcript 

yellow-orange the first Category matched the relevant part of the 

transcript 

Similar coding in the same 

part of the transcript 

peach the second or third Category description matched 
the relevant part of the transcript 

Partial coding match in the 
same part of the transcript 

blue no match No match with the same part 
of the transcript 

Table 4.7:  Colour-coding scheme for Notes 

During (4) description and conceptual ordering I organised, restructured and 

described the evolving categories. This process involved developing 7 different 

versions of the final set of categories/themes (see Figure 4.6 and Appendix 4-11). 

4.6 Results 

This section presents four views on the data I collected: the final, descriptive, 

categorical view of the grounded analysis I conducted on the video transcripts 

(section 4.6.1 Categorical view); and various other views on the data (section 4.6.2 

Other views), including numerical, observer and participant views. I discuss an 

additional, trajectory-informed view in the Discussion below. In presenting any 

descriptive, categorical view there is a danger of abstracting away from the 

phenomenon entirely. I mitigate against this by considering both abstract and 

detailed views (section 4.6.2 Other views) and by using the views below as a support 

for “analytic reasoning” (Crabtree et al., 2006: 283) as opposed to the final outcome 

of the analysis. I comment on any resonances between the video data, trajectory and 

orbit that these views indicate in the three sections below and discuss these in more 

detail in the Discussion section. 

4.6.1 Categorical view 

The original intention of this view was to support comparison with Strauss’s (1993) 

presentation of orbit and trajectory and its accompanying sub-concepts – each 

category was intended to be loosely equivalent to the concept of trajectory in 

particular and each sub-category to its sub-concepts in terms of level of abstraction. 

In the end, this description was more useful for getting a high level view of the video 
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data. It was an explanatory abstraction focused on the interaction between the user 

and the mobile guide. Although it supports comparison (see below) there is little 

notion of equivalence. The super categories (e.g. “1-Interaction Issues”), 

categories (e.g. “1.2-Interaction trajectories”) and sub-categories (e.g. “1.2.1-

History”) I developed from the process above and the relationships among these 

categories are shown in Figure 4.10 and described in more detail below. 

 

Figure 4.10: Overview of themes from grounded analysis of video transcripts 

1-Interaction Issues describes issues that emerge from the participant’s interaction 

with the device during mobile work. It comprises the following categories: 1.1-

Activity Support, 1.2-Interaction Trajectories and 1.3-Emergent Interaction. 2-

User Issues describes issues that emerge about the participants themselves during 
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the mobile work and includes two categories: 2.1-Attitude and 2.2-Experience. 3-

Real & Virtual Issues describes issues that emerge concerning the participant’s 

performing work in the physical world, but interacting with a device in the virtual 

world. The task at hand is regarded as part of the physical world. Across the three 

categories the tightness of coupling between the virtual and the physical world and 

the participant’s sense of self varies. 1.2-Interaction trajectories is not included here 

as each of the sub-categories in this category have a very loose coupling with the 

physical world and are mainly concerned with interactions on the virtual plane. This 

super-category has three categories: 3.1-Self-in-world, 3.2-Self-in-system and 3.3-

Mappings. 

Particular categories and sub-categories directly resonate with trajectory and/or its 

sub-concepts: 1.2-Interaction Trajectories, and particular aspects of 1.3-Emergent 

Properties. 3.1-Self-in-world aligns with Strauss’s (1976) notion of orbit. One other 

category resonated with Strauss’s notions presented in Chapter 2: 2.2-Experience 

with biography. Still others – 1.1-Activity Support, 2.1-Attitude, 3.2-Self-in-system 

and 3.3-Mappings – bear little resemblance to trajectory or orbit or other notions 

belonging to Strauss considered in Chapter 2, but on closer analysis bear some 

resemblance to some of the other considered work. I consider each of these in turn. 
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Categories aligned with trajectory and orbit 

Three sets of categories and the corresponding sub-

categories directly map onto Strauss’s notions of 

trajectory and orbit.  

1.2:Interaction trajectories addresses the past, present 

and future interactions of the participant with the 

system in the context of current and future work. 

Implicit within interaction trajectories are the 

participant’s desires and intentions, particularly in 

1.2.4-Projection. This was the most commonly 

occurring category in the coded video transcripts with 

1210 occurrences (see Table 4.39 below). This sub-category closely resembles and 

maps on to trajectory and its sub-concepts. 

The interaction discussed in the excerpt below is within the system, or on the virtual 

plane, and focuses on the participant’s actions within the system. This category has 

five sub-categories: 1.2.1-History, 1.2.2-Apex of interaction, 1.2.3-Outcomes, 1.2.4-

Projection, and 1.2.5-Reversals. In the excerpt below, the participant is talking about 

the “Determine Route” function of the system while standing on a noisy street. 

P1: So, I’m going to choose “determine route”. 

E: Yeah. 

P1: Maybe it’s because I just used it in the previous task so I probably remember how to use 

it. Umm, so… 

E: What does it tell you? 

P1: It says that I’m at the corner of Bourke Street and Elizabeth Street. 

E: Is that correct? 

P1: That’s not correct though, so I’m going to change the location… 

E: Yeah. 

P1: Umm, I’m going to select “Change location.” Alright. 

E: And then you have to…? 

P1: I have to do it again. 

E: Okay, just go back once. 

P1: I’ll go back. 

Figure 4.11: Interaction 
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Table 4.8: Participant 1 (P1) discussing the “Determine Route” function with the evaluator (E) 

1.2.1-History describes past interactions in an interaction trajectory in the system. It 

includes the participant’s intention to get back to or a memory of a particular 

interaction or sequence of interactions e.g. “Maybe it’s because I just used it in the 

previous task so I probably remember how to use it.” During the cued recall I noted 

the following with regard to the participant discussing this option: 

N111 The user commented that s/he chose Determine Route because it cut out entering on 

piece of information. S/he thought this was the quickest way, involving minimal interaction. 

N112 S/he had forgotten what the Timetable Lookup section involved: s/he vaguely 

remembered that s/he was asked to specify the departure stop. 

Table 4.9: Participant 1 discussing the GPS Boy functions in Note 111 and 112 (N111, N112) 

Thus, for this participant, Determine route, was a faster means of doing the task. 

1.2.3-Outcomes describe the results of interactions with the system (including 

whether they relate to 1.2.4-Projection(s) or not) or the general outcomes of the 

interaction e.g. “It says that I’m at the corner of Bourke Street and Elizabeth Street.” 

The participant made a judgement concerning the information the system illustrated 

through the cued recall: 

N113 The user spotted that the origin was wrong immediately. Thus s/he thought s/he should 

enter the correct location. S/he described that s/he was thinking about tram routes and 

was aware that the location of the origin would affect the tram routes generated. S/he was 

also aware that there was only one tram line that went to the main entrance of the 

university. S/he connected this tram line with the main entrance 

Table 4.10: Participant 1 discussing the output of GPS boy 

In the extract in Table 4.8 above the participant comments with regard to the 

information that the system presented: “That’s not correct though, so I’m going to 

change the location…” In this the participant moves from the 1.2.2-Apex of 

interaction or his/her current position in an interaction trajectory in the system 

(“That’s not correct though…”) to considering future possible interactions with the 

system or 1.2.4-Projection. 1.2.4-Projection also includes future in the past 

interactions as related to current and future work. Central to the idea of projection is 

the participant’s intention. In Table 4.10 the participant describes how she thought 

she should re-enter the origin. In Table 4.8 s/he notes: “Umm, I’m going to select 

‘Change location’.” 1.2.5-Reversals describes past or future interactions that 

involve(d) stepping back through the participant’s past interactions. In Table 4.8 the 
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participant commented: “I’ll go back.” The same participant, when commenting on 

another part of the transcript noted: 

N24 The user commented that s/he wasn't sure how to go back: via the Back button or 

otherwise. 

Table 4.11: Participant 1 discussing the “Back” button 

 

1.3-Emergent Properties describes properties of the 

participant’s interaction with the system that emerge 

over periods of time. Due to this concern with 

temporality and the outcomes of ongoing interaction it 

resonates with trajectory. Of its four sub-categories 

1.3.2-Rhythms & routines resonates closely with the 

trajectory sub-concept of phasing. It is less clear how 

the other sub-categories – 1.3.1-Viscosity, 1.3.3-Trust, 

1.3.4-Usefulness and 1.3.5-Responsiveness – relate to 

trajectory or its sub-concepts. In the extract below the 

participant is using the system to obtain information on 

how to reach main entrance of a nearby university again while standing on a busy 

street. 

E: Does it have any impact on which tram to take? 

P2: Does it? Yeah, it does. Uhhh, if it’s Grattan Street then I could take the Elizabeth Street 

tram and get there quickly or take the Swanston Street tram and get there just as 

quickly. Uhh, let’s see, suburb. C, a, r, t, carlton, g, r, a, opps, a, and let’s see what’s the 

nearest street? Maybe Barry Street. B, a, r, Barry. 

E: Grattan and Barry? 

P2: Well it’s pretty close to the Grattan Street entrance. 

E: What happens there? 

P2: No street found for Grattan. Try another suburb. What, uhh, what, uhh, try another 

suburb? Okay. 

E: What was…what was the problem there? 

P2: Well Grattan Street clearly isn’t in Carlton. That’s a new one on me. 

E: Did you do anything wrong? 
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P2: Carlton, Grattan… 

E: I tell you it’s GrattAN. 

P2: Oh, is it? 

E: Did the system help you? 

P2: No it didn’t. Oh it is too. Thank you. Let’s see what happens here. Okay. Enter departure 

time. 

E: Yeah. 

P2: Now. And waiting so it’s…I want to leave now. By the time it updates it won’t be now 

anymore. 

Table 4.12: Participant 2 (P2) discussing the “Determine Route” function 

1.3.1-Viscosity describes how it emerges how quickly and painlessly the participant 

can perform work using the system. For example from the cued recall I noted: 

N97 The user commented that s/he liked not having to enter the departure location as it 

reduced the number of things s/he had to enter. 

Table 4.13: Participant 1 commenting on the “Determine Route” function 

In Table 4.12 above the participant experienced quite the opposite. S/he had to enter 

the street name twice to get tram information: there was no close match parsing of 

the input. 1.3.2-Rhythms & routines describes regular patterns of interaction by the 

participant that emerge over time. In Table 4.12, the participant had got used to 

entering information in a particular way: “Uhh, let’s see, suburb. C, a, r, t, carlton, g, 

r, a, opps, a, and let’s see what’s the nearest street? Maybe Barry Street. B, a, r, 

Barry.” The participant immediately thought about entering intersecting streets close 

to the target location. In the cued recall, this pattern of expected interaction also 

emerged. I noted: 

N114 The user was expecting to enter the departure point in the usual way when s/he selected 

this. 

Table 4.14: Participant 1 describing her expectation regarding “Determine Route”  

1.3.3-Trust describes how the participant’s interaction with the system promotes trust 

or lack of trust. For example, Table 4.12, the participant comments: “Well Grattan 

Street clearly isn’t in Carlton. That’s a new one on me.” The participant expresses 

some cynicism about the system. This happened several times with regard to the 

maps. Participant 2 noted, when looking at the suggested route on a map that it was:  
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P2: So…hardly likely that the, since I’m leaving from the corner of Swanston and 

Queensberry Street, that I will actually be able to travel down the same street and end 

up at Little Collins and Exhibition Street 

 Table 4.15: Participant 2 commenting on a map offered by GPSBoy  

I noted the following while discussing doing Task 2 with Participant 1: 

N61 The user felt uncomfortable with the map at this point. S/he felt that s/he couldn't rely on 

an interpretation of the map to help. S/he commented that s/he hoped that as s/he got 

closer to the destination the map would make more sense. 

Table 4.16: Participant 1 describing her thoughts on a GPSBoy map  

This comment also relates to 1.3.4-Usefulness or how a participant’s interaction with 

the device results in the effectiveness of the device for work completion becoming 

apparent. 1.3.4-Usefulness includes issues concerning both actual and possible 

usefulness. In Table 4.12 above the participant, when asked if the system had helped, 

simply replied: “No it didn’t.” Earlier, participant 2 had made a similar observation 

regarding the usefulness of two particular system maps: 

P2: Ummm, the map before had, well, some street information but really in terms of 

usefulness not a lot. There’re both completely unhelpful and I still don’t know where to 

catch the tram from. 

 Table 4.17: Participant 2 commenting on GPSBoy maps  

1.3.5-Responsiveness describes how, over time, results in issues of timeliness, being 

in the right place etc. become apparent. In Table 4.12 the participant notes with 

regard to the system’s sluggishness: “And waiting so it’s…I want to leave now. By 

the time it updates it won’t be now anymore.” Participant 1 noted during cued recall 

that s/he made a mistake because the system was not effective enough in delivering 

information in the right place. 

N61 The user also noted that s/he made this mistake because s/he “wasn't in the right place 

for that information”. Her point was that because s/he wasn't at the tram stop at an 

appropriate time that s/he couldn't easily interpret the information. S/he also commented 

that it would have been useful to have had multiple times and that it seemed that every 

time s/he obtained the time for a tram s/he didn't have time to catch it! 

Table 4.18: Participant 1 describing her thoughts on a GPSBoy map 
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3.1-Self-in-world (SiW) describes issues concerning the 

participant’s sense of the past, present and future self in 

the physical world, involving past, present and actions 

(including envisaged actions) in the physical world. 

This “physical world” includes work that has to be 

performed. In this category, the coupling with the 

physical world is strong, but the coupling with the 

virtual world is weak. This category has four sub-

categories: 3.1.1-Position & location, 3.1.2-Activity & 

Movement, 3.1.3-Entities & Events and 3.1.4-Other. 

This was the third most frequently occurring category with 811 occurrences (Table 

4.39 below). This category and its subcategories resonate most strongly with 

Strauss’s (1976) notion of orbit. Examples of the sub-categories are provided below 

in the section describing the 3.1-Self-in-system (SiS) and 3.3-Mappings (M) sub-

categories (Table 4.32 below). 

Categories aligned with other Strauss work 

One other category and its sub-categories aligned more closely with Strauss’s notion 

of biography.  

 2.2-Experience addresses how the participant’s life 

experience and existing knowledge became apparent 

through interaction with the system. This was the 

second least occurring category with 259 occurrences. 

(see Table 4.39 below). It has four sub-categories: 

2.2.1-Knowledge, 2.2.2-Expectations, 2.2.3-Habit and 

2.2.4-Familiarity. It resonates closely with the notion of 

biography. In the following excerpt Participant 5 is 

standing initially standing outside a building and then 

walking from the building to first tram stop while trying to find out exactly where to 

catch the tram from. In the excerpt she begins discussing what she would usually do 

when going for a meeting in the city. 

E: Would you usually do that for a trip down to the city? To the CBD? 

P5: Usually do what? 

Figure 4.13: Self-in-
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E: Take a cab if you were… 

P5: [user sighs] When the company was paying for it, yeah. Umm, at the moment probably 

not. I’d make sure that I knew exactly where I was going and I’m kind of familiar with, 

umm, how long it takes to get from here, say Collins or whatever, I’d have a rough idea 

as to when I’d have leave. The other thing is, I wouldn’t give, I wouldn’t care very much 

about the numbers or anything like that. I’d just jump on the first one that came. 

E: Okay. 

P5: I know that they roughly come every 12 minutes or so, so there’s 3 or 4 different trams 

that go down Swanston Street so I’d probably take the first one that came along and just 

sit on it until it came close to one of my mental signposts. 

E: Yeah. 

P5: Umm, popped off there and… 

E: But say you uhh, you had a meeting at a specific time in the, uhh, city, uhh how would 

you know when to leave your office [unclear]. 

P5: Well because I’ve done it before, I’d probably leave an hour before. 

E: An hour before? 

P5: Yeah, because I usually jog somewhere in the meantime, cool off kind of thing. Just kind 

of get myself together [unclear] and relax and have all that extra time, umm, just to cool 

down and prepare myself for it mentally I guess and make sure I’ve had a drink of water 

and what not. And then I’m all organized and that sort of thing. But if I didn’t have a huge 

amount of time up my sleeve, for example if I was here teaching, like from 9 till 10 and I 

had to be there at 11 I’d probably spend more time organizing it… 

E: So your strategy would be to….? 

P5: Sorry? 

E: So your strategy would be just to make sure you are just really early. 

P5: Yeah, big time. Cos I get stressed out if I’m [unclear]… 

E: Does the system help you to optimize your time? 

P5: Umm. Yes and no. I kind of still a beginner at it I guess. 

Table 4.19: Participant 5 (P5) discussing what s/he would usually do when travelling to a 

meeting in the city 

2.2.1-Knowledge describes how interaction with the system causes the participant to 

utilise existing knowledge concerning facts and information. For example, regarding 

trams, in the excerpt above the participant describes how: “I know that they roughly 

come every 12 minutes or so.” In a similar way Participant 4 had commented with 
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regard to tram times: “…s/he had made the decision that s/he didn't need exact times, 

because of his/her knowledge of the city.” With knowledge come expectations. 

2.2.2-Expectations describes how interaction with the system meets what the 

participant anticipated, due to previous life experiences. Participant 5 earlier noted 

how s/he expected information to be delivered in a particular way: 

P5: Oh, when it tells me the route number I thought it was going to tell me where I get off. 

Like rather than having this interchange here as a separate menu, why don’t they just 

put it on both of them so I don’t have to keep going back and forth. 

Table 4.20: Participant 5 (P5) commenting on the screen-by-screen information on trams  

Participant 1 expressed a similar set of expectations during cued recall, comparing 

the way the system delivered information with paper timetables: 

N11 S/he commented that when looking at normal timetables she gets a whole series of times. 

S/he described how getting one time delivered was difficult and that several times might 

have been useful. 

Table 4.21: Participant 1 describing expectations regarding the delivery of times 

2.2.3-Habit describes how interaction with the system causes the participant to refer 

to existing habits, experiences or patterns of action. In the excerpt in Table 4.19 the 

participant describes how she would usually “…probably leave an hour before” or 

“…if I didn’t have a huge amount of time up my sleeve…I’d probably spend more 

time organizing it.” Participant 4, on the other hand, described a more reactive 

approach during cued recall: 

N37 The user commented here that his/her natural impulse would be to run to the tram stop 

and then use the system and that if time had been important s/he would have started 

moving. S/he also commented that s/he had tried to use paper timetables on the move but 

that trams in the city were so frequent that s/he felt s/he could just go to the stop. 

Table 4.22: Participant 4 describing habits regarding paper timetables 

2.2.4-Familiarity describes how interaction with the system causes the participant to 

refer to being familiar with the system or not. In the extract in Table 4.19, the 

participant notes regarding the system: “I kind of still a beginner at it I guess.” 

Participant 4 had described her familiarity with (and nervousness regarding) the 

system during cued recall: 

N3 The user commented that s/he had never touched a device like this before. It was 

completely new and unfamiliar for him/her. Had it been in a laboratory it would have been 
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different. Because s/he had to use it "in the world" it was freaky. 

Table 4.23: Participant 4 describing experience and familiarity with GPSBoy 

Categories not easily aligned with Strauss’s work 

Upon initial examination, 2.1-Attitude, 3.2-Self-in-System and 3.3-Mappings do not 

align with any of Straus’s work. However, on closer scrutiny 2.1-Attitude captures 

the more emotional aspects and consequences of work captured in Strauss and 

Glaser’s (1970) original notion of “dying trajectory” and 3.2-Self-in-System 

describes many of the issues with interaction trajectories through and presence in a 

digital system that Fitzpatrick discusses in her Locales Framework (1998, 2003). 

2.1-Attitude addresses how the participant’s attitude 

became apparent through interaction with the system. It 

has five sub-categories: 2.1.1-Affect, 2.1.2-Uncertainty, 

2.1.3-Opinion, 2.1.4-Attribution and 2.1.5-Preference. 

This was the second most commonly occurring 

category with 982 occurrences (see Table 4.39 below). 

2.1.1-Affect and 2.1.2-Uncertainty resonate with the 

original notion of trajectory’s emotional aspects and its 

inherent uncertainty. The other sub-categories do not 

appear to have a close equivalent in Strauss’s (1993) 

scheme. The extract below, from Participant 4’s interaction with the system, 

exemplifies each of these sub-categories. In the extract, the participant is on a tram 

travelling south towards a street, trying to establish exactly where s/he should stop 

and disembark from the tram. 

E: What street are we on? 

P4: Swanston. See it doesn’t, it doesn’t, it’s very unclear about which way to go. 

E: Okay. 

P4: Okay, we’ll see when we get there. 

E: So is it really, really stop 5? 

P4: Here, walk to stop 5, I guess I can look at stop 5 but if I start going to wrong way it will be 

very annoying but I don’t think it really matters. 

E: Do you trust the system that it’s stop 5? 

P4: Na, I don’t believe it. 
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E: Why? 

P4: Umm, why? Cos I know, I kinda of, I wanna go to my stop anyway, I think my stop’s 

better. No matter what stop it’s told me… 

E: And where is that? 

P4: I haven’t got a clue, I [unclear] I just think it’s a better stop. 

E: So you would override the system. 

P4: Yes. 

E: [unclear question] 

P4: Yeah, because there are, there better things about that stop than going to a stop on the 

street because it’s on a mall so it’s nicer there. It might not be allowing for the fact that 

it’s nicer to stand along the mall than it is to walk up past Target. 

E: So the whole discussion is about going [unclear]? 

P4: Yeah, that’s what we’re doing. I just made the assumption I would go one stop that way 

but then I was just curious as to which way the system wanted me to go but then I can’t, 

I don’t think it’s really clear… 

E: Okay. 

P4: …from the system. 

Table 4.24: Participant 4 (P4) discussing route information presented by the system 

2.1.1-Affect describes how interaction with the system evokes a perceptible affective 

or emotional response/responses from the participant e.g. annoyance, likes, dislikes, 

surprise, happiness etc. In the extract above the participant describes how: “…I was 

just curious as to which way the system wanted me to go…”. This particular 

participant had a strong emotional response to the system. In the cued recall I, again, 

noted how Participant 4 described emotions with regard to the system: 

N131 The user commented that s/he had tried to work out if the system meant the same stop as 

him/her: s/he commented that s/he would have been very happy if they had been the 

same, but that s/he was still not clear which stop the system meant. 

N132 The user commented that s/he was still worrying about the stop. 

N133 The user commented here that s/he was both thrilled and surprised that the system was 

correct. 

Table 4.25: Participant 4 describing different emotions around GPSBoy 

Thus this participant moves from being unclear to worrying about tram stop she 

should disembark to being “thrilled” when the information about the stop actually 
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turned out to be correct. All these comments also display some uncertainty on the 

part of the participant. 2.1.2-Uncertainty describes how interaction with the system 

caused the participant to be (un)sure (but mostly unsure) about what to do or about 

existing knowledge. In the extract in Table 4.24, the participant commented with 

regard to the directions and information the system provided her: “I don’t think it’s 

really clear…”. 2.1.5-Preference describes how interaction with the system causes 

the participant to state a preference for something. In Table 4.24 the participant 

states: “I think my stop’s better. No matter what stop it’s told me.” 2.1.4-Attribution 

describes how interaction with the system causes the participant to describe beliefs 

about the system in particular. This often involves attributing properties to the 

system e.g. this system is not usable by me or has no keyboard or is thinking. In the 

extract in Table 4.24 the participant both expresses a preference (regarding tram 

stops) and attributes something to the system (with regard to what it considered when 

calculating routes): “Yeah, because there are, there better things about that stop than 

going to a stop on the street because it’s on a mall so it’s nicer there. It might not be 

allowing for the fact that it’s nicer to stand along the mall than it is to walk up past.” 

The participant also expressed a preference through stating: “I just think it’s a better 

stop.” Finally, 2.1.3-Opinion describes how interaction with the system results in the 

participant criticising the system, making a recommendation concerning the design 

of the system or expressing an opinion or belief. For example, in the extract above 

the participant notes: “See it doesn’t, it doesn’t, it’s very unclear about which way to 

go.” 

1.1-Activity Support addresses how general properties 

of the system facilitate participant work. It, in turn, has 

five sub-categories: 1.1.1-Semantics, 1.1.2-Affordances, 

1.1.3-Distribution and 1.1.4-Openness. Across the five 

participants, there were a total of 356 occurrences (see 

Table 4.39 below) of this category, making it the fifth 

most commonly occurring category. These sub-

categories did not seem to resonate with Strauss’s 

notions at all. There is little allowance for the kind of 

digital work these account for in his work. 

1.1.1-Semantics describes how meanings within the system facilitate completion of 

work. This category focuses on what detailed parts of the system output, for example 
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labels, mean. For example, for Task 2a when standing outside a building, Participant 

1 had some difficulty understanding the information presented by the system: 

E: The first three lines, you don’t understand? 

P1: Yup, I don’t quite understand. 

E: What does it say on the first line? 

P1: Something s O (ohh) rt 6D s 10. 

E: Do you have any idea what that means? 

P1: Maybe “rt” stands for route, but I’m not quite sure 

Table 4.26: Participant 1 (P1) discussing the information presented by the system 

I noted during this participant’s cued recall session: 

N33 The user commented that at first glance s/he had no idea what the abbreviations meant. 

S/he noted that she couldn't even read it. 

Table 4.27: Participant 1 commenting on GPSBoy abbreviations 

1.1.2-Affordances describes how representations in the system afford doing work in a 

particular way. 1.1.3-Distribution describes how the distribution of screens 

facilitated a particular sequence of actions. In the following excerpt Participant 1 is 

describing interaction with the “Plan Trip” part of the system while performing Task 

2a standing outside a building: 

P1: Umm, I think that means from where I want to go, so departure area which is 

Queensberry Street, sorry corner of Swanston and Queensberry Street so…I’m gonna 

select “Store Origin”…okay, oh no, hang on okay I have to enter…I have to go 

back...because I haven’t…obviously have to enter the suburb. Okay, so…Swanston and 

Queenberry, Carlton. So I gonna enter suburb. C-a-r-l-t-o-n. 

E: Carlton yeah. 

P1: Yep, then I’m gonna select the “Street” field. 

E: Yep. 

P1: And I’m gonna enter “Swanston Street” so…I’m not sure if it matters which order I put it 

in so I’m just gonna…Okay…Swanston. I don’t know whether I need to put in street so 

I’ve just put it in. Ummm…Then I enter the next street, ahhh…Queensberry, so…Q-u-e-

…Okay, now, I’m gonna select “Store Origin”. 

Table 4.28: Participant 1 (P1) discussing the initial input screen  

Subsequently, in the cued recall session, Participant 1 noted the following with 

regard to 1.1.2-Affordances and 1.1.3-Distribution respectively: 
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N20 The three boxes helped Participant 1 remember that s/he had to enter certain information. 

Specifically, s/he felt s/he had to enter information in all three text boxes. 

N21 Participant 1 felt the system didn't make clear if order of input mattered. S/he just followed 

the order in the task description. 

Table 4.29: Participant 1 commenting on GPSBoy’s affordances (N20) and distribution (N21) 

1.1.4-Openness describes how much the system permits multiple approaches to the 

same task by the participant. The excerpt below presents the participant discussing 

how to retrieve information on tram times while doing Task 2 while walking to a 

tram stop in order to catch a tram to the CBD. 

P1: Ummm, alright, so I’m gonna go back and try and find, I’m going to look for the first 

route. But I’m not sure because it’s 12.20 now. I might have to restart the whole process 

to enter the, the, the time again. 

E: That’s alright you don’t… 

P1: I don’t need to do it? 

E: You don’t need to do it again. 

P1: Oh, okay. 

E: But, but the reason that you’re saying that is that you know that now the time is now 

wrong… 

P1: Yeah, yeah, so… 

E: If you just go one back…and you can enter the time. 

P1: Ah so okay. Okay, I’m going to click on this, the first route. So the next one’s at 12.21. I 

won’t make it so maybe I should go back. 

Table 4.30: Participant 1 (P1) discussing how to go back through the system to retrieve tram 

times 

Participant 1 commented during the cued recall how s/he was struggling with the 

system’s openness: 

N59 User commented that s/he was trying to figure out how to manoeuvre back through the 

system to get a time that s/he could use…S/he also commented that s/he was not sure 

how to start the task again and that s/he had to go back to the route information to find 

appropriate times. 

Table 4.31: Participant 1 commenting on GPSBoy’s openness 

This sub-category relates to 1.2.5-Interaction Trajectories: Reversal and 1.3.1-

Emergent Properties: Viscosity. 
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Both the 3.2-Self-in-system (SiS) and 3.3-Mappings (M) categories bear little 

resemblance to Strauss’s (1993) trajectory or aligned notions. 

The 3.2-Self-in-system (SiS) category describes issues 

concerning the participant’s sense of the past, present 

and future self in the virtual world, involving past, 

present and actions (including envisaged actions) in the 

virtual world, but only when the virtual world maps 

onto the physical world in some way. In this category, 

the coupling with the physical world is weak, but the 

coupling with the virtual world is strong. This category 

has four sub-categories: 3.2.1-Position & Location, 3.2.2-Activity & Movement and 

3.2.3-Entities & Events. This was the least frequently occurring category with 103 

occurrences (see Table 4.39 below). 

3.3-Mappings (M) describes issues emerging 

concerning relationships between the system and the 

real world. The task is considered part of the real 

world. The category emerges when there is a 

dependency between the system and the real world. In 

this category there is a strong coupling between the 

physical and virtual world. This category has four 

dimensions: 3.3.1-Position & Location, 3.3.2-Activity 

& Movement, 3.3.3-Entities & Events, and 3.3.4-Time. 

This was the fourth most frequently occurring category 

with 763 occurrences (see Table 4.39 below). 

The excerpt in Table 4.32 below exemplifies all these categories and sub-categories. 

In the excerpt Participant 3 is doing Task 2. S/he is on Swanston Street, close to the 

intersection with Bourke Street, has just disembarked from a tram and is trying to 

find out which stop to board the next tram from through using the system. 

E: Okay, how do you know what direction to go? 

P3: Umm, not, not because of the system, well because I’ve done, I’ve sort of caught the 

tram before ummm…I know that…let’s have a look. You see the last time we looked at 

the map we had destination on, but the destination’s gone. 

E: That’s true. 

Figure 4.17: Self-in-

System sub-categories 

3.3.1

position&location

3.3.2

activity&movement

3.3.3

entities&events

3.3.4

time

3.3

mappings

 

Figure 4.18: Mappings 
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P3: So now…that’s because we’re there, umm, we’ve got to jump on at the corner 

of…[unclear] so north is this way, so if we look…the streets are going that way so we’ve 

got to jump on a tram at that corner there… 

E: Yeah. 

P3: So I guess we’ve got to go that way. The next tram, route 86… 

E: Route 86. 

P3 And we’ve got to stay on it for two minutes and get off at stop zero. Okay. 

E: And, is the time any useful here? What does it say? 

P3: It says 15:39 but I know that, well I’d be very surprised if there wasn’t another tram in the 

next 9 minutes. 

E: Okay. Would you wait for that tram that’s suggested or would you…? 

P3: I wouldn’t. I’d just, I’d jump on another one. If I wasn’t sure that it was going to go… 

E: So what help does this provide, if you’re not going to jump on the one that it suggests? 

P3: It, it helped me plan the most direct route to where we’ve got to go. I know that, I know 

we’ve got to get off at the corner of…oh I’ve forgotten again…oh we’ve got to get off at 

Exhibition, Exhibition and Bourke. 

 … 

E: Did you use any of the signs around here? 

P3: Umm, well I know there’s a sign that says Bourke Street and there’s one that also says 

Swanston Street going that way. But from this, from one of the maps we saw much 

earlier on…ummm…this actually doesn’t, I know, I know what this, this is showing us 

Exhibition where we’ve got to get off and then we’ve got to walk down this way so I’m 

assuming that this is Bourke Street and then we jump off at Exhibition and then we walk 

up that way ummm… 

Table 4.32: Participant 3 (P3) trying to use the system maps to find out which way to go 

2.1.1-SiW: Position & location describes the participant’s sense of his/her position 

and/or specific location. This dimension also describes the participant’s 

envisagement of future positions or locations. In the excerpt above, Participant 3 

says: “I know that, I know we’ve got to get off at the corner of…oh I’ve forgotten 

again…oh we’ve got to get off at Exhibition, Exhibition and Bourke.” Here the 

participant is not only describing his/her own future position and location, but also 

his/her sense of particular streets in-the-world. Thus, this also exemplifies 2.2.3-SiW: 

Entities & Events: the participant’s sense of particular locations, streets, signs, 

buildings or trams and the participant’s sense of past, current or future events in the 
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real world. These entities and events have a relationship with the participant and 

include situations in which the participant has been involved or could be involved. 

Participant 1, while commenting on action and interaction at a similar point, noted: 

N82 The user commented that s/he wanted to find out where to embark the next tram at this 

point. 

Table 4.33: Participant 1 commenting on entities & events in-the-world 

Participant 4 also commented at a similar point: 

N120 The user commented here that s/he thought s/he was looking at a stop number at this 

point. 

Table 4.34: Participant 4 commenting on entities & events in-the-world 

2.1.2-SiW: Activity & Movement describes the participant’s sense of past, present or 

future activity and the participant’s sense of past, present or future orientation and/or 

direction (movement). Movement is usually descriptive of action at a fine level of 

granularity. Both activity and movement map onto the broad task at hand. In the 

extract in Table 4.32, Participant 4 starts thinking about the action involved in 

getting to a place: “So I guess we’ve got to go that way.” The extract also shows the 

participant drifting out of 1.2-Interaction trajectories (“You see the last time we 

looked at the map we had destination on…”) into understanding the work s/he has to 

complete in the physical world. During cued recall, Participant 1 commented with 

regard to her activity at a similar point: 

N82 The user commented that s/he wanted to find out where to embark the next tram at this 

point. 

Table 4.35: Participant 1 commenting on activity & movement in-the-world 

The 3.1.4-SiW: Other sub-category describes other issues that emerge from being in-

the-world. For example, in Table 4.32 above the participant shows an awareness of 

real clock time: “I’d be very surprised if there wasn’t another tram in the next 9 

minutes.” This sense of real-world time intruding is displayed by Participant 1’s 

comment about the end of Task 2 while in Location 1 during the cued recall session: 

N54 The user commented that at this point s/he suddenly thought about the original task of 

having to be at the destination in 30 minutes. 

Table 4.36: Participant 1 realising the importance of real world time 

This last sub-category is closely related to and is, at times, barely distinguishable 

from 3.3.4-M: time or issues concerning the relationship between the system and the 
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real world with regard to time. This issue became particularly salient when the 

system demonstrated some latency and limited: 1.3.5-Responsiveness. Participant 3, 

when considering output from the system had earlier noted: 

P3: Well it says here it [the tram] was scheduled for 14:57 which is in 7 minutes, but it’s now 

15:10 so I don’t know if it hasn’t, umm… 

Table 4.37: Participant 3 (P3) relating the system and real world time 

In this quotation the participant relates the world time to the time in the system and 

finds out there is a complete disconnection between the two. 

In Table 4.32 above the participant moves from considering his/her own position in 

the system (“…that’s because we’re there…”) to what s/he has to do in the real 

world (“…we’ve got to jump on at the corner of…”) to mapping north in the system 

to north in the real world (“…north is this way…”) to the orientation of the streets in 

the system (“…the streets are going that way…”) to mapping this to the movement 

required in the real world (“…so we’ve got to jump on a tram at that corner 

there…”). Thus, the participant begins by considering his/her 3.2.1-Position & 

Location in the system (SiS) or sense of his/her position and/or specific location. 

Participant 1 also expressed an interest in locating him/herself on the map while 

commenting on doing Task 2 during cued recall: 

N72 The user commented that s/he wanted to know his/her position on the map at this point. 

S/he felt that if s/he knew his/her current position that s/he could figure out where to 

disembark. 

Table 4.38: Participant 1 commenting on position & location in the system 

This sub-category also describes the participant’s envisagement of future positions or 

locations. Later Participant 3 considered the orientation of the streets in the system or 

3.2.3-SiS: Entities & Events. This sub-category captures the participant’s sense of 

particular locations, streets, signs, buildings or trams and the participant’s sense of 

past, current or future events on the virtual plane. These entities and events have a 

relationship with the participant and include situations in which the participant has 

been involved or could be involved. Participant 1 described how s/he was thinking 

about particular entities while doing Task 2 during cued recall: 

N63 The user commented that s/he was thinking in terms of the stop number offered by the 

system at this point. 

Table 4.39: Participant 1 commenting on entities in the system 
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3.2.3-SiS: Activity & Movement describes the participant’s sense of past, present or 

future activity and the participant’s sense of past, present or future orientation and/or 

direction (movement) on the virtual plane. Movement is usually descriptive of action 

at a fine level of granularity. For example, in Table 4.32 the participant, while 

pointing at the map, notes: “…we’ve got to walk down this way…and then we walk 

up that way…” Both activity and movement relate to the broad task at hand. 

3.3.1-M: Position & Location describes issues concerning the relationship between 

the system and the real world with regard to position and location. In Table 4.32 

Participant 3 firstly maps the information in the system with regard to both activity 

and movement (3.3.2-M: Activity & Movement) and position (3.3.1-M: Position & 

Location) onto the real world (“…we’ve got to jump on a tram at that corner 

there…”). Then s/he maps information in the system again onto what s/he has to do 

and particular things in-the-world: “…And we’ve got to stay on it for two minutes 

and get off at stop zero.” During cued recall, Participant 1 noted while doing Task 3 

how: 

N110 The user commented here that s/he was trying to make a connection between his/her 

current location and a place on the map in order to determine which way s/he was coming 

from. 

Table 4.40: Participant 1 commenting on mapping her location in-the-world to that in-the-system 

This indicates a level of mapping both with regard to current activity and location. 

Thus, 3.3.2-M: Activity & Movement describes issues concerning the relationship 

between the system and the real world with regard to activity and movement. 3.3.3-

Entities & Events describes issues concerning the relationship between the system 

and the real world with regard to particular streets, signs, buildings or trams and the 

participant’s sense of past, current or future events in the real world. These entities 

and events have a relationship with the participant and include situations in which 

the participant has been involved or could be involved. In Table 4.32, the participant 

describes how s/he will “…get off at stop zero”, showing s/he has ‘mapped’ what 

was provided by the system with a particular tram stop in the real world.  Participant 

1 provided examples of these ideas during cued recall, when discussing doing Task 

2: 

N66 The user commented that s/he was trying to build a bridge between the system and the 

real world and that the system didn't help because the map didn't have street names 
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marked. S/he also commented that she thought that when s/he got there s/he could align 

the streets: i.e. turn the device so that it was pointing in the direction s/he was going. 

Table 4.41: Participant 1 commenting on mapping entities in-the-world to those in-the-system 

This quotation includes aligning (activity in the real world) and streets (particular 

things in the real world) that the participant wanted to try mapping the system to.  

4.6.2 Other views 

Below I consider alternative views to the descriptive, categorical view just presented: 

numerical; observer; participant. Although the categories above were evolved and 

confirmed through the observer reviews and the cued recall, presenting the detail of 

these two stages in the analysis is informative concerning both the limitations of 

grounded theory-type analysis and trajectory and orbit as an “analytical orientation” 

(Taylor and Harper, 2003). 

Numerical analysis 

Given I coded all the transcripts using the categories and sub-categories in Figure 

Figure 4.10, I was able to generate a crude numerical analysis of the frequency of the 

categories across all five participants’ video transcripts (Table 4.39 below). Although 

this has no statistical power it gives a very general sense of how I coded the five 

transcripts. A more detailed numerical analysis is presented in Appendix 4-8. 

category > AS IT  EP A E SiW SiS  M Total 

total 356 1210 271 982 259 811 103 763 4755 

Legend 

 AS  Activity support IT  Interaction trajectories EP Emergent Properties A  Attitude 
        

  E Experience  SiW  Self-in-world SiS Self-in-system   M Mappings  

Table 4.42: Cumulative and location-based frequency of occurrence of categories across all five 

participants 

 

The table above shows that 1.2-Interaction trajectories was the most commonly 

occurring category with 2.1-Attitude being the second most frequent and 3.2-Self-in-

System being the least frequent. 3.1-Self-in-World and 3.3-Mappings were also 

frequently occurring categories being the third and fourth most frequent respectively. 

Appendix 4-8 shows that in the locations involving movement  – 2, 3, 5 and 7 – 3.1-

Self-in-World was the most frequent category in three of these locations a very close 

second most frequent in the fourth. Given that in these locations participants were 

trying to find their way while moving through the environment, it is not surprising 
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that they talked about their position and location, activity and movement etc: 

interaction with the device became less important, their current, future and even past 

relationship with the environment became critical. In all these mobile locations, 3.1-

Attitude was also one of the most frequently occurring categories – the most or third 

most frequently occurring in two locations and the second most frequently occurring 

in the other two locations. Again, given this captures affective responses and a 

continuum of uncertainty, this seems natural: participants expressing feelings of 

uncertainty, surprise and even anxiety might be expected. 3.1-Self-in-World was also 

a frequently occurring theme in two of the three busy street locations (locations 4 and 

6) again indicating their propensity to talk about their activity, position etc in the 

world when confronted with finding their way in the real world. 

Observer views 

A general comment about the observer review sessions is that they generally agreed 

with how I coded the parts of the transcript they examined and that this agreement 

increased as I refined the categories. For Participant 1, Observer 1 agreed with 18 out 

of 35 instances (51%) of my use of a (sub-)category in the transcript and Observer 2 

agreed with 124 out of 137 instances (91%). However, Observer 1 only completely 

disagreed with my interpretation in 3 instances. For Participant 4, Observer 1 agreed 

with 59 out of 87 (68%) instances of the use of the (sub-)categories and Observer 2 

agreed with 473 out of 491 (96%) instances of the use of the (sub-)categories. 

Appendix 4-9 summarises the observers’ comments across the participant transcripts 

(Participant 1 and 4) and category versions (Version 1 and 5). These comments show 

that observers had some concerns with the (sub-)categories: 

- their applicability given their low level of granularity; 

- their transferability given some sub-categories seemed very specific to the tram 

domain; 

- how participants goals and intentions were handled; 

- how emotion and emotions were handled; 

- how time was managed in the analysis; issues with the past, present and future 

were often pushed into a single sub-category; 

- that particular clusters of (sub-)categories were not captured in how they were 

represented. 
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Participant views 

As described above, Participant 1 and Participant 4 viewed their own video 

transcripts while reviewing the video-tape. They commented on the video transcript 

and the categories I had applied. Much of the cued recall notes for both participants 

made reference to 3.3-Mappings: it was either the most frequently or second most 

frequently occurring category for Participant 1 and Participant 4. As with the video 

transcript data, as the situation became more real and the participants and actually 

had to use the system to do work, participants tended to talk more about their 

position in the world (3.1-Self-in-World), although the comments in the cued recall 

were more centred around the relationship between that and the system (3.3-

Mappings). A more detailed treatment of this comparison is provided in Appendix 4-

12 (Table A4-12.2). 

A general comment about these comparisons is that, although there were marked 

differences and different kinds of insights provided, the cued recall data and video 

transcript were generally mutually supportive when performing analytic work. 

Examples of the differences are also presented in Appendix 4-12. In general, 

however, the cued recall data provided explanations and deepened understanding of 

existing applications of (sub-)categories. Specifically they deepened understanding 

of participant emotions and attitudes (2.1-Attitude): the progression of feelings (e.g. 

confidence) towards the system; particular, powerfully felt emotions (e.g. 

annoyance); and reflections of preferred courses of action. The Notes also helped 

fathom the difference between applications of the 3.1-Self-in-World and 3.3-

Mappings categories in particular illustrating: realisations concerning the system’s 

actual use; time and the system’s correspondence to the real world; how participants 

worked out journeys through e.g. planning ahead and an ongoing process of working 

out. The Notes showed a sense of progression from participants only considering 

themselves in-the-world to considering the relationship between the system and the 

world. The importance of 2.2-Experience and 2.2.1-Knowledge and existing 1.3.2-

Rhythms and routines in working things out also became apparent. 

4.7 Discussion 

Strauss (1993:53) describes how, when developing his theory of action: “I very 

slowly and with some surprise concluded that this elaborated conceptualization of 

trajectory was the central concept in my sociological, interactionist theory of action”. 
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This is important for two reasons. First, it indicates the importance of trajectory for 

Strauss, an importance that I argue has generally been neglected by others’ use of it. 

Secondly, it provides a starting point for my comparison below. Key concepts from 

my analysis (1.2-Interaction trajectories, 3.1-Self-in-World, 3.3-Mappings and 2.1-

Attitude, particularly issues concerning uncertainty and emotional responses) can be 

mapped onto Strauss’s notion.  

Strauss (1993:53) describes trajectory as “…a course of action but also embraces the 

interaction of multiple actors and contingencies that may be unanticipated and not 

entirely manageable.” Strauss (ibid:53-4) provides a further explanation of trajectory 

as: “…(1) the course of any experienced phenomenon as it evolves over time (an 

engineering project, a chronic illness, dying, a social revolution, or national problems 

attending mass or “uncontrollable” immigration) and (2) the actions and interactions 

contributing to its evolution.” This resonates with 1.2-Interaction Trajectory as it 

describes a progression and is inherently temporal – it captures past, present and 

future interactions. However, 1.2-Interaction Trajectory appeals more explicitly to 

desires and intentions and specifically describes digital interactions. In this regard a 

general difference between the two sets of notions is that mine have accounted for 

(inter)actions in the digital and physical world and how these intersect and overlap 

whereas Strauss has no such separation or attempt at explanation. Another general 

observation is that my (sub-)categories are applied with a smaller unit of analysis 

than Strauss’s notions generally are although they need not be. A final general 

observation is that the actors’ goals in this study are much less fluid than they may be 

in an uncontrolled study as they are embodied in a series of tasks and, to some 

extent, monitored and controlled by the evaluator. Indeed, it is possible to state that, 

in Strauss’s terms, trajectory management is outsourced to the evaluator 

Examining trajectory’s sub-concepts is also informative about similarities and 

differences. For example, Strauss’s sub-concept of phasing does not map well onto 

any singular sub-category of 1.2-Interaction Trajectory but, on the other hand, 

relates to 1.3.2-Rhythms and Routines. Strauss’s regarded phasing as “…properties 

of the sequence of interactions…” (Strauss 1993:54) and I used this to describe 

properties of the participant’s interaction with the system that emerge over periods of 

time. However phasing is more concerned with distinct stages that emerge as the 

trajectory unfolds and is thus better captured by particular clusters of 1.2-Interaction 

Trajectory sub-categories (e.g. 1.2.2-Apex, 1.2.3-Outcomes and 1.2.4-Projection). 
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Thus, the sub-categories surrounding a sub-category like 1.2.3-Outcomes are as 

interesting in this regard than the singular occurrence of the category. However, 

1.3.2-Rhythms & routines as they emerge in the data, represent both a regular, 

repeated sequence of actions and interactions and the end of a period of learning 

about the system, although the phases of this learning process are not discretely 

labelled. 

Continuing the comparison, 1.2.4-Projection relates well to Strauss’s (1993:55) term 

of the same name: “…a vision of the expected course of interaction …” although 

1.2.4-Projection specifically refers to the opportunities offered by the device as 

opposed to visions for all possible future actions and interactions. Trajectory scheme 

describes “…the plan consciously designed to shape interaction as desired, given the 

content of a trajectory projection…” (Strauss, 1993:55).  A scheme is “…essentially 

envisioned as an overall strategy that when acted on becomes translated into actual 

actions…” (Strauss, 1993:55). Scheme is difficult to map onto my categories directly 

as the tasks were given to participants in the study and the system was new to them. 

Thus the users often got lost in the detail of using the system and drifted away from 

the main task at hand.  However, despite this they had to work out and shape what to 

do in the real world. Thus in this study any scheme related to what they had to 

achieve in the real world. 

Strauss’s arc of action relates closely to 1.2.1-History in that the user remembered or 

reflected on past interactions with the system and used these experiences to recast 

future actions. The main difference is that 1.2.1-History is more system specific and 

related to digital interactions. Strauss’s notion of reciprocal impact is similar to my 

1.2.3-Outcomes. System outcomes can become conditions (or constraints) for current 

interactions with the system and thus be responsible for generating further outcomes. 

During wayfinding, participant actions and interactions had impact on future 

interactions. For example, Participant 4 commented on doing Task 2 in Location 4 

how choosing to go a particular way while at Location 4 had been based on an earlier 

decision: 

N134 The user commented that this action was based on his/her decision made on the way 

down to the intersection. The fact that s/he was at stop 10 reaffirmed that this was correct: 

the world s/he saw matched his/her mental picture. 

Table 4.43: Participant 4 commenting on the effect of previous decisions 

However, 1.2.1-History can also have an impact on future action and interaction.  
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Trajectory management, or “…the entire process by which the course of the 

phenomenon is shaped by the actors, through all of its phases and perhaps subphases, 

by the carrying out of a trajectory scheme…” (Strauss, 1993:56), is not as explicit in 

the data. This may be because trajectories are managed for the actors by the tasks 

and the evaluator to a large degree. However, as the analysis above shows, 

participants do try to work out and shape their physical trajectory given the 

contingencies that arise, even though the “negotiated order” (ibid:57) that results 

largely involves the participants coming to terms with the goals of the evaluators. 

In the process of digital work and physical work intersecting, converging and 

diverging, needs vary. This notion of needs is often captured in HCI through 

information needs, the need for particular tools etc.. For example, in the course of 

using a mobile ICT needs can vary between being general and somewhat amorphous 

to being non-existent. Participant 1 while commenting on Task 3a, noted: 

N134 S/he commented that s/he thought about the broad direction, not about specifics. S/he 

noted that s/he would have liked the system to make the trip "more concrete" and that a 

map early on would have been helpful. 

Table 4.44: Participant 1 commenting on information needs at different times 

This contrasts with Participant 4’s comment during cued recall, shortly after doing 

all the required information retrieval work for Task 2, and when embarking upon 

actually doing Task 2. 

N107 The user commented that s/he saw no real use for the system at this point: not to get to 

the first stop. S/he didn't feel s/he needed to use the system while moving as s/he had 

established that had to get to the corner of Swanston and Queensberry. 

Table 4.45: Participant 1 commenting on information needs at a particular time 

These changing needs are not well-accounted for by trajectory. 

The salience of 2.1-Attitude as a recurring category, the sub-category 2.1.1-Affect in 

particular, suggests a level of participant involvement beyond mild interest. 

Participants not only experienced the progressive interaction with the system but also 

felt it, bringing personal 2.2 Experience to bear on what was happening. Thus the 

involvement and progression of their biography through, for example, the 

engagement of their emotions and the development of feelings of trust or distrust 

deserve further exploration. 
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The themes presented describe common threads in participant’s conversation as they 

progressed through the CBD using the mobile guide. These themes show that 

participants talked a lot about moving through the system (the 1.2-Interaction 

trajectories category), their attitude and feelings towards their situation (the 2.1-

Attitude category), their place in-the-world (the 3.1-Self-in-World category) and, at 

particular times, the relationship between the mobile guide and what was presented 

there and the world (the 3.3-Mappings category). Progressing the analysis from 

trajectory and its sub-concepts to considering the traction that other notions provide, 

participants had the primary activity of finding their way that involved many other 

associated clusters of activity: reading maps, looking for landmarks etc. Their way-

finding work also occured at (a) particular location(s): various parts of the 

Melbourne CBD and certainly involves particular technology. However, despite 

these resonances with Strauss’s social worlds, division of labour is less evolving than 

set, given the nature of the study. Activity is much more singular and stretched over 

a much shorter period of time than more naturalistic activities. There is also a need to 

reconcile the digital world presented by the system, the physical world through 

which participants are traversing and the emerging and evolving, albeit slightly 

bizarre and contrived, social world. However, the kind of evolution that occurs 

among the participant, the device and the evaluator represents a “negotiated order” 

(Strauss, 1993:57) and a view of the technology-person partnership that extends 

beyond e.g. notions of mediation in Activity Theory (e.g. Engleström, 1999) or a 

tool-based metaphor (Engelbart, 1962) 

Participants’ conversations and the themes themselves also show a process of 

working things out over time and the importance of another kind of order: 

“processural” (Strauss, 1993:254). The cued recall notes, in particular, provided 

insights into the process of the participants coming to terms with the system and the 

work. This entailed digital work (i.e. through navigating through the system), 

travelling work (i.e. getting from one place to the next) and reconciliation work (i.e. 

reconciling information provide by the system with world and the task at hand). 

These kinds of work are reflected in the 1.2-Interaction trajectories, 3.1-Self-in-

World and 3.3-Mappings categories. 

Thus, through examining the cued recall a different view emerges, a view very much 

centred on the participants as working and engaged in a process that is more 

temporal in nature. This working out also, unsurprisingly, involved participants 
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initially (1) thinking about the work (cf. the 1.2.4-Projection sub-category), then (2) 

organising, (3) placing and at times comparing the mobile guide alongside other 

information, technologies and even past experiences (cf. the 2.2.3-Habit sub-

category). Over time, participants even (4) developed rhythms of work (the 1.3.2-

Rhythms & routines sub-category) and, with these came (5) expectations regarding 

the mobile guide (the 2.2.2-Expectations sub-category) and even (6) further 

cumulative effects such as trust (the 1.3.3-Trust sub-category). A detailed 

presentation of this analysis is available in Appendix 4-13. 

(1) Thinking about the work involved participants drifting in and out of focusing 

on interaction with the system and making the way-in-the-world, moving between 

the big picture of the task and the particular, smaller segments of work. Participant 4, 

while discussing the beginning of Task 2a in the first (stable) location, commented: 

N24 The user commented that, at this point, s/he was not thinking about the destination, but 

was just filling in the boxes. S/he was only considering the mapping between the task and 

the system. S/he felt the system was like a wizard that would step him/her through. 

Table 4.46: Participant 4 thinking about the work before starting it 

This segmentation and focus on particular things in-the-world occurred when just 

about to start doing the task in the real world. Thus Participant 4 changed focus when 

about to start doing the task in real world: 

N91 The user commented here that s/he was attempting to picture the experience of getting off 

the tram on Bourke Street. S/he noted that s/he was thinking of that segment of the task 

only and not the whole task. S/he also noted that s/he never seemed to “pick up” on the 

whole task. 

Table 4.47: Participant 4 thinking about the work after starting it 

(2) Organising stuff in the world involved placing the system in the world, often 

setting it alongside and comparing it to other technologies and things. Participant 1 

noted: 

N4 U1 described how when s/he looks at a Website s/he tends to look at the first thing 

without thinking. 

Table 4.48: Participant 1 organising stuff in the world 

Participant 4, while commenting about her work with the system in Location 1, 

compared the system to a wizard and a paper timetable: 

N31 The user commented that s/he thought the system was like a wizard, but not as good as a 



Chapter 4: Case A – The case for trajectory 

 

 

138 

wizard because it did confusing things like verifying using a link. 

N35 …S/he also stated that s/he felt the system wasn't useful at this point and that if s/he had 

had a paper timetable s/he would have run and then started looking up options… 

Table 4.49: Participant 4 organising stuff in the world 

Thus the system was slowly fitted into participants’ worlds as the study progressed. 

(3) Putting stuff in place involved positioning the system, along with other things, 

in particular times and places to help with the particular work at hand. Thus, 

Participant 1, while in Location 6 and using the system for Task 3b confused how 

long the tram would take (“Duration”) with when it departed (“Scheduled”): 

N101 The user also noted that s/he made this mistake because s/he "wasn't in the right place 

for that information". Her point was that because s/he wasn't at the tram stop at an 

appropriate time that s/he couldn't easily interpret the information. S/he also commented 

that it would have been useful to have had multiple times and that it seemed that every 

time s/he obtained the time for a tram s/he didn't have time to catch it! 

Table 4.50: Participant 1 commenting on putting stuff in place 

This notion of particular information in place extended to Participant 4’s thoughts 

and expectations about the system maps: 

N75 The user commented that when s/he saw the new map that s/he thought it might be useful 

as it had readjusted ‘closer’ or was in more detail. S/he thought it would have got 

‘cleverer’ over time. 

Table 4.51: Participant 4 putting stuff in place 

(4) The actual process of working it out involved a process of relating the system 

to the world and to the task at hand and even thinking about how the system worked. 

Participant 1 noted how s/he approached working out how to use the system. 

N5 U1 described how s/he was thinking s/he should be at the destination at a certain time. 

S/he described how s/he was working from the destination backwards. In addition, s/he 

commented that s/he was focused on being at stop 14 at 4.30 p.m.. S/he was shifting 

thinking from the way the system was presenting information to her. The task description 

didn't focus on a particular rime, so she focused on the destination first. 

Table 4.52: Participant 1 commenting on working it out 

This “working out” not only involved picturing doing the work but also reconciling 

this picture with what was being experienced: 

N127 The user commented that s/he still hadn’t aligned Swanston Street on the map with 
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Swanston Street in the world, but was still trying to align Swanston Street on the map with 

Swanston Street in her head. 

Table 4.53: Participant 4 commenting on working it out 

Participant 4 made the above comment while doing Task 2 in Location 3. 

(5) Developing rhythms of work involved increased comfort with the system over 

time, developing sequences of action and evolving patterns of work. Both Participant 

1 and Participant 4 described how they generally became more comfortable with the 

system over time. Participant 4 comment during Task 1a (Note 17 below) contrasts 

with a comment during Task 2a in Location 1 (Note 57 below): 

N17 The user commented that s/he found navigation difficult and that s/he was completely 

confused about where s/he was, where s/he had gone and found it difficult to go back to 

where s/he wanted to. 

N57 The user commented that the language the system was using was beginning to make 

more sense, but that s/he couldn't understand it easily. S/he also noted that the 

inconsistency across screens caused problems: suddenly the system started using 

abbreviations. S/he didn't expect these abbreviation so s/he didn't expect to have to figure 

them out. 

Table 4.54: Participant 4’s developing rhythms of work 

These rhythms extended to participants developing knowledge concerning the 

sequence of actions and interactions. Participant 1 noted the following while 

performing Task 2a in Location 1 (Note 19 and Note 25) : 

N19 From doing the previous task, U1 had an idea that s/he would be asked for origin 

information first. The meaning of Store was also now clear. 

N25 The user commented that s/he was getting more confident/comfortable with interacting 

with the system. S/he knew what she had to enter for destination details. S/he commented 

that s/he found the input via the virtual keyboard okay… 

Table 4.55: Participant 1’s developing rhythms of work 

(5) Evolving expectations concerning work involved participants, as they gained 

familiarity the system and the work, starting to develop expectations concerning how 

actions and interactions with the system would work out. Participant 1, when 

discussing Task 4 in Location 8, described in relation to choosing the “Determine 

Route” function that she: 

N114 The user was expecting to enter the departure point in the usual way when s/he selected 

this. 
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Table 4.56: Participant 1’s evolving expectations concerning work 

This sense of expectation could both involve a general sense of how the system 

would work and specific (sometimes negative) expectations about how particular 

parts of the system would help which they accumulated through the study. For 

example, Participant 4, while commenting on Task 1a, expressed a general sense of 

how she expected interaction to proceed: 

N11 The user commented that s/he thought the system would return the time to him/her at 

some point. 

Table 4.57: Participant 4’s evolving expectations concerning work 

(6) The cumulative effect of work involved particular interactions with the system 

acting as a “reminder” (Wittgenstein, 1953:127) guiding future work and participants 

developing a view of the system over time. For instance, there is a strong possibility 

that participants’ interactions with the system also resulted in them indirectly 

working out what to do at particular points in their journey or, at least served as a 

“reminder” concerning what to do. For example, Participant 4 commented on the 

start of her doing Task 2, having just started moving (from Location 1 to Location 2) 

how: 

N105 …"Mucking around with the system" had helped him/her picture the intersection bit in 

particular… 

Table 4.58: The cumulative effect of work for Participant 4 

This view incorporates feelings of trust and distrust that varied over time. For 

example, Participant 4 described the evolution of her trust relationship with the 

system in 4 separate comments while discussing doing Task 2 across 3 locations – 

Location 3, 4 and 5. Commenting on her interaction in Location 3, she noted: 

N129 The user commented that s/he did not trust the system at this point: the "stuff up" with the 

stop number had caused that. S/he also commented that the system had not help her 

realize where the stop was exactly but that it had helped her realize that s/he had to cross 

the road. 

Table 4.59: Participant 4’s trust of the system in Location 3 

Yet, by Location 4, her trust had been restored: 

N133 The user commented here that s/he was both thrilled and surprised that the system was 

correct. S/he added that, as a result, s/he was a little bit more interested in wondering if 

stop 5 for the next part of the journey was true or not. 
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Table 4.60: Participant 4’s trust of the system in Location 4 

However when doing Task 2 in Location 5, her trust had disappeared again: 

N139 The user commented here that her/his trust in the system disappeared after the stop 

numbers in the system regarding Bourke Street were wrong: stop 0 in the system vs stop 

8 in the real world. 

Table 4.61: Participant 4’s trust of the system in Location 5 

These characteristics of their conversations reinforce that, as they system became 

more familiar to participants, they became less preoccupied (at least in speech) with 

navigating through it (e.g. 3.2-Self-in-System sub-category) and more concerned 

with using it to help them achieve their work. The comments revealed the importance 

of the work at hand (which in this case was handed out), the place in which work 

takes place and any support provided (e.g. maps, signs, electronic guides). The 

comments also show that the demands of a place have an impact on how a system is 

used and reacted to.  

A final note on this analysis is that the sensitivity shown in this analysis to unfolding, 

slightly contingent actions and interactions that continually contextualise new actions 

and interactions is, in fact, a trajectory-oriented perspective. This contribution to 

understanding being mobile is not matched by the notion of orbit however. At least 

in its current form it appears highly descriptive and does little in the way of analytic 

work.  

4.8 Conclusion 

Strauss (1993:12) suggests trajectory is an “abstraction” for use by researchers, as 

noted at the beginning of Chapter 3: “Abstraction (theory) inevitably simplifies, yet 

to comprehend deeply, to order, some degree of abstraction is necessary” (Strauss, 

1993:12). Indeed I myself have abstracted away from the phenomena I observed to 

reach this point, only to find myself returning to a more direct treatment at the end of 

the last section. 

The treatment of the data presented here points to certain deficiencies in both 

trajectory and orbit specifically concerning the account of wayfinding work they 

provide. In pointing this out, I am not suggesting that any new formulation of 

trajectory can respond to all these concerns. The critique presented here is merely to 

suggest “ways of looking” (Randall et al., 2007) at subsequent data to support the 

evolution of a more powerful concept – a deliberately iterative process. In addition, 
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to immediately start attacking trajectory and orbit begs the question (in a non-

technical sense) why I chose to adapt and refine them in the first place. So, before 

embarking upon an acerbic critique of these notions I will, based on the data I have 

presented here, comment on some of its strengths. I will, however, also describe how 

some deficiencies lie at the heart of these apparent strengths. 

An obvious strength of trajectory is its inherent temporality. Much work in HCI 

considers work as firstly frozen in time, fructified and stable and secondly focuses on 

coming to terms with new technology as opposed to patterns of use developed over 

time i.e. the early adoption experience of people (and often early adopters) and new 

technology’s initial impact. I have shown here that, even within a short period of 

time, practices can change and evolve. People can continue to be surprised and thus 

trajectory’s attention to time has purchase here. 

Accounting for movement is an obvious requirement for a theory of mobile work. 

The process of moving through space involves experience of a particular character 

(both while in it and when describing it) and imposes particular demands on the 

individual and those within communicative reach. While travelling, mobile workers 

are stationary and mobile to different degrees and for particular periods of time. Thus 

a challenge for them (and any notion(s) describing them) is accounting for these 

transitions and ensuing rhythms of work. Trajectory’s core idea and its sub-concepts 

seem to provide a better account of these phenomena than orbit (at least orbit in its 

current form). The notion is readily applied to physical movement through space as 

e.g. having a path, particular stages, past stages that act as conditions for future 

stages. Thus, trajectory has some purchase in accounting for particular segments and 

transitions in work, specifically movement through physical space and particular 

places through its sub-concept “phasing” or “the researcher’s conceptualization of 

phases, in accordance with changes in the interaction occurring over time “around” 

the phenomenon as it evolves” (Strauss, 1993:54).  

Yet another perspective on the physical aspect of being mobile is to regard it as 

“body work” (Strauss et al., 1985:260). This kind of work is particularly important in 

medical work (ibid): 

“…bodies are central to that work – central in the sense that the bodies are 

malfunctioning and must be helped or at least managed, central insofar as things are 

done to or with bodies or their parts or systems, that is medicated, monitored, given 
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comfort care, diagnosed, connected up with machinery, injected, pounded, 

manipulated, and “treated” in a multitude of other ways.” 

In the same way, participants had to orient their own bodies in particular ways at 

different points of their work trajectory in order to reach their destination. This 

suggests that there are particular forms of work associated with being mobile. 

Trajectory accounts for plans through the sub-concept of “scheme” or “the plan 

consciously designed to shape interaction as desired, given the content of a trajectory 

projection” (Strauss, 1993:55). “Projection”, in turn, refers to “a vision of the 

expected course of interaction perceived as needed to shape action with regard to the 

phenomenon” (Strauss, 1993:55). Thus trajectory provides an account of how the 

individual has a vision of how action will work out. Trajectory also accounts for 

actions and interactions providing context for future actions and interactions through 

the sub-concept of “reciprocal impact” or how “consequences of 

interactions…become, in their turn, conditions that affect further interaction, which 

then produces further consequences” (Strauss, 1993:56).  

However, the relationship between the experience and trajectory is unresolved. 

Trajectory’s standing with relation to the individual’s point of view still requires 

working out. There is some support in the data I have presented for a trajectory 

evolving through time leaving behind both a digital and physical footprint in the 

world. Categories and concepts such as projection, scheme, arc of action, history etc 

capture this unravelling of the action through time. However the relationship 

between these notions and particular sequences of action and interaction by members 

is still unclear. The data indicates participants’ awareness of segments and important 

transitions (and gaps) in a planned journey, which participants had pictured. This 

experience became particularly salient when participants were trying to work out the 

way to go and to reconcile what they gained from their digital and physical 

trajectories through the world. Thus how mobile ICTs might fit in through the 

working out of schemes both digitally and physically and how these digital actions 

and interactions provide context for current and future work is not considered by 

trajectory. 

The themes from the cued recall notes also remind us of the processural character of 

the work involved in being mobile. The working out of work via a particular 

sequence and temporal flow are notions we should consider seriously when 
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analysing and designing for work. The contrast between the super-categories, 

categories and sub-categories in “4.6.1 Categorical view” and the more temporally 

oriented analysis above and in Appendix 4-13 (summarised in section 4.7) also 

reminds us that the contingency and “phasing” (Strauss, 1993:54) involved in this 

kind or work can easily be missed if discrete super-categories, categories and sub-

categories are presented as absolute, discrete and frozen in time. Thus this study has 

shown that these kinds of insights and concerns can easily be missed with category-

driven approaches to both data collection and analysis. 

These findings also point to the importance of being mobile as involving being in a 

place or space (even if momentarily) that is subject not only to constraints regarding 

“behavioural appropriateness” and “cultural expectations” (Harrison and Dourish, 

1996) but also has particular immediacy and relevance to the work at hand. This 

immediacy and relevance puts the resources on hand – in this case a mobile guide – 

to test and results in feelings of surprise, annoyance, anger etc. This does not involve 

a single, biblical conversion between the resource moving from being “present-at-

hand” to being “ready-to-hand” (Dourish, 2001; Chalmers & Galani, 2004:245) but 

moving from the resource being: a plain resource to; a resource placed in-the-world 

and related and bridged to other things to; a resource eliciting feelings of annoyance, 

confidence, frustration and hope as it becomes part of the regular rhythms of work 

to; a resource that elicits particular expectations and acts as context for future work. 

These kinds of changes are not well-accounted for in an information or activity-

centric approach. 

Thus this study has shown that any theory of mobile work should account for these 

broad concerns of temporality and place, at the very least, serve as reminders for 

them. Particular issues that should be attended to include: the order of work; the 

phases of work; layers of work i.e. different forms of work that may be playing out 

simultaneously; the continuity of work; rhythms of work; and the character of work. 

Things are done (e.g. working out a scheme to find your way around the city) in a 

particular order and this order is significant, an achievement. Different segments of 

work layer on top of and underneath other work. Too often we consider work as 

singular, frozen in a moment and static. Past and current (segments of) work form the 

context for further work. The continuity of what happened the previous hour, day, 

week and what will happen next is critical to understanding the current work. What 

is repeated and regular, the rhythms of work which develop over time are also 
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important as these alert us to the character of the work we are witnessing: whether it 

is usual, exceptional, new, different etc. In addition, a static notion of what a 

resource exactly affords does not account for the changing place (e.g. change in 

location, movement through heterogeneous topologies) that being mobile entails. In 

such a view, the immediacy and relevance of the device changes and vacillates, 

eliciting different feelings, expectations and even resulting in conditions for future 

work. 

Thus key propositions emerge from this chapter with regard to work, space, people 

and information: 

1. Trajectory and work (and time) 

- Trajectory, if considered as governing body work provides a richer account of 

movement than orbit. 

- Trajectory potentially supports description of and rhetoric around both ongoing 

work at different levels of granularity and work of different kinds but this 

warrants further exploration. 

- Although trajectory provides a rich set of abstractions describing ongoing 

collective work, it is “addressed to the theoretical concerns of the sociology of 

work” (Corbin & Strauss, 1985:224) not understanding mobile work involving 

ICTs in particular. 

- Trajectory serves as a reminder of the importance of the temporal flow of work. 

- The processural character of work is so central to trajectory that these may not be 

explicitly represented in any analytic work conducted using trajectory. 

2. Trajectory and space 

- The uses of trajectory have stressed the importance of work and its management, 

everyday work, and illness progression but focus less on spatial work. 

- Trajectory provides little account for the influence of the environment on action 

and interaction e.g. through affordances. 

- Trajectory largely has been applied to single sites and thus there is a weak 

account of the influence of changing place on ongoing action and interaction. 

With people being mobile, distribution and therefore multi-sitedness is 

inevitable. 
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3. Trajectory and people 

- Trajectory provides a weak account of the individual issues (e.g. emotions) 

involved in mobile work. 

4. Trajectory and information 

- Trajectory sub-concepts e.g. reciprocal impact have focussed on the 

consequences for identity and the management of work (e.g. the illness) in 

general and less on information work. 

There is a further concern regarding trajectory’s account of the role and indeed 

transformation of resources and artefacts. As the analysis at the end of the last 

section showed this was not static. Trajectory itself holds promise here for, as 

pointed out in Chapter 2, it has been used in the adoption and innovation literature 

(e.g. Dosi, 1982, Christensen, 1997) to account for technological change in 

organisations (Dosi, 1982) and the course of “disruptive technology” (Christensen, 

1997) in terms of, for example, demand in the marketplace. Work needs to be done, 

however, to both bridge these notions of trajectory to the being mobile and mobile 

work settings to, in particular, account for the ongoing action and interaction 

involved. 

As this chapter has reported on an exploratory case study, it has served to identify 

opportunities for trajectory to evolve. Thus, although I understand the limitations of 

extrapolating from data considering the very particular, at times scripted, activity 

only five people (and the reflections of two), I believe this case has been 

exceptionally useful in both in considering how trajectory is deficient and also in 

establishing what any theory of mobile work should account for, namely (neglected) 

issues of mobility and the different types and demands of work in settings where the 

place is in flux. In the next two cases – Case B and C – I consider mobile work “in 

the wild” (Hutchins, 1995) with people engaged in different kinds of medical work – 

observing trajectories unfold in naturalistic settings. Before doing so I will progress 

trajectory further through presenting (and arguing for) the notions I will take forward 

to Case B (see Table 3.2, Chapter 3) – trajectory+. 
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5.1 Overview 

This chapter critically examines the strengths and deficiencies of trajectory 

identified in the last chapter. It also considers: (a) if these are relevant concerns for 

mobile work; (b) what theoretical notions hold promise for addressing the 

deficiencies identified while capitalising on the strengths. I answer the first question 

through re-examining the literature on mobile work. I answer the second question by 

considering aspects of Strauss’s work that potentially have the greatest power 

(Halverson, 2002) to account mobile work. I take this developed version of 

trajectory (trajectory+) into the next chapter. This chapter is distinct from both 

Chapter 2 and 4 in that it shifts the focus away from (the physical aspects of) being 

mobile to mobile work. 

5.2 Issues and responses 

The last chapter identified some key features and deficiencies of trajectory and orbit   

and concentrated the aspects of being mobile in Table 5.1. 

No Being mobile theme No Being mobile theme 
(1) physical movement (9) moving through heterogeneous topologies 

(2) change of location (10) affording particular technologies* 

(3) uncoupling of space and (inter)action (11) different modes** 

*electronic maps and timetables **tram travel, walking 

Table 5.1: Being mobile themes addressed in the last chapter 
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This treatment through the Case A field data indicated both that orbit has limited 

descriptive and rhetorical power (Halverson, 2002) and that trajectory holds promise 

as a means to account for mobile work. Specifically Case A identified trajectory as 

having four strengths (S1-6) and six deficiencies (D1-7) – Table 5.2 and 5.3. 

No Description 
(S1) inherent sense of transformation 

(S2) account of plans and expectations 

(S3) account of individual and social activity 

(S4) account of the temporal flow of events 

Table 5.2: Trajectory’s 4 strengths 

No Description 
(D1) account of personal and collective experience 

(D2) account of affect and emotions 

(D3) account of digital and physical (inter)action, their relationship 

(D4) account of place 

(D5) account of role and transformation of resources and artefacts 

(D6) relationship between low-level (inter)action and more 
abstract, higher-level (inter)action 

(D7) necessary and sufficient conditions for a trajectory 

Table 5.3: Table 4.2: Trajectory’s 7 deficiencies 

This chapter considers these strengths and deficiencies. It also begins to orient the 

discussion towards mobile work and identify key issues with it. It considers specific 

questions and how I can address these questions through Case B and C. Can a 

developed trajectory account for individual and collective work and experience (D1 

& D2)? Can it account for the reconciliation work between digital work and other 

forms of work reported on in Case A (D3 & D5)? Can trajectory account for the 

process of working things out as well as work itself (D4)? 

With regard to the first and second deficiency (D1 & D2) trajectory captures 

collective action or “…the interaction of multiple actors and contingencies…” 

(Strauss 1993:53). Trajectory has also been used to describe illness and dying (Strass 

et al., 1984; Strauss & Glaser, 1970). These phenomena, of course, involve shaping, 

management and actual work but they are also intensely personal and emotional even 

for the experts (e.g. nurses) involved. A trajectory is also experienced by individuals 

and by groups. Trajectory, through the notion of social world – a “universe of 

regularized mutual response” (Shibutani, 1955:524) involving membership – is 
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useful when making sense of the experience of groups. The notion of biography 

captures the individual’s personal, ongoing experience and development. It also 

holds promise for accounting for the more emotional aspects of work. Inherent in 

these notions is a distinction between a particular experience or description and a 

collective one. It is uncertain if trajectory can account for one individual’s work over 

another, if it can account for the difference between the act of working and the lived, 

felt experience of working or if it is more suited to an abstract treatment of collective 

action. 

With regard to the third deficiency (D3), as already discussed in the last chapter, 

much of the video transcript and cued recall notes concerned movement through the 

system. 1.2-Interaction Trajectories, the most frequent of my categories in the all 

participants’ video transcripts, dominated what people talked about. This notion 

describes interactions through the system and captures the temporal qualities of this 

interaction indirectly through the clustering of particular sub-categories and the 

inherent temporality in each (e.g. 1.2.1-History describes digital interactions in the 

past). Trajectory accounts for the temporality of work in the physical world. What 

are its limits in accounting for digital work that has varying degrees of coupling to 

physical work? More generally, together D3 and D4 point to the need for trajectory 

to account for multiple forms of work. 

The fourth deficiency (D4), as noted in the last chapter, raises the spectre of place or 

“…a space which is invested with understandings of behavioural appropriateness, 

cultural expectations, and so forth” (Harrison and Dourish, 1996:69). The analysis of 

the cued recall data revealed the salience of 3.3-Mapping as a theme – issues 

emerging concerning relationships between the system and the real world. The 

analysis in the previous chapter also supports the importance of reconciliation work 

or, to put this in trajectory-oriented terms, resolving the relationship between the 

digital trajectory and work in the real world. It is unclear at this point if this 

reconciliation work is part of the work trajectory or another type of trajectory. 

Different trajectories may need to be translated from the digital to physical and/or 

vice versa. How can trajectory account for this “translation” work’? 

With regard to the fifth deficiency (D5), trajectory has a weak account of how 

information needs and resources evolve and change. The relationship between these 

needs and any notion of trajectory requires investigation. The granularity issue is 



Chapter 5: Trajectory, work, people and space 

 
 

150 

essential when considering the kind and form of information provision that mobile 

ICTs should support. For example, if work is fine-grained such as when walking to a 

particular point at an intersection and an appropriately fine-grained level of 

information cannot be provided then other approaches to information provision can 

be considered e.g. information push over pull, acceptable ambiguity over non-

transparent attempted precision. Trajectory, in its current form, has a weak account 

of how these information needs evolve and change. The relationship between these 

needs and any notion of trajectory requires investigation. 

With regard to the sixth deficiency (D6), descriptions of work have particular 

granularity. This was investigated through the different treatments of data in the last 

chapter: abstract and categorical against low-level and temporal. Task analysis 

schemes are particularly strong for representing how work can be divided into tasks, 

actions, goals etc.. While not subscribing to such reductionism, I believe it is 

important that trajectory should have a position on the account of work at a gross 

level (e.g. managing illness) and at a micro level (e.g. taking 2 red tablets at 9 a.m. 

every morning). This granularity is closely connected to how work is temporally 

ordered, or its key sequences, which I believe task analysis schemes are particularly 

poor at capturing. The cued recall data reported on in the last chapter was 

particularly informative concerning what participants wanted to do with the system 

and the importance of a particular sequence or order of interactions through the 

system. Ordering actions in a particular way when interacting with the system in 

particular was important. Although trajectory assumes there exists a “negotiated 

order” (Strauss, 1993:248), there is also a “processural ordering” (ibid: 254) evident, 

particularly in this case, as the technology is worked out ‘on-the-fly’. 

A final, seventh deficiency (D7) concerns what a trajectory is, how it might be 

represented (in words, symbols etc) and what characteristics it need have in order to 

be a called a trajectory at all. This regards necessary and sufficient qualities over 

contingent ones and this is something Strauss does not deal with explicitly. 

Trajectory describes contingencies and almost any form of action and interaction. 

However what makes a trajectory? Once these key qualities have been established, it 

also seems reasonable to suggest a difference between trajectory in the abstract and 

trajectory as experienced – the lived trajectory and the descriptive trajectory. Thus 

we may approach a situation using trajectory’s reminders that results in the 
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description of different trajectories with different characters. This suggests such 

trajectories can be classed and grouped. 

These issues point to some key gaps in the current formulation of trajectory in 

accounting for mobile work. The next section will consider how these gaps can 

potentially be plugged through considering other Straussian notions and concepts 

from the CSCW literature, namely “social world” (Strauss, 1976:67), “biography” 

(Strauss, 1993:58), “orders” (Strauss, 1993:59), place and work. 

5.3 Mobile work 

“The employee who has become nomadic in time and space, sheds the regular time-

space practices of the traditional commuter…” 

  [Jain, 2004:96] 

This section describes key features of mobile work. The premise is that mobile 

workers tend to use mobile ICTs as an integral part of their everyday work and, 

indeed, that this is a core reason for them being able to be mobile in the first place. I 

also wish to characterize the mobile worker, discover what is known (and not 

known) about this creature, so that I can identify opportunities for enhancing current 

understandings of him/her. Finally I wish to identify any resonances and dissonances 

between being mobile and mobile work and thus (dis)confirm which of the being 

mobile themes presented in Chapter 2 are most pertinent when considering mobile 

work. I could review hundreds of studies here, but I will restrict my attention to those 

studies that: have a strong mobile ICT element; describe mobile work and mobile 

workers; utilize fieldwork and analytic work to examine people in real-world 

settings; have some (even if very generic and indirect) “implications for design” 

(Dourish, 2006). Much of the work presented below has already been considered in 

Chapter 2. Here I present a more complete treatment focusing on work and mobility. 

Table 5.4 presents the mapping between the studies presented here (“Perspective of 

mobile work”) and the twelve being mobile themes presented in Chapter 2, 

(“Perspective of being mobile”). I have underlined the differences between the 

mappings in Table 5.1 and the mappings between the same twelve themes and the 

same studies in Table 2.6. 
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Being mobile 
theme 

Perspective of being mobile* Perspective of mobile work 

(1) Physical 
movement 

Belotti & Bly (1996), Luff & Heath 
(1998), Kristoffersen and Ljungberg 
(1999b,c), Kakihara and Sorenson 
(2002, 2004) 

Belotti & Bly (1996), Luff & Heath 
(1998), Kristoffersen and Ljungberg 
(1999c), Kakihara and Sorenson 
(2004),  

(2) Change of 
location 

Belotti & Bly (1996), Luff & Heath 
(1998), Kristoffersen and Ljungberg 
(1999b,c), Kakihara and Sorenson (2002, 
2004) 

Belotti & Bly (1996), Luff & Heath 
(1998), Kristoffersen and Ljungberg 
(1999c) 

(3) Uncoupling of 
space and 
interaction 

Luff & Heath (1998), Perry et al., 
(2001), Belotti & Bly (1996), Kristoffersen 
and Ljungberg (1999b,c), Ó Riain (2000), 
Kakihara and Sorenson (2002) 

Luff & Heath (1998), Perry et al, (2001), 
Ó Riain (2000), Kristoffersen and 
Ljungberg (1999c) 

(4) Multiple 
‘worlds’ 

Belotti & Bly (1996), Ó Riain’s (2000), 
Perry et al., (2001), Kakihara and 
Sorenson (2002), Luff & Heath (1998) 

Belotti & Bly (1996), Ó Riain (2000), 
Perry et al., (2001), Kakihara and 
Sorenson (2004) 

(5) Change and 
irregularity 

Ó Riain (2000), Kakihara and Sorenson 
(2004), Kristoffersen and Ljungberg 
(1999b,c) 

Kakihara and Sorenson (2004), 
Kristoffersen and Ljungberg (1999c) 

(6) More 
interaction 

Kakihara and Sorenson (2004), Belotti 
& Bly (1996) 

Kakihara and Sorenson (2004) 

(7) Temporal 
(a)synchrony 

Ó Riain’s (2000), Kakihara and 
Sorenson (2002), Luff & Heath (1998), 
Perry et al., (2001) 

Ó Riain (2000), Kakihara and Sorenson 
(2004) 

(8) Information & 
resource 
(dis)connection 

Belotti & Bly (1996), Luff & Heath 
(1998), Kristoffersen and Ljungberg 
(1999b,c), Perry et al., (2001), Ó Riain 
(2000), Kakihara and Sorenson (2002) 

Belotti & Bly (1996), Luff & Heath 
(1998), Kristoffersen and Ljungberg 
(1999c), Perry et al., (2001) 

(9)  Heterogeneous 
movement 

Luff & Heath (1998), Kristoffersen and 
Ljungberg (1999b,c), Perry et al., 
(2001), Kakihara and Sorenson (2002) 

Luff & Heath (1998), Kristoffersen and 
Ljungberg (1999c), Perry et al., (2001), 
Kakihara and Sorenson (2004) 

(10)  Particular 
technologies 

Luff & Heath (1998), Kristoffersen and 
Ljungberg (1999b,c), Perry et al., (2001) 

Luff & Heath (1998), Perry et al., 
(2001), Ó Riain (2000) 

(11) Different 
modes 

Kristoffersen and Ljungberg (1999b,c) Kristoffersen and Ljungberg (1999c), 
Perry et al, (2001), Kakihara and 
Sorenson (2004) 

(12) An accomplish-
ment 

Luff & Heath (1998), Ó Riain’s (2000) - 

*Strong resonances between themes and studies in Table 2.6 
are indicated through bold text while weak resonances 

 are indicated through italicised text 

Table 5.4: Mobility themes related to studies of mobile work (cf. Table 2.5) 

Thus and for example, Kristoffersen and Ljungberg’s (1999c) work was noted as 

having a weak resonance with the theme (2) in Table 2.6 but this has changed to a 

strong resonance in Table 5.4. Such differences are not unexpected as Table 2.6 was 
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the result of examining the studies using the perspective of being mobile while Table 

5.1 has been informed by a more focussed notion of mobile work as well as social 

world, biography, orders, locale and work. Thus Table 5.4 above presents a revisited 

view of the twelve being mobile themes presented in Chapter 2. 

Kristoffersen and Ljungberg (1996c) examine the work of mobile service engineers 

working for a telecommunications company in Norway and consultant surveyors 

working for a Norwegian maritime safety surveying company. The safety surveyors’ 

work comprised: preparing for inspections; co-ordinating and performing tests; and 

entering observations. They particularly stress the issue of place in their study. They 

found that the mobile workers had to “make place” (ibid:279) for the mobile 

computer they were using i.e. use “work arounds” and “articulation work” (Bowers, 

1994, Bowers et al., 1995). They closely couple the notions of place and interaction 

and suggest that mobile work is, in fact, work interrupted (Kristoffersen and 

Ljungberg, 1996c:279). This results in the need to manage work over time using 

what Laurier (2002:57) refers to as “repair-work”. The implication for design they 

suggest is to develop ICT support that enables “taking place” (ibid:280) i.e. enabling 

the choice of an interaction style based on the particular situation: 

“Too often, it seems, the outcome is exactly the problem documented in our study i.e. 

that users have to “make place” for the technology to make it work. An alternative 

strategy is to provide users with a set of interaction styles from which they can easily 

choose the best suitable to the situation at hand.” 

[Kristoffersen and Ljungberg, 1996c:284] 

However, this notion of “taking place” seems to understate the achievement of being 

mobile, shifting the responsibility for adjustment away from the mobile worker. 

Perry et al. (2001:324) in their study of 17 mobile professional in the UK using diary 

techniques, interviews and analysis of artefacts, discuss various aspects of mobility, 

arguing for both the need to bolster understandings of such notions (in this case, 

expressed in terms of “access anytime, anywhere”) with empirical findings and for 

their value in the discourse of design (ibid:325). They broadly characterise mobile 

work as having less familiarity, freedom and certainty with regard to the 

environment, and greater “heterogeneity” (ibid:324; Kristoffersen and Ljundberg, 

1999c) – or less predictability concerning the contextual constraints regarding work. 

For them, the term “mobile workers” is descriptive of people who travel considerable 
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distances as part of their work using different modes of transport (e.g. car, train, air), 

stay away from their home office for at least a day and carry mobile artefacts (e.g. 

mobile phones, paper notes, paper forms, laptops, filofaxes and product samples) to 

support their work. They suggest (ibid:334) there is tremendous variability in 

mobility in terms of Kristoffersen and Ljungberg’s (1999a) notions of travelling, 

visiting and wandering  (presented in Chapter 2) or, in Luff and Heath’s (1998:309) 

terms “local” and “remote” mobility: 

“…they worked at multiple (but stationary) locations, walked around a central 

location, traveled between locations, worked in hotel rooms, worked on moving 

vehicles and in remote meeting rooms.” 

They also found four “common themes” or “features in the behaviour” (ibid:334): 

1. “Planful opportunism” (ibid:335): mobile workers gather resources such as paper 

required for meetings and ensure that they have access to particular resources 

(e.g. email, shared drives) at particular times and places, the key notion being 

that the mobile worker plans to access resources in an impromptu, ad hoc 

manner. 

2. “Working in Dead Time” (ibid:337): when in between places and events (e.g. 

time spent in transit or waiting) mobile workers sort through notes they had taken 

and mitigate against the backlog of work awaiting them when they returned to 

the office. 

3. “Phone as a Device Proxy” (ibid:339): mobile workers access equipment and 

documents back at their offices through their mobile phones and other people 

(such as a secretary). 

4. “Remote Awareness Monitoring” (ibid:341): mobile workers maintained 

awareness of what was going on in their offices and a social connection to work 

mates. 

The overall suggestion is that different technologies are woven together to support 

the achievement of mobile work, that multiple forms of work are, indeed involved, 

and that managing awareness between the mobile worker and home base is critical. 

Belotti and Bly (1996) report on the local mobility of one part of a team distributed 

across two locations 2000 miles apart. They characterise the mobile worker as 

someone seldom at their desk (between 10-13% of the time), moving physically 
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through the ecology of the organisation, coordinating others and gaining awareness 

of others’ work. They also emphasise the importance of this awareness for locally 

mobile workers and the importance of the particular mode of walking for managing 

communication with others. They point out that local mobility has an inverse 

relationship with availability to remote others. 

Luff and Heath’s (1998) report three separate studies examining: the mobility of 

objects in a medical practice; the local mobility of a foremen on construction sites 

and; the remote and local mobility of staff of the London Underground. They 

characterise the mobile worker as someone who constantly reconfigures self with 

regard to both “the ecological arrangement” and the “cooperative arrangement” 

(Martin and Sommerville, 2004) in any particular space. Thus, for them mobility is 

an accomplishment that involves the continuing reconfiguring of spatial relationships 

in order to perform particular kinds of work such as the work of observing others 

(i.e. asking the question – “What are you doing?”) and of declarative visibility (i.e. 

making the statement – “I am doing this now.”). In all studies mobility is 

characterised in terms of physical movement of things or people. All studies also 

report on the consequences of this mobility (thereby characterising the mobile 

worker further). As with Belotti and Bly (1996) people’s mobility involves physical 

movement, a contingent commitment to particular places and both increases and 

inhibits availability. Luff and Heath also stress the importance of “the micro-

mobility of the activity” (ibid:309): how collaborative activities are achieved and 

accomplished from moment-to-moment via particular people-to-people and people-

to-artefact interactions and how they are stretched over time and place. They suggest 

that mobile work involves continually reconfiguring one’s visibility and availability 

in terms of places, resources and people. However they also suggest that particular 

technologies map onto mobilities at different granularities. For example 

micromobility is well-supported by paper. 

Here we get a picture of the mobile worker as an émigré, disconnected from 

informational and communicative opportunities and the knowledge and expertise of 

others. The suggestion is that the mobile worker must not only manage the 

consequences of this dislocation but, in the future, manage these consequences 

through a heterogeneous mix of ICTs. Both Kakihara and Sorenson (2004) and Ó 

Riain (2000) also emphasise the mobile worker as an individual engaged on the 

fringes of organizations. They suggest the mobile worker is engaged in knowledge 
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intensive work that can often be ad hoc in nature. Both suggest that for mobile 

workers personal social networks and particular configurations of places are critical. 

Kakihara and Sorenson (2004) emphasise the multiple threads of work and the 

particular technologies used managing these in mobile work. Ó Riain (2000) 

emphasises the importance of co-presence and time. 

In contrast to Kristofferson and Ljundberg (1999b), Kakihara and Sorenson 

(2004:180), in a manner somewhat reminiscent of Albert Camus (Camus, 1957), 

characterize “the mobile professional” as an “outsider” to the organization, a 

“neglected workforce” (Barley and Orr, 1997) and as engaged in “knowledge-

intensive” work (Alvesson, 1995). They argue that “the mobile professional” is 

independent, bringing skills and expertise to businesses on an ad hoc basis.  They 

characterise the mobile professional’s work in terms other than geographical 

movement alone: 

“In short, the nature of contemporary professional workers in urban areas cannot be 

fully appreciated in terms only of their extensive geographical movement, but rather 

should be taken from a broader perspective shedding a light also on operational and 

interactional aspects of their work practices.” 

[Kakihara & Sorensen, 2004:181] 

They first characterise the mobile professional’s geographical mobility. This 

involves “corporeal travel” (Urry, 2000:50): long-distance travel where the mobile 

professional travels several hundred miles to be at a client’s site, spending 

considerable time there and intensive local geographical mobility or intensive local 

mobility where the mobile professional uses public transport and walking to meet 

clients and other members of projects. They then provide an example of a mobile 

professional’s “virtual travel” (ibid:70) and travel to a “special place” for ““real” 

human interaction” (Kakihara & Sorensen, 2004:183). Here, although the mobile 

professional is largely stationary, he has intense and diverse interactions with others 

via Internet technologies in a specially designated physical space (in this case a 

design studio). Finally they describe a mobile professional who interacts with others 

primarily via email and mobile phone in order to support multiple threads of 

interaction he has to maintain. 

They then argue that characterising mobility only in terms of corporeal travel 

“ignores another important aspect of the original meaning, referring to 



Chapter 5: Trajectory, work, people and space 

 
 

157 

transformation or motion of objects, states, conditions, or structures” (Kakihara & 

Sorensen, 2004:184). Their response is to propose three different forms of mobility 

(ibid:emphasis their own): 

“locational mobility concerned with the workers’ extensive geographical movement, 

operational mobility in relation to their capability for flexible operation as an 

independent unit of business, and interactional mobility associated with their 

intensive and fluid interaction with a wide range of people.” 

Thus Urry’s (2000:50) “corporeal travel” is captured through “locational mobility”, 

his “virtual travel” (2000:70) through “interactional mobility” and the uncoupling of 

work from particular organisational places is captured by “operational mobility”. 

They conclude by arguing that: ICTs, particularly mobile ICTs, have an essential 

role in supporting mobile work practices; there is a need for the mobile professional 

to negotiate multiple threads of ongoing interaction; mobile professionals depend on 

personal social networks since their work crosses multiple social and organisational 

boundaries; physical places are still important for supporting the everyday work 

practices (including social interaction) of mobile professionals. 

Ó Riain (2000) studies highly mobile software developers in Ireland. Although not a 

study of mobile work per se the work illustrates the broader context against which 

mobile work operates, the longitudinal consequences of mobile work, and serves to 

distinguish mobile work from distributed work. It is also interesting because, in 

many ways, it reports on the other end of mobile work: the people who the mobile 

worker is away from, who s/he uses as proxies and tries to remain aware of when 

away. Ó Riain describes how the demands of the global economy make interactions 

in local workplaces critical and how, in an environment of distributed work, time 

(e.g. project deadlines) is increasingly being used as an instrument of control. He 

argues that the apparent end to the “tyranny of distance” (Blainey, 1966) does not 

mean that time and space are eradicated as concerns but that they are, in fact, 

intensified due to the need to manage highly fluid team configurations. 

He reports how despite the ““virtual” team” (Ó Riain, 2000:184) being studied just 

being temporarily assembled to work on a particular project, it actually comprised a 

large number of developers working together in close proximity in an office in 

Ireland. He describes how this proximity enabled them to manage complex 

interdependencies in the team (e.g. shared roles), communicate constantly (e.g. on 
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the way to lunch) and bond as a team. On the other hand, communications with the 

main office in the US were more concerned with strategy, less concerned with the 

detail (e.g. clearing up a misunderstanding with work) and when they were 

concerned with the latter, they suffered from the tyranny of time difference. He 

describes how there was a more developed sense of accountability among the co-

located team than towards the remote manager of the team. He also describes how 

particular communication media – the phone, email, face-to-face communication – 

were used for particular things in the organisation and how face-to-face 

communication was critical for building and sustaining trust, with computer-based 

communication being useful for maintaining medium-strength ties. Ó Riain (ibid) 

continues to describe the distinct ““local” culture” (ibid:187) that forms in these 

temporary teams and how this culture, despite often being sexist, disrespectful and 

anti-authoritarian, actually helps sustain the relationships within the team. Overall, 

he describes how the “intensification of space” (ibid:189) through e.g. the formation 

of a ““local” culture” (ibid:187), which is actually caused by mobility in the first 

place, actually sustains “the work team cooperation, commitment, and cohesion 

necessary for innovation” (ibid:189). 

He then claims that it is “the intensification of time” (ibid:189) that allows mobility 

and place to sustain each other. This is largely engineered through the project 

deadline. Ó Riain describes how the team went through regular cycles of 

development (e.g. pre-release) and how each of these stages involved a deadline. He 

reports how, before the deadline there was a phase of introversion – the team 

becomes more cohesive, works longer hours, spends more time together (and thus 

away from home) and carefully controls the information flow to the management in 

the US (largely through their team leader) so they can balance technical and time 

demands more effectively. He also reports how the tightness and solidarity of the 

team was cast in negative terms – through regarding management as interfering, 

designers and developers as incompetent etc. Ó Riain then reports how, after the 

deadline has passed, the team begins to fragment, roles are renegotiated, individual 

concerns (e.g. new training) replace the collective ones of the pre-deadline phase. 

The renegotiations became more complex as new skills, training and personnel are 

required while existing deadlines had to be met, exposing a range of alliances among 

different members of the team. 
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This review suggests that all themes describing being mobile are highly relevant to 

mobile work except (5) change and irregularity and (6) more (inter)action. These are 

replaced by a notion that in mobile work transformations (e.g. of objects) occur, 

multiple forms of work (e.g. awareness) are involved and that particular temporal 

flows (e.g. asynchronous) should be attended to. In addition, there is a shift away 

from considering the accomplishment of being mobile to the detail of what is 

involved in mobile work. The review also draws particular attention to the 

importance of particular strengths (S) and deficiencies (D) of trajectory identified at 

the beginning of the chapter. Ó Riain’s (2000) and Kakihara and Sorenson’s (2004) 

work points to the importance of accounting for transformations of space, time and 

objects (D5). Trajectory’s sense of transformation (S1) is useful here. More 

particularly Ó Riain’s (2000) work points to a different temporal experience and 

structure in mobile work. Trajectory’s account of the temporal flow of events (S4) is 

useful here. The review also draws attention to what the mobile worker does to 

maintain and sustain social worlds (e.g. awareness work (Perry et al., 2001)) and the 

autonomy as well as the social characteristics of the mobile worker (Kakihara & 

Sorenson, 2004). Thus it is important that any reformulation of trajectory addresses 

the personal and collective experience (D1) and the different kinds of work s/he does 

(e.g. emotional, digital (D2 & D3)). Place is an ongoing concern (e.g. Kristoffersen 

and Ljundberg, 1999c; Luff & Heath, 1998) and the need to account for it is clear 

(D4). Belotti and Bly (1996), Luff and Heath (1998) and Kakihara and Sorensen 

(2004) all point to the importance of mobile work on different scales (D7) – from the 

“micro” (Luff and Heath, 1998:306) to the “long-distance” (Kakihara and Sorensen, 

2004:182). 

The studies also indicate seven quite distinct features of mobile work (Table 5.5), 

each of which can be mapped onto and inform 12 themes of mobile work with 

“transformations” and “forms of work” replacing the being mobile themes (5) and 

(6). 
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Mobile work no/feature Example/study Mobile work theme 
1.  Different and quite 

ordinary technologies are 
involved and woven 
together in the course of 
mobile work 

Mobile workers’ “network capital” (Urry, 
2003:168), emerging from the “sociality 
through networks” (ibid), is often managed 
and maintained through mobile technologies. 

*(5) transformations; 
(10) affording particular 
technologies; (12) an 
accomplishment 

2. 
  

There are different kinds of 
mobile work on different 
levels of temporal & spatial 
granularity 

Belotti and Bly (1996) study “local mobility”, 
Luff and Heath (1998) “micro-mobility”, “local 
mobility” and “remote mobility”, Kakihara and 
Sorensen (2004) “local mobility” and “long-
distance travel”. 

(4) multiple worlds; *(6) 
different forms of work 

3. 
  

Mobile work is distinct 
from distributed work in 
terms of physical 
movement 

Kakihara and Sorensen (ibid:185) critique 
other mobility studies for focusing on 
corporeal movement yet this seems a 
defining characteristic of mobile work. 

(1) physical movement; 
(2) change of location; 
(11) different modes 

4.  Mobile work involve a 
shifting relationship 
between place & time 

Dead time” (Perry et al., 2001) suggests time 
in between places where the characteristics 
of this in-between place can determine its 
effective use. 

*(5) transformations; (7) 
temporal flow; (9) 
heterogeneous 
topologies 

5. 
  

Mobile work involves 
managing awareness & 
visibility 

Belotti and Bly (1996) describe the role of 
local mobility in becoming aware of others’ 
work and making others aware of work in an 
office. Ó Riain (2000) describes the careful 
management of a remote manager’s 
awareness of a software team’s work. 

(3) uncoupling space 
and interaction; (4) 
multiple worlds; (8) 
(dis)connection to/from 
information & resources  

6. 
  

Mobile work involves 
reconsidering & 
transcending boundaries 

Kakihara and Sorenson (2004) characterise 
the mobile professional as operating outside 
organisational boundaries and the 
boundaries and networks managed by 
mobile workers have distinct features such 
as a high number of weak ties (Urry, 2003). 

(3) uncoupling space 
and interaction; (4) 
multiple worlds; (8) 
(dis)connection to/from 
information & resources; 
(9) heterogeneous 
topologies  

7. 
  

Mobile work has 
exclusively focussed on 
activities & tools 
supporting wage work 
outside the home 

Studies of mobile work have focussed on 
particular forms of work – manual work, 
machine work, information work (Reddy et 
al., 2006) and even “mobility work” (Bardram 
and Bossen, 2005). 

*(6) different forms of 
work; (9) heterogeneous 
topologies 

*new theme for mobile work 

Table 5.5: Mapping between mobile work feature and mobile work themes 

5.4 More Strauss, Place and Work 

Strauss’s notions of social world, biography and orders are useful in addressing the 

deficiencies with trajectory identified. These notions address concerns with the 

nature of collective work against individual mobile work (D1), the personal aspects 

of work (D1 & D2) and the processural and provisional negotiated order of mobile 

work in particular (D5). Considering a notion of place in CSCW – in this case locale 

(Strauss, 1976:64; Giddens, 1984; Fitzpatrick, 1998 – addresses D4 (the account of 
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place) while drawing on Strauss et al.’s idea that there are multiple forms of work 

addresses D2 (affect and emotions) and D3 (digital and physical work). The issues of 

different (inter)action granularity and what a trajectory is are discussed below. The 

table below shows how the I aim to address trajectory’s deficiencies through more of 

Strauss’s work and notions of place and work. 

trajectory+ Mobile work theme Problem 
trajectory (1) physical movement; (5) transformations; (7) temporal flow  

social world (4) multiple worlds; (5) transformations; (6) different forms of work; (7) 
temporal flow; (10) affording particular technologies; (12) an accomplishment 

D1 

biography (4) multiple worlds; (5) transformations; (6) different forms of work; (12) an 
accomplishment 

D1 

orders (5) transformations; (7) temporal flow; (10) affording particular technologies; 
(12) an accomplishment 

D5 

locale (2) change of location; (3) uncoupling space and interaction; (8) (dis) 
connection to/from information and resources; (9) heterogeneous topologies 

D4 

forms of work (4) multiple worlds; (6) different forms of work D2, D3, D6 

Table 5.6: Strauss’s notions related to mobile work themes & particular deficiencies of trajectory 

5.4.1 Social world 

Social world is a powerful and appealing notion for extending trajectory because it 

captures notions of the collective, multiple membership, roles, shared activity 

(mobile work theme (4), (6)), temporal unfolding (mobile work theme (5) and (7)), 

changing circumstances of interaction (mobile work theme (9)), (mobile work theme 

(10)). Social world captures: a sense of membership of a particular group engaged in 

a particular activity or certain activities; reconciling and moving through different 

social worlds; coming to terms with temporal synchrony facilitated by mobile ICTs; 

particular worlds drifting in and out of focus both in terms of importance to the work 

at hand and personal awareness (Fitzpatrick, 1998:118). It also captures the notion 

that there are particular tools and technologies fuelling the activity in the social 

world although this aspect of social world requires development. 

5.4.2 Biography and the body 

Additional subconcepts in Strauss’s theory of action include biography – “identities 

over time” (Strauss, 1993:57) – and the body – an individual’s corporeal being 

(Strauss, 1993:58). Biography, whether individual or collective, captures how 

identity is shaped through ongoing courses of action. Biographies have phasing, 

projections, schemes, arcs of action and require management, like trajectories. 
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Strauss also argues that having a body is critical to maintaining a biography. He 

argues that some embodiment of past actions (“a rich texture of memories” (Strauss, 

1993:58)) is essential to function in the present and future. “Interactional processes” 

(ibid) refer to interactions that carry out and shape trajectories, such as negotiations. 

These are perceived of as strategies to “get the work done” (ibid:59) while “action 

processes” (ibid:59) describe the actions forming the fabric of work, such as 

resourcing and decision-making. 

A seemingly obvious observation is that mobile workers have identities to manage 

and bodies moving through space. This is quite distinct from people working in 

virtual spaces. Mobile workers are also people with idiosyncratic biographies and 

conceptions of self and others – an ongoing demand is “meetingness” (Urry, 2003; 

Larsen et al., 2006:19-20) and “face-work” (Goffman, 1955, 1967, 2005). The 

idiosyncrasies of their biographies extend to the way they use and embed mobile 

ICTs into their lives. Thus one individual’s work is different from another’s, another 

individual’s assembly of technologies in his/her life is different from yet another’s. 

At least permitting a notion of individual variation having consequence in an account 

of mobile work supporting the design of mobile ICTs seems important. 

5.4.3 Orders and ordering 

Orders describe that which actions and interactions are directed at shaping. They are, 

according to Strauss (1993:59): “analytical abstractions that summarize what, with 

regard to an evolving phenomenon, the actions and interactions are directed at 

shaping”. They summarise the state of things and are “…general conditions that 

actors have to take into account when interacting…” (Strauss, 1993:252). Orders can 

be spatial (e.g. how objects are arranged or how actions are supposed to occur in a 

given space), temporal (e.g., scheduling, timing, pacing and frequency, duration), 

work (e.g. how work is supposed to be set up, maintained etc.), technological (e.g. 

what machinery, equipment and procedures are required), informational (e.g. the 

desired flow of information among individuals), sentimental (e.g. desired work 

relationships), moral (e.g. desired ethical norms) and aesthetic (e.g. desired style). 

Strauss also notes how: “The degree of success at trajectory management…is likely 

to be phrased by the actors in terms of one or more combinations of these orders…” 

(Strauss, 1993:60). Strauss also describes how orders are subject to disruption by 

broader conditions, strategies by interactants to restore them, and different 

perceptions of disturbances by interactants.  
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Strauss and his colleagues also described notions of “negotiated order” and 

“processural ordering” (Strauss et al., 1963; Strauss et al., 1964), contrasting the 

shaped achievement (i.e. the state of negotiated order) with the work of shaping the 

achievement (i.e. the actions that attained the state of negotiated order). 

Strauss describes negotiated order as: 

“…the sum total of the organization’s rules and policies, along with whatever 

agreements, understandings, pacts, contracts, and other working arrangements 

currently obtained…agreements at every level of the organization, of every clique and 

coalition, and include covert and well as overt agreements.” 

[Strauss, 1978:5-6] 

The “negotiated order perspective” stresses two things according to Maines and 

Charlton, (1985:271-2): “…that one of the principal ways that things get 

accomplished in organizations is through people negotiating with one another…”; 

“…both individual action and organizational constraint can be comprehended by 

understanding the nature and contexts of these negotiations…”. Negotiated order is 

intentional and achieved, has temporal constraints (i.e. a ‘sell by’ date), is 

continually reworked and renewed through negotiation and reappraisal, and is 

instantiated more permanently in and, in turn constrained by “more formalized and 

permanent organizational rules, policies, and established conventions and 

understandings” (Strauss, 1978:6). 

Processural ordering emphasises the creative and constructive act of achieving 

order: “…the “working at” and “working out of” ordering in the face of inevitable 

contingencies, small and large” (Strauss, 1993:254). This captures “interactional and 

action processes” (Strauss, 1993:58-9), or how evolving interaction is shaped 

through doing and acting towards others other than through negotiation. It regards 

institutions and orders as “going concerns” (Hughes, 1971:54) – subject to inevitable 

change through the ongoing collective action and interaction of its members yet, on a 

day-to-day basis, having certain structures that are static and ordered. 

The notion of a general shaped order against a local achievement is pertinent for 

mobile work. Mobile work often occurs against general concerns or orders but in 

very specific space, time, work etc. conditions. Negotiated order is attractive as it 

points to: 
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“…the lack of fixity of social order, its temporal, mobile, and unstable character, and 

the flexibility of the interactants faced with the need to act through interactional 

processes in specific localized situations where although rules and regulations exist 

nevertheless these are not necessarily precisely prescriptive or peremptorily 

constraining.” 

[Strauss, 1993:255] 

Processural order emphasises the act of achievement and the various forms of work 

contributing to it. I discuss these forms of work below. 

5.4.4 Place 

Strauss’s notions of social world and orbit capture the environment, space or place 

having influence on the actions and interactions comprising trajectory. The notions 

of space and place have received much attention in CSCW. Harrison and Dourish 

(1996) critique naïve notions of space when developing CSCW systems. Here I wish 

to inform a discussion of place through Fitzpatrick’s (1998, 2003) “Locales” 

framework. Not only does this framework provide excellent insights into the issue of 

place but also it provides a blueprint for any theory of mobile work: 

- it is provides a complete account of important aspects of cooperative work; 

- it can be used and understood as high-level, broad heuristics for design (e.g. by 

simply considering the main aspects e.g. “interaction trajectory” (Fitzpatrick, 

1998:122)); 

- it can be used to account for low-level action (e.g. through using the dimensions 

and issues of a particular aspect’s properties e.g. the “changing – unchanging” 

dimension of the “plan” property of “interaction trajectory” (ibid:130)); 

- it includes and account of the temporality of work and place; 

- it is firmly grounded in Strauss’s work and therefore there is a greater chance 

there will be complementarities. 

Difficult as it is for me to critique a framework that has been so influential on my 

work, I have some observations on the strengths and weaknesses of “Locales” that 

will help inform the evolution of mobile trajectory. 

The account of place in “Locales” is strong which is not surprising given it was (a) 

responding to problems with using space as the primary design metaphor for CSCW 
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systems and (b) developed with a notion of place as a core, as Fitzpatrick (2002:141-

2) herself relates: 

“The focus…was the development of the Locales Framework as a set of concepts 

based on a notion of place as the primary unit of analysis and design. It was 

conjectured that the framework could be used as a shared abstraction to mediate both 

understanding the nature of the work and designing systems to support the work…” 

Fitzpatrick’s “Locales” draws on Activity Theory (Leont’ev, 1978; Kuutti, 1996) and 

Giddens’ work on “locale”: the “use of space to provide the settings of interaction, 

the settings of interaction in turn being essential to specifying its contextuality” 

(Giddens, 1984:118). However is “locale” transferable to other work domains 

beyond CSCW? Are the underpinnings of Locales, articulated in terms of the 

relationship among user context or locale, user activity, “interactional needs” and 

“sites and means” (Fitzpatrick, 1998:91) sufficient to account for mobile work? 

As indicated above in the treatment of Strauss’s social worlds an account of place for 

the kinds of work described in the last chapter needs to account for the reconciliation 

work involved in managing a trajectory. In Locale’s the “action” and “focus” 

properties of “interaction trajectory” (ibid:125-6) and the notion of “individual 

views” (ibid:115) provides some account of reconciliation work of a different kind – 

different virtual worlds.  As already noted, additional conceptual concerns are the 

evolving sense of (physical) self and how a resource is conceptualised for mobile 

settings. Strauss envisaged trajectory as involving a physical entity i.e. a body that 

was very much in-the-world. This individual body has a biography that develops 

over time and is subject to similar issues as any other trajectory as described above: 

phasing, projection etc. Resources are, as in CSCW, distributed across time and 

place in mobile work. However, in mobile work, the variety of work, the kinds of 

resource required and the transformations they undergo are multifarious: resources 

helping with reconciliation work, digital work as well as any other resources key to 

getting the job done. 

An additional concern is its account for very human responses to technology when in 

a particular place – uncertainty, anger, frustration and satisfaction. “Locales” focuses 

on the user as a social animal and therefore individual user issues are pushed to the 

background. The focus is on the user as an actor in a group and therefore issues 

concerning e.g. affect and experience are only captured obliquely, in “Locale 
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foundations” (ibid:98) in particular. This concern again heightens another issue – any 

theory’s ability to make sense of individual human activity, goals and intentions in a 

cogent and manageable way. 

5.4.5 Work 

Many of the issues identified as trajectory deficiencies involve exploring the 

relationship between trajectory and notions of work. Not only is work central to 

people’s lives but it is also a dominant concern in the fields of HCI, CSCW and 

ethnography. For some (e.g. ethnomethodologists) almost anything is work, in the 

sense of work being “effortful accomplishment” (Pentland, 1994, Rouncefield, 

2002:21). In Appendix 5-1 I present Strauss et al’s (1985) six forms of medical work 

– machine work, safety work, comfort work, sentimental work, information work and 

articulation work. 

Work is a notion that pervades the study of technology and people. HCI focused 

almost exclusively on office tasks and activity until relatively recently. Bill Gaver’s 

comments in 2001 are symptomatic of changing conceptions of work in HCI: 

“People do not just pursue tasks and solve problems, they also explore, wonder, love, 

worship, and waste time. These activities, captured by the notion of ‘Homo Ludens,’ 

or people defined as playful creatures, are meaningful and valuable, but difficult to 

handle from traditional perspectives on Human Computer Interaction.” 

Collaborative systems have almost exclusively been studied through work bar the 

developing literature on play (e.g. Wadley et al., 2003) and leisure (e.g. Brown & 

Barkhuus, 2007). Ubiquitous and Mobile Computing are less susceptible to this 

emphasis – domestic and tourism technologies have been studied for some time 

within these disciplines (e.g. Edwards and Grinter, 2001; Cheverst et al., 2002). For 

ethnomethodologists even play is work in the sense that it is accountable action 

(Garfinkel, 1967). 

The few sentences above indicate the importance of quickly distinguishing work 

settings, the experience of work and work. Rosenfeld (2000:51), in a chapter on 

comparative perspectives on work in the social sciences defines work as: 

“…effort resulting in some product or service for exchange for domestic 

consumption.” 
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In a footnote she describes, quoting Hall and Buttram (1994:5), how it is important 

for the individual performing the work to conceive of it as work. She then describes 

how work can vary from paid to unpaid, home-based to outside the home and thus 

distinguishes work in terms of where it is done (e.g. inside or outside the home 

(Rosenfeld, 2000)) and whether pay or exchange is received or not. 

Strauss et al’s (1985) treatment of work suggests that managing different trajectories 

involves different forms of work at different times, analogous to navigating a ship 

through different weather conditions and waters. Thus the trajectory is shaped. 

Sentimental work, information work and articulation work, I contend, have the most 

relevance to the kinds of mobile work I will consider here, although machine work 

and comfort work also have some relevance. It seems, drawing on Strauss’s work 

(particularly his work on the “dying trajectory” (Strauss & Glaser, 1970)) that there 

are often two main forms of work involved in any trajectory: work core to the 

shaping of the trajectory and aligned work. This issue of multiple kinds of work is a 

central concern in a trajectory not just happening but actually being experienced. 

Nippert-Eng (1996) describes how boundaries between notions of “home” and 

“work” are placed, transcended and changed over time. Generally they are held 

constant but changes in circumstances and physical ecologies for example can cause 

them to be re-sculpted (ibid:10). That is not to say an individual’s position on 

segmenting and integrating changes: “Our boundary work emerges to confirm and 

strengthen whatever the degree of similarity/difference between our framings of 

home and work” (ibid:27). She also argues, not dissimilarly to Rosenfeld (ibid) – 

reported in Appendix 5-1 – that: “Surburban living…is predicated on this historical, 

segmentist model of home and work, time and space” (Nippert-Eng, 1996:23). 

Rosenfeld’s (2000) discussion of work above may be considerably inclusive but the 

examples she uses largely concern traditional work: office work, factory work, 

clerical work, child care etc. Neither Rosenfeld (ibid) nor Nippert-Eng (ibid) pay 

particular heed to the kinds of work that we can be involved in nor seriously 

consider that work can extend beyond notions of bodily action and communicative 

interaction to capture the use of emotion in the context of paid labour. 

Through this brief discussion some issues with studying and conceptualising work 

have emerged: 
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- work involves effort of some kind and is often recognised in some way (e.g. 

through exchange, wages, acknowledgement); 

- work is recognised as work by the worker and/or others (such as a community); 

- work occurs in particular settings with particular ecologies, notably the 

workplace and the household; 

- different forms of work (e.g. child care, wage work) co-exist and are 

interdependent; 

- different forms of work are temporally situated and are sometimes intertwined; 

- managing boundaries between work and non-work is an achievement. 

In this thesis I am predominantly concerned with wage work that crosses boundaries 

and the various forms of work involved with this. 

5.5 Discussion 

When moving from a general study of being mobile to studies of working practice 

among mobile individuals it is important to acknowledge both the subtle differences 

between general notions of mobility and mobile work and the role that any 

conceptual scheme – in this case social world, biography, orders, locale and 

different forms of work – can play in dealing with this more focused phenomenon. 

People, objects and behaviours across home and work are increasingly integrated not 

segmented (Nippert-Eng, 1996) for the mobile worker. Boundaries between work, 

home and leisure (Nippert-Eng, 1996) are blurring for the mobile worker – whether 

these employers are “greedy” (Coser, 1974; Nippert-Eng, 2003:269) or otherwise – 

due to “time-space intensification” (Ó Riain, 2000:200) and “the spreading of 

urgency” (Jaureguiberry, 2000:257): “Day after day the notion of urgency is erupting 

into the private sphere by “colonizing” it; individuals are obliged to be on call or on 

duty for telephonic digressions from home life” (Jaureguiberry, 2000:258). 

Organizations increasingly demand more of the self (e.g. through the increasing 

importance of “network capital” (Urry, 2003:168). The self is also increasingly 

expressed through inhuman objects immune to the constraints of time and space 

(Urry, 2000) for the mobile worker. With this boundary blurring, the subtle demands 

of organisations and freedom from the constraints of time and space there are new 

demands on the mobile worker that extend beyond information and articulation work 

(although these are still important). 
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Community mental health care settings are ideal domains to explore these issues 

through because employees: are engaged in multiple forms of work (body, 

sentimental, dirty); are mobile (to different degrees); work in groups and alone; often 

work in domestic settings (even if only visiting); work across boundaries (e.g. into 

people’s homes); use a suite of ordinary technologies that are dependable (Clarke et 

al., 2003). Beyond this, as community mental health care also involves considerable 

“emotional labour” (Hochschild, 1983) and, as Bloomfield and McLean (2003) 

argue, requires careful attention to time-space organization. Therefore it presents an 

ideal domain for investigating forms of work, temporality and spatiality in mobile 

work. 

The next two cases in this thesis focus on medical work – care and care work in the 

community, in particular. The suggestion from the work reviewed above and in 

Appendix 5-1 is that working lives, in particular the lives of medical practitioners, 

involve multiple forms of work. This work is not only concerned with treating a 

condition directly, e.g. through Strauss et al’s (1985) machine work, safety work, 

information work and articulation work but also more “emotional labour” 

(Hochschild, 1983) in the form of comfort work and sentimental work i.e. with 

attending to issues of personal and client identity and emotions over time. This kind 

of “labour” also resonates with Goffman’s (1955, 1967, 2005) notion of “face-

work”, and points to, for example, medical care involving careful management of 

“the sacred self” (2005:31-33), particularly in mental health care settings. Such 

settings also suggest the existence of another form of work that involves some moral 

ambiguity and that may also be physically disgusting, repetitive and mundane in 

nature. Hughes (1971) terms this “dirty work”. Both Emerson and Pollner (1976) and 

Strauss et al. (1985) stress the importance of the role of the individual and the social 

world when conceiving of work as dirty work. 

Bloomfield and McLean (2003) note how, in the UK, the formal principles for care 

in the community date back to a White Paper in 1989 (Department of Health, 1989). 

They also argue that care in the community and mental health care in the community 

in particular is an issue of time-space organization. 

In the community setting the patients potentially have much greater discretion as 

regards their interaction (or not) with the mental health services. Without notification 

they might move to another neighboring health authority, or even further afield. The 

comparatively simple problem of organizing medication in the context of an asylum 
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becomes a formidable one when the physical barriers and the temporal order that went 

with it (e.g. the routine of daily medication) are no longer in place. 

[Bloomfield and McLean, 2003:65] 

Thus ICTs support the stretch of the organization into the community that can be 

difficult to manage. Bloomfield and McLean also argue that the role of ICTs in 

community health care settings extends beyond cost reduction and information and 

evidence collection and analysis to one of ICTs as a watcher, standardiser, 

compliance enforcer, controller and organiser. They characterise the mental health 

care professionals in these settings (and by implication the clients themselves and 

their support network) as information workers as do many other studies of ICTs in 

community and domestic settings (e.g. Bardram et al., 2005; Mamykina et al., 2006; 

Hayes and Abowd, 2006:937). Specifically they note (Bloomfield & McLean, 

2003:70): 

“The burgeoning paperwork associated with initiatives such as the CPA has 

increasingly served to render staff as providers of information and to the extent that 

some of the information is meant to inform their own practice, mental health 

professionals have also become managers of information.” 

Given the different forms of work and the increasingly pervasive use of ICTs in the 

domain of medical work in the community the community mental health care 

settings in Case B and C are ideal candidates to both expand trajectory and 

understand mobile work better. 

5.6 Conclusion 

Mobile work stretches the notion of what is inside and outside work (Rosenfeld, 

2000) precisely because mobile ICTs are carried through different social worlds and 

have a strong individual as well as collective element in their use. In addition the 

physicality of mobile work, coupled with connectivity to other people, resources etc. 

through mobile ICTs means that the boundaries between important settings in 

people’s lives – such as home, work and in-between places – are more easily blurred. 

A notable difference between the kinds of nursing care work that Strauss et al. 

(1985) describe and the kinds of mobile work considered here is that with mobile 

work, largely due to mobile ICTs being highly portable, the coupling between place 

and machine work is weaker. In addition, at least in principle, all the other forms of 

work can be conducted while remote from the work setting. On this basis, any 
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attendant theory of mobile work should account for (this builds on and refines the list 

presented at the end of Chapter 4): 

1. (Different forms of) Work and time 

- The different forms of work and the relationship between these different forms of 

work at different levels of granularity – digital work and work in-the-world in 

particular; 

- The processural character of work; 

- The consequences of the passage of time (e.g. temporal rhythms). 

2. Work, space and time 

- The shifting, non-static sense of place in mobile work; 

- The consequences of being away and movement. 

3. Work, self and others 

- Social networks and the self; 

- The different/shifting roles and responsibilities involved in mobile work; 

- The management of awareness through and despite mobile work. 

4. Work and technologies 

- The heterogeneity and temporality of technologies in performing mobile work. 

In short, the case reported on in this and the last chapter points to trajectory, social 

world, biography, orders, locale and different forms of work (hereafter referred to as 

trajectory+) being useful concepts for accounting for the different aspects of mobile 

work. Trajectory, orders and different forms of work begin to account for the 

(Different forms of) Work and time requirement identified above; locale for the 

Work, space and time requirement; social world and biography for the Work, self 

and others and Work and technology requirements. These are the notions that I 

will carry forward into the next chapter. 
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6.1 Overview 

This chapter addresses the social, informational and technological aspects of being 

mobile shown in Table 6.1: 

No Being mobile theme No Being mobile theme 
(4) multiple worlds (9) moving through heterogeneous topologies 

(8) (dis)connection from resources (10) affording particular technologies* 

Table 6.1: Being mobile themes addressed in this chapter 

It also begins to narrow the focus to examine the ability of particular Straussian 

concepts to account for mobile work: trajectory, social world, biography, orders, 

locale and forms of work (hereafter referred to as trajectory+ or T+). The chapter 

moves towards developing mobile trajectory through developing a type of trajectory: 

the distributed (care) work trajectory (DWT). This particular trajectory involves 

local mobility, wage (care) work and dealing with particular places, specifically local 

mobility and distributed work across two sites. The data collected and the analyses 

conducted (see Table 6.2 below – a reduced version of Table 3.6 in Chapter 3) shows 
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that work at the setting involves lightweight, and seemingly trivial, social 

interactions. It also shows that work at the setting extends beyond articulation work 

to involve contact work, sentimental work and reconciliation work. However in this 

case there is less evidence for either body work or digital work being important. 

Data Analysis Output Role 
SMS logs Grounded Categories To compare and critique trajectory+ 

Interview & visit notes Strauss-informed Themes To evolve distributed work trajectory 

Probe returns Ethnographic Report To evolve distributed work trajectory 

Table 6.2: Overview of this chapter’s data, analysis and output 

I formulate and describe the notion of distributed (care) work trajectory at the end of 

the chapter, briefly noting the work that it does. 

6.2 Introduction 

In the last case (Case A) I presented, through field data describing movement 

through an urban space, a critique of Strauss’s notion of trajectory in its account of 

an important aspect of being mobile and mobile work: wayfinding. My main concern 

was critiquing trajectory as an appropriate theory for mobile work and establishing 

requirements for something to replace it. In the last chapter I coupled trajectory with 

both a notion of place (captured in Fitzpatrick’s (1998, 2003) “locale”) and Strauss’s 

notions of social world, biography, orders and forms of work – trajectory+ – to 

account for its deficiencies. The rationale for this chapter is to progress trajectory 

through considering the work that it does in a real setting, a setting that involves 

multiple forms of work, some mobility, individual work and work in groups, 

domestic settings, work across home-work boundaries, the use of ordinary 

technologies to support work, “emotional labour” (Hochschild, 1983:7) and issues 

relevant to time-space organization (Ó Riain’s, 2000; Bloomfield and McLean, 

2003). Thus, along with the discussion of forms of work I will also attend to issues 

with non-traditional work (e.g. sentimental work) through examining how this kind 

of work is done through a technology supporting distributed work. I gain insights 

into the detail of what and how work is done with particular technologies, in 

particular SPAM – the introduced messaging system. Thus this work builds on the 

critique of trajectory presented in Chapter 4 (Case A) and Chapter 5. I suggest a way 

forward through the positing of an intermediate theory, distributed care trajectory 

(as shown in Table 3.2 in Chapter 3), and through suggesting further issues any 

theory of mobile work should attend to. Thus, this chapter explores developing a 
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version of trajectory to describe and talk about the following: the heterogenous 

technologies involved in mobile work and their transformations; different kinds of 

(granularities of) work and their relationship (forms of work); distributed work 

against different kinds of mobile work e.g. micro, local, remote; how awareness of 

and visibility and work with others is managed through technology; how boundaries 

between home and work are managed in a residential (care) setting. These issues are 

closely related to the seven features of mobile work identified in the last chapter. 

6.3 Background 

6.3.1 The Digital Care Experience 

The work I describe in this chapter was aligned with the Digital Care Experience, a 

project that ran across Lancaster University and Nottingham University in the UK as 

part of The Equator Project: an Interdisciplinary Research Council Grant involving 

six universities that was committed to exploring the relationship between the virtual 

and the real. 

“The Digital Care experience is concerned with improving the quality of everyday life 

by developing supporting technologies based on a comprehensive understanding of 

user needs. In order to meet this objective we must address fundamental and long-

term research challenges in how computing technologies and concepts relate and 

adapt to a range of everyday domestic environments, including those characterised as 

‘care’ settings.” 

Equator [2008] 

I conducted the work I describe here as part of a visit to Lancaster University in 

2004. The setting I studied had already been explored in previous research by 

Lancaster University and Nottingham University. My initial understanding of the 

setting was based on academic papers (e.g. Crabtree et al. (2003)), discussions, 

emails exchanges with the Project Manager of the Digital Care Experience and 

reviewing SMS messages exchanged among the staff at the setting through a public 

messaging system, collected through an earlier phase of the project (see below). The 

data I present and discuss below was collected at the main site for this project: a 

charitable trust in a large town in the North of England that cared for people with 

mental health problems. At the time of the study, the site comprised a converted 

house and a collection of flats and bedsits.  



Chapter 6: Case B – Distributed Work Trajectory 

 
 

175 

 

Figure 6.1: Semi-independent living facilities 

The converted house (or “residential hostel” – Cheverst et al., 2007) was the larger 

facility with individual rooms and shared spaces for residents and shift staff who 

were there all the time. It could house ten people. The flats (see Figure 6.1 above) 

were small, self-contained units and supported semi-independent living for 17 people 

with support from staff. I will refer to the residential hostel as “the Hostel” and the 

flats and bedsits as “the Flats” here. These two facilities were dislocated: 

approximately one kilometre separated them and staff occasionally had to move 

between them. 

 

Figure 6.2: Part of the road connecting the two facilities 

The road connecting the two facilities (see Figure 6.2 above) ran through a difficult 

housing estate (Cheverst et al, 2002). 
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I described my understanding of the setting in a research plan (Appendix 6-1). In the 

research plan I described the “sites” as “…two associated sites in Carlisle. One site is 

a permanently staffed hostel and the other a semi-independent living accommodation 

office”. I described the “users” as “…staff managing the care of former psychiatric 

patients. These staff move between [work] a permanently staffed hostel the semi-

independent living accommodation office.” Thus, from the outset of the work, I was 

concerned with examining a setting where staff moved around to care for residents 

housed at two facilities. I describe the setting and its demands and peculiarities in 

more detail in the “Approach” section below. 

6.3.2 SPAM
1
 

The SPAM (SMS Public Asynchronous Messaging) system was developed to 

support communication and coordination involving staff across the two facilities. 

Specifically, the SPAM system ran an SMS messaging application, allowing staff at 

the two sites to communicate easily by composing text messages using an on-screen 

keyboard displayed on a touch sensitive screen. The units comprised simply that: a 

12-inch display with a pedestal stand and miniature PC with a GSM terminal to 

support GSM connectivity (see Figure 6.3 below and Crabtree et al., 2003). Dan 

Fitton built the SPAM system under Keith Cheverst’s supervision. 

 

Figure 6.3: SPAM display ‘on location’ at the setting 

One SPAM unit was deployed at each office in October 2002 and since then the units 

have been used regularly mostly by staff. Here, I will report on messages sent 

between 6th February 2004 and 23rd March 2004. As described by Cheverst et al. 

                                                
1 This section draws from Cheverst et al., (2007). Figure 6.3 and 6.6 are taken from that paper. 
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(2007), SPAM evolved over a period of time and through a number of approaches 

e.g. Cultural Probes (Gaver et al., 1999) and rapid ethnography (Crabtree et al., 

2003) to develop an understanding of the setting. A one-day design workshop was 

held in December 2001 where scenarios involving texting to a display were 

discussed. Particular issues emerged from this workshop such as staff not being able 

to text to a display from certain places and problems with the phone at the Hostel 

being constantly engaged. These, along with the presentation of another messaging 

system, Hermes (Cheverst, Fitton et al., 2003), resulted in the SPAM system being 

developed and deployed. A follow-up workshop in 2002 illustrated general 

acceptance of the system and two modifications: blocking functionality (to prevent 

the sending of inappropriate texts) and a smaller font for messages (to prevent easy 

reading of messages by residents). 

A typical use of the SPAM system is described in this scenario:  

Jane wants to ask her manager about a resident’s medication. The Manager is 

currently at the Hostel (Location B). Jane tries to telephone that site but the line is 

engaged. She needs the information now as the resident is asking her for more 

medication. Jane sends a text to the Manager using SPAM. 

Figure 6.4 below shows how SPAM supports this kind of interaction. The message is 

sent via a GSM network from Location A (the flats) to Location B (the Hostel). If 

this message is read a message read acknowledgment or ‘Receipt’ is triggered. 

 

Figure 6.4: The process of sending a message from the hostel to the flats via SPAM 

A less frequent, but possible use of SPAM involves the use of a mobile phone.  

James is running late. He needs to get to the Hostel office to collect a resident to take 

her to a meeting. He uses his mobile phone to text the permanently staffed office, 
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informing them that they should ring a taxi for the resident if he is not back in 10 

minutes.  

Figure 6.5 below shows SPAM’s support for this particular interaction. Again, the 

message is sent via the GSM network from James’ mobile phone to Location B (the 

Hostel). This message would then appear on the display in view of the staff working 

there. When the message is read an acknowledgement, or ‘Receipt’, is sent to James’ 

mobile phone. 

 

Figure 6.5: The process of sending a message from a mobile phone to the flats via SPAM 

 

Figure 6.6: Parsed log showing messages sent from and received at the Hostel (Location B) 

SPAM logged all messages by appending them to a plain text file – an extract from a 

log is shown in Figure 6.6 above. This figure displays a cleaned up log extract, 

showing a mixture of “…debugging output from communication with the GSM 
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terminal and higher level messages indicating that a message has been sent and 

received” (Cheverst et al., 2007:201). 

I described my understanding of SPAM in my Project Plan (Appendix 6-1) as 

follows: 

 “…a messaging service running among touch-sensitive displays attached to GSM 

terminals (SPAM units) and mobile phones. The service enables SMS messages to be 

sent among mobile phones and the sites. The service also supports automatic 

forwarding and automatic acknowledgement of messages received. Both sites host 

SPAM units, but as the technology can access a GSM network messages can also be 

sent from mobile phones between and at the sites.” 

This rudimentary understanding is captured in the following “Daily-use” (Cooper, 

2004:180) or “Problem” (Rossen & Carroll, 2001) scenario taken, again from my 

Project Plan (Appendix 6-1). I generated this after examining the SPAM logs. 

However, it is important to note that this scenario was not based on ethnographic 

study, in contrast to the two above. 

“Oh no, I’m running late again!” Jill was stuck in traffic on the way to work…again! 

She looked at her phone: no messages. “That must mean things are under control,” she 

said to herself. But she suddenly had a terrible thought: she had to check on patients’ 

medication in 10 minutes or things could get interesting. She had no choice but to call 

the office and let her manager know she was running late. She speed dialed her boss’s 

number. “Geoff, I’m in traffic. Sorry, but I think I’m going to be late. I know. I’m 

sorry. Could you please check on the patients’ medication schedules? I’d really 

appreciate it, thanks.” “I hate Mondays!” 

The scenario illustrates that I envisaged that the mobile technology mediated work 

for people who were moving around. Anticipated “abiding concerns” (Crabtree et al., 

2003:8) of the health care workers are also evident in the scenario: patients’ care, 

their routines, managing medication, scheduling and co-ordination of work. What is 

absent from this scenario is the notion of the displays, and therefore the sent and 

received messages being situated and public. 

6.4 Approach 

Broadly, this research involved understanding the setting through field methods 

(Schatzman & Strauss, 1973), utilising two forms of “Probes” (Gaver et al., 1999) 

and collaboratively sketching the design of new technologies through participatory 
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design (Schuler & Namioka, 1993) methods. I also examined “digital records” 

(Crabtree et al, 2006) from the setting. Thus this case, like Case A, uses field data 

drawn from various forms of observation and interviews with research participants. 

It also considers the data collected in the light of Strauss’s work: trajectory+ as 

opposed to trajectory and orbit alone. However, this case also marks a move towards 

a more ethnographic approach through the study of people’s work as it happened in a 

naturalistic setting. The methods used mark a response to a “sensitive” setting 

(Crabtree et al., 2003). Extended observation and video-recording were simply not 

possible given the confidential and difficult nature of people’s work at the setting 

(see 6.4.1 below). 

The approach was oriented towards: understanding the setting; designing appropriate 

ICTs; and exploring the “power” (Halverson, 2002) of both trajectory and associated 

notions. In the latter regard I am particularly concerned with understanding how 

trajectory (trajectory scheme, trajectory management, trajectory phasing), social 

world, orders, biography, different forms of work and Fitzpatrick’s (1998, 2003) 

locale supported fieldwork and design, as well as the substantive findings that 

emerged through carrying these notions into the research process. Approaching the 

setting with a series of notions from different sources provided the opportunity to 

compare them in use, inform trajectory+ as a concept and also provided insights 

concerning how they can be deployed be effectively. An overview of the data 

collection phases is shown in Figure 6.7 below. 

Figure 6.7: Overview of the data collection process for Case 2 

6.4.1 Sites and participants 

Due to the sensitive nature of the setting the focus of this work was on the carers and 

their work. There were approximately ten full-time and part-time staff (carers and a 

manager) employed by the staff any one time across the two facilities. There was 

quite a high turnover of staff at the setting. The eight participants in the fieldwork I 

report on here were aged between 25 and 58, with education varying from high 
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school education (Certificate of Secondary Education (CSE) qualifications in 

England) to university degrees. Staff tended to have work experience from unrelated 

fields and had a varying degree of experience with technology and computers. 

Approximately half the staff was female. 

Specifically I informally observed numerous staff working during the site visits, 

examined the interaction of between five and seven staff members via SPAM 

(Cheverst et al., (2007): “…each SPAM system would have been used by between 5 

and 7 different members of staff”), interviewed four carers (Tony, David, Fred and 

Dawn) and the carers’ manager (Jo), involved four participants in the Design 

Workshop (David, Jo, Jennifer and Sam) and three in the Probe exercise (only two 

staff members – Sam and David – returned their Probe packs). I also discussed the 

project formally with two of the researchers on the project through interviews 

(Researcher A and C). 

6.4.2 Methods and data collection 

Throughout data collection, the “digital records” (Crabtree et al., 2006) generated by 

SPAM continued to be collected – it acted as a longitudinal Technology Probe (see 

Figure 6.7). However only a small sample – interactions between 6th February and 

24th March 2004 – were analysed in any detail2. However, I consulted SPAM logs at 

every stage of data collection. SPAM thus acted as a “technology probe” because it 

was: 

“…a particular type of probe that combine the social science goal of collecting 

information about the use and the users of technology in a real-world setting, the 

engineering goal of field-testing the technology, and the design goal of inspiring users 

and designers to think of new kinds of technologies to support their needs and 

desires.” 

Hutchinson et el. 2003:18 

The “technology probe” here – SPAM – was used to capture ethnographic style data 

(through logging) from within, while the same readily learned, minimal technology 

was appropriated, domesticated (Silverstone et al., 1992) and innofused (Fleck, 

1998). As well as being a placed artefact capturing the temporal and substantive 

nature of message exchange, SPAM was a little disruptive or “…different enough 

                                                
2 Dan Fitton wrote a script to parse the logs making them human readable 
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from commonly available technologies…[to] provoke..[people] to consider how they 

do or don’t fit into their lives” (Hutchinson et el. 2003:19). 

Orientation (Figure 6.7 above) aimed to understand the everyday practices of 

participants in the particular environment of the two sites and to establish if 

trajectory and locale could both sensibly inform data collection and inform 

understanding of the setting. Orientation involved me examining the SPAM log 

data (e.g. Figure 6.6 above), interviewing four researchers involved in prior research 

at the setting and visiting the two sites (see Appendix 6-3). Through this phase I 

confirmed that three sub-concepts of trajectory, the notion of social world and 

Fitzpatrick’s notion of locale were particularly important and should be used to 

inform further data collection i.e. to inform questions for semi-structured interviews, 

discussed below. Thus, in this phase, to some extent at least, I explored the ability of 

trajectory and locale to inform domain “mapping” (Schatzman & Strauss, 1973:36) 

and “selective sampling” (ibid:38). 

The in-depth interviews (Figure 6.7 above) involved talking to five staff concerning 

their everyday work (see Appendix 6-3). As I conducted all these interviews at the 

setting these interviews also presented an opportunity to observe what was going on 

there. I asked open-ended questions informed by trajectory, social world and locale. 

Figure 6.8 below includes examples of each of these categories of question, 

including all the trajectory-based questions (a complete set of questions is available 

from Appendix 6-2). 

Social world 

• Do you often have to work alone, or do you work with others a lot? 

 

Site 

• How would you describe where you work? 

 

Interactional needs 

• Do you need to access certain information regularly? Why and from where? What do 
you use this information for? 

 

Trajectories 

• Does your work have particular stages during the day? How are these stages related (if 
at all)? 

• Do you have a particular schedule that you run to and routines that you follow? What 
are they? 

• Are you often aware of planning ahead during your workday or do you just do work as 
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it comes to you? Who plans your work or is it not really planned at all? If it is planned, 
how is this done (e.g. through staff meetings)?How do you manage the things that you 
have to do? Do you write down reminders or ask people to remind you about things for 
example? 

 

Means 

• What do you use to do your work (e.g. telephone)? What’s the most useful? Why? 

Figure 6.8: Examples of questions asked during semi-structured interviews 

Thus, in this phase, I explored the ability of trajectory+ (trajectory, its sub-concepts, 

social worlds and locales in particular) to inform data collection through interview. 

Rapid analysis (Figure 6.7) involved a collaborative examination, with Mark 

Rouncefield and Keith Cheverst, of the data collected: the SPAM logs, field notes 

and photographs from site visits and interview notes (see Appendix 6-3). The current 

use of information in the environment was also considered (e.g. a pamphlet on 

healthy eating attached to a notice board). This phase of the work supported the 

selection of SPAM log extracts and the development of vignettes and probes. The 

emphasis of this phase was rapid perusal of material to support the development of 

artefacts to support further investigation. Trajectory, social worlds and locales were 

again deployed: this time to help write vignettes. 

 

Figure 6.9: Vignette presented at the Design Workshop 

The Design workshop phase (Figure 6.7 above) involved multi-disciplinary teams of 

researchers and participants. Each group comprised one technologist, one HCI 

researcher and two staff members. The groups involved Mark Rouncefield and Keith 

Cheverst. This workshop had three stages: reflection on current practice; presentation 

of technology; and joint technology design. In the first stage we used the extracts 
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from the SPAM logs identified in the previous phase to assist with participants 

remembering situations of past technology use (see Figure 6.9 above). The slides 

used in the workshop are in Appendix 6-4. 

Through these, we discussed staff’s current work (e.g. “comfort work” (Strauss et al., 

1985:100)) through using the developed vignettes as cues. We addressed each story’s 

typicality (how authentic the story was), frequency (how often the story occurred) 

and criticality (how potentially dangerous the consequences could be). We also 

discussed current and potential use of communication technology using these 

vignettes. Through this discussion we verified each of the six vignettes as being 

typical. The third stage involved discussing current uses of multimedia messaging 

and public displays. Specifically we described an everyday situation of possible 

future use involving the capture and sending of an MMS (Multimedia Message 

Service) message containing a photo and text via GPRS to a public display. This 

scenario was based on a fully operational system operating at the Lancaster 

University (Figure 6.10 below). 

  

Figure 6.10 The Lancaster University Hermes Public Display System 

During this stage we also asked groups to draw sketches of a public display system 

and then describe and present these sketches (see Figure 6.11 below). Specifically 

we asked them to think about possible uses for Multimedia Messaging Service 

(MMS), public displays and other technology at the setting, and to sketch and 

describe how this technology might be designed with regard to photo use, message 

use and the exchange and sharing of public and private information. 
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Figure 6.11: Visual material produced by the two workshop groups: a digital complaints book 
and a public photo display 

At the end of the process I used what Mattelmäki terms “Informational Probes” 

(Mattelmäki, 2005). Graham et al (2007:29-30) describe a “probe” as follows: 

“The notion of a ‘probe’ can refer to a number of things – and all of these versions, or 

aspects of them, can and have appeared in HCI research. Robotic probes, for example, 

are devices that gather information from remote, hazardous or difficult locations. 

Probes may return their data over radio links or be physically tethered to controllers. 

Examples of these include the Voyager space probes – that included, on a gold 

phonograph record, details about Earth and its various languages, animals, 

civilizations, and arts and an invitation to come visit. Probe is also used to describe 

surgical instruments that allow doctors to see inside the body. In the Social Sciences 

and particularly in social surveys, a probe is an attempt to elicit a deeper or more 

enlightening response to a question.” 

Thus Probes suggest particular approaches to collecting data, which has to be 

analysed, an engagement in a longitudinal process of exchange and exploration and a 

search for meaning from within. Of particular interest for me in this chapter is that 

Crabtree et al. (2003) contrast their particular (informational) use of Probes with 

“…theoretical approaches, which seek to develop abstract, decontextualised, or 

general models…” that are less responsive to “…the real world, real time context of 

use…” (ibid:7). They also indicate their “analytic concern” with making “…visible 

the situated character of old age, disability and mental impairment…” (ibid).  

The Probe pack (Appendix 6-5) aimed to explore the work we had observed at the 

setting with regard to message use (e.g. a note written on a PostIt) and how public, 
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visual information (e.g. notices and pictures) was used at the setting in particular. I 

also wanted to enable participants to reflect on particular phenomena and artifacts at 

the settings and, above all, to enable them to sketch some configurations of 

technology that would be suitable. As with Crabtree et al’s (2003) pack, I included a 

book to write in, a Polaroid camera (this time with extra film), glue, a disposable 

camera, PostIt notes and pens. However this pack was more structured and focused. 

The booklet provided was divided into three parts. The first two sections, the Photo 

Diary and the Message Book (Appendix 6-5) were supposed to support the process 

of describing their current work practice to another through which the detail of their 

everyday lives was made visible. The Photo Diary was a means for capturing the 

properties of the environment in which the participants acted and interacted. The 

Message Book was directed towards participants thinking about message transfer at 

the setting. This section asked about the kind of information and messages that: was 

passed among colleagues and residents and how this was done; was received by them 

from colleagues and residents and how this was done; was passed on to colleagues 

and residents and how this was done. These two sections were oriented towards 

understanding what might populate a digital public display if deployed at the setting. 

The Ideas Book was supposed to support self-directed envisagement: thoughts on 

new technologies and practices that might work at their workplace. I directed 

instructions towards reflecting on entries in the Photo Diary and Message book and 

thinking about how particular technology configurations might work in the context 

of the setting. When the probe packs were returned, one participant was interviewed, 

focusing on the substance of their return. Two participants returned their probe packs 

A concern throughout my approach was accessing how talk and activity are 

interleaved and interwoven in a naturalistic setting to support the everyday act of 

care work. In the approach, I addressed the concerns expressed by Strauss et al. 

(1985:253) concerning ethnomethodological studies of information work – that the 

use of technology could be understood within the broader context of use. Through 

the methods deployed I also captured the kinds of information that are not normally 

transferred and the kinds of information that people seek and inquire after. I also 

accessed the everyday, ordinary and trivial and placed this work within the broader 

context of the organization. Thus the methods – site visits, interviews, Probes and 

digital log analysis – represent my attempt to get at the said and the normally unsaid, 
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the forms of work at the setting and what they didn’t do (and reasons for this) as well 

as what they did. 

The aim of the Design workshop phase was to try to help participants to engage in 

the envisagement of meaningful technology design through the presentation of an 

example. It also aimed to confirm that the observations made sense to the 

participants, making these interpretations public and providing the participants with 

vignettes around which they could build narratives, much in the way that Gaver et al. 

(1999) conceive of Cultural Probes operating within a design process. I wanted to 

capture and represent some meaningful shards of staff’s work, informed by the 

notion of social worlds, locale and trajectory (phasing, scheme and management in 

particular) so that these stories could be confirmed or disconfirmed, refined or 

elaborated on. Thus there was a deliberate decision to constrain the envisagement of 

technology design and to probe the usefulness of trajectory and locale for envisaging 

and configuring new technologies. 

The approach adopted resembled co-realisation (Hartswood et al., 2002). What 

resulted was a process where “…effort shifts fairly smoothly between implementing 

or adjusting previously decided possibilities, picking up on the host of small 

problems that arise during work, coping with the unanticipated consequences of 

previous actions, talking to individuals…” (Buscher et al., 1996:155). The approach 

also supported the investigation of different forms of work taking place at the setting 

and insights into individual biographies, organisational orders and different forms of 

work. Plummer (1983) describes how the world is packed full of personal documents 

and how these enable us “…to enter the subjective world of informants, taking them 

seriously on their own terms and thereby providing first hand, intimately involved 

accounts of life” (1983:14). He describes how life histories, diaries, letters, popular 

journalism, oral histories, the factual novel, photographs, film, self-observation and 

even personal possessions can all act as research tools for “…exploring concrete 

social experience in humanistic fashion” (1983:35). Figure 6.7 shows I used a variety 

of document of life producers through two different varieties of Probes (Gaver et al., 

1999). The Longitudinal Technology Probe (SPAM) collected logs throughout the 

process (although I only used a sample). The Probe pack issued in stage 5. focused 

on “information work” (Strauss et al., 1985:251) via messages and photos. SPAM, as 

already noted, produced digital data that helped with analytic work (Crabtree et al., 

2006). Thus, I could conduct different kinds of analyses (such as a grounded analysis 
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– see below) supporting general and particular views on the data getting at the 

rhythms and routines in people’s lives: temporal (when did they do it?), place-based 

(where did they do it?) and frequency-based (how often did they do it?) views for 

example. 

The focus throughout the process shown in Figure 6.7 was staff’s work at the setting. 

Table 6.3 below summarises the phases in terms of “Purpose”, “Activities”, and 

“Participants”. The purpose is expressed in terms of establishing the power 

(Halverson, 2002) of trajectory+ for this setting. This shows that the main 

preoccupation in this case is investigating trajectory+’s descriptive power, although 

I had to use trajectory to discuss the data and frame Strauss-informed vignettes 

during the Analysis phase and to, at least indirectly, infer some designs that might 

work at the setting during the Workshop phase. I discuss these vignettes and designs 

in Chapter 8. 

Phase Purpose Activities Participants 

Orientation scoping & mapping examining SPAM logs 
interviewing researchers 
visiting sites 

5-7 staff 
4 researchers 
numerous staff 

In-depth 
interviews 

description interviewing staff 
visiting sites 

5 staff 
numerous staff 

Rapid analysis description/ 
rhetoric 

examining SPAM logs 
reviewing field notes, photographs 
& interview notes 

3 researchers 

Design workshop description 
inference 
application 

discussing SPAM extracts 
confirming vignettes 
sketching/discussing new 
technologies 

4 staff & 4 
researchers 

Probes directed enquiry & 
comparison 

diary keeping and photo taking 
(staff) 
post-probe interview 

2 staff 
 
1 staff 

Table 6.3: Purpose, activities and participants in each phase of the approach 

6.5 Data Analysis 

As with Case A, this case uses different approaches to analysis: grounded (through 

the development of categories and sub-categories), Strauss-informed and 

ethnographic. The level of access possible to the setting differed greatly from Case A 

however: extended observation and video-taping were not possible. The data 

collected and the analyses conducted is summarised in Table 6.4 below. 
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Analysis theory Participants Data Output 
Rapid trajectory, social 

world, locale 
5-7 staff, 4 
researchers 

SPAM logs, interview notes, 
field notes 

SPAM extracts, 6 
vignettes, probe pack 

Grounded none 5-7 staff SPAM logs, interview notes, 
field notes 

Use categories, 
frequency charts 

Thematic trajectory, social 
world, locale 

5 staff, 3 researchers Interview notes, field notes, 
SPAM logs 

Strauss-informed 
themes 

Probe none 2 staff 2 probe returns thick description 

Table 6.4: Summary of data analyses conducted, the informing theory and the data and output 
produced 

First, I conducted a rapid analysis of the SPAM extracts, field notes, informal 

conversations and formal semi-structured interviews. During the Orientation phase I 

had perused SPAM logs recording messages sent between the end of 2003 to the 

middle of 2004, written field notes on my site visits, taken some photographs of 

message boards and produced five sets of notes from informal conversations (three 

sets of notes) and semi-structured interviews with the four researchers involved in 

the project (two sets of notes). The analysis involved reviewing the material with an 

analytic orientation towards trajectory, social world and locale and discussing the 

material with two other people involved in the project. From this, I produced the 6 

vignettes resembling “Daily-use” (Cooper:180) or “Problem” (Rossen & Carroll, 

2001) vignettes and, with Mark Rouncefield, the Probe follow-up.  The Probe 

follow-up investigated information work – the role of messages and photos at the 

setting in particular. 

The grounded analysis involved me using a sample – interactions between 6th 

February 2004 and 23rd March 2004 – of the mass of SPAM log data (an example is 

shown Figure 6.12 below) to elucidate features of the use of the SPAM technology. 

The detailed results of this analysis are available from Appendix 6-6 and 6-7. I 

analysed a total of 164 messages sent during that time (not counting receipts). 

Specifically, I coded 142 messages with a primary (most relevant) category and 58 

messages with a secondary category-sub-category pairing (e.g. Social interaction-

sharing info & resources and Managing distribution-resource sharing) if relevant – 

a total of 200 applications of category-sub-category pairings. I did not code 22 

messages – 13 were incomprehensible (e.g. “waht o erslut si ahtt lufl mite”), six were 

duplicate messages (i.e. the same message produced twice in the logs for an 

unknown reason), and three were initial messages testing the system (e.g. “Test 

message from Botcherby-spam is now working!”). Of particular interest is how 
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SPAM facilitated ongoing work and communication and how the interactions 

facilitated by SPAM related to the core activities operating across the sites. I used 

techniques drawn from Grounded Theory (Glaser & Strauss, 1968) such as memo 

writing and diagramming of conceptual relationships in this analysis to evolve a 

series of categories descriptive of SPAM use: I used a spreadsheet (Figure 6.13 

below and Appendix 6.7), a word document (Figure 6.14 below) to describe the final 

categories and sub-categories and various figures (see below). 

 

Figure 6.12: Parsed log showing messages sent from and received at the Hostel (Location B in 
the log) 

 

Figure 6.13: Spreadsheet used to support analysis of SPAM messages into categories 

Trajectory+ had little influence on this analysis. Initially I examined the text logs 

from one site and evolved the categories. I then cross-checked these text logs against 

the logs from the other site. Then, through a process of peer debriefing (Guba and 
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Lincoln, 1989) I further expanded and refined the categories into a final version of 

SPAM use categories through drawing on field data from both sites and mapping the 

findings onto research findings from other studies within a similar domain (Perry et 

al., 2001; Nardi et al., 2000; Taylor & Harper, 2002; Fitzpatrick, 1998; Grinter and 

Eldridge, 2001; Isaacs et al., 1996; Whittaker et al., 1994; Tang et al., 1994). 

 

Figure 6.14: Description of categories and sub-categories emerging from analysis of  SPAM logs 

The thematic analysis of all the field data (field visits, interviews etc. – Appendix 6-

3) involved four sets of notes from formal, semi-structured interviews with staff 

(audio-recording was considered too intrusive) in addition to all the notes described 

above. This analysis focused on the semi-structured interview data and the part of the 

Design Workshop transcript discussing the vignettes in particular. Strauss’s notions 

heavily informed the analysis; trajectory, social worlds and locale in particular. This 

analysis resulted in a series of Strauss-informed themes. 

The probe analysis simply involved developing “thick description” (Geertz, 1973) 

through interrogation of the Probe packs themselves and the field notes from an 

interview discussing one participant’s return. This “interrogation” resulted in insights 

regarding information and media work at the setting. This involved a different 

approach to data collection and analysis, where Strauss’s notions were very much in 

the background and not core to the analysis. What was core was a more 

ethnomethodological view on approaching work at the setting.  
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Table 6.5 below shows how the two participants’ returns comprised 25 A4 pages, 30 

individual entries, 25 photos stuck into the booklets provided, two loose scraps of 

papers and four mounted Post It notes with messages written on them and three loose 

photos of people at the setting. Participants both completed the Photo Diary, one 

completed the Message Book and no participants completed the Ideas Books. An 

“entry” comprised a written block of text that was accompanied by a Polaroid photo 

or a Post It note. 

Participant Pages Entries Photos Other 
Sam 18 19 16 2 sheafs of paper with 

messages 
4 Post It notes 

Tony 7 9 9 3 loose photos of people 

Total 25 28 25 9 extra artefacts 

Table 6.5: Summary of the contents of each Probe return 

Thus the analyses can be grouped into two main categories – theoretically-informed 

analyses and empirically informed analyses. In the former I deliberately used 

particular notions from trajectory+ to drive the analysis. In the latter I used the data 

to assist in the working out of what was going on at the setting and what 

technologies might work there.  I also performed a design-oriented analysis that I 

will report on in Chapter 8. 

6.6 Results 

In this section I present and discuss the outputs of the four analyses, interspersed 

with discussions of trajectory+. Thus I explore trajectory+ at the setting as a means 

of supporting: description (e.g. through describing people’s work) as well as critical 

analysis of the ICTs present there and how they are interwoven with other more 

traditional technologies; and rhetoric (e.g. through providing a vocabulary to support 

talk regarding a setting) including particular, persuasive terms and concept 

nomenclature. In Chapter 8 I discuss inferences (e.g. support for speculative design 

sketches) both about designs that might work and their consequences and about 

things that are not yet known, are worthy of investigation etc. 

6.6.1 SPAM use categories 

These categories present a detailed view of how people used particular technologies 

at the setting, as the categories developed in Chapter 4 present a view on how people 

found their way and used a mobile guide. The unit of analysis is also similar. Here I 



Chapter 6: Case B – Distributed Work Trajectory 

 
 

193 

code individual messages and in Chapter 4 I coded phrases of people’s speech. The 

categories that I developed here, through the grounded analysis, provided insights 

regarding the use of SPAM and other technologies at the setting (e.g. the telephone), 

as well as how these were interwoven to sustain the distributed care trajectory (see 

below). These categories also help explore the purchase of notions within 

trajectory+ for describing and explaining these kinds of interactions. 

Categorical view 

The grounded analysis described above resulted in a series of categories (e.g. Social 

Interaction) and sub-categories (e.g. Humour) below (Figure 6.15 and Appendix 6-

6). The super categories of INTERACTIONAL MANAGEMENT and 

COMMUNICATION AND COORDINATION are more general descriptors of the 

work done through SPAM. Many categories that emerged related much more closely 

to communication and coordination between the sites i.e. to the need to interact in 

order to overcome the problem of distribution. These kinds of uses varied from 

establishing the availability, state or proximity of individuals themselves, others or 

specific objects (Presence), to the everyday management of resources and people 

across two proximal sites (Managing Distribution), to communication that 

supported and augmented work (Social interaction). There were also a significant 

number of messages that related to managing the process of interaction: establishing 

if people were there (Presence); and interactions about the interaction process itself, 

or Outeraction (Nardi et al., 2000). Figure 6.15 shows a snapshot of the frequency of 

different categories and sub-categories and my perceived relationship among them – 

indicated through double ended arrows, dotted boxes for primary vertical groupings 

and grey polygons for secondary horizontal groupings. 

Most messages were sent between the SPAM units at Location A (the Flats – “A” in 

the excerpts below) and Location B (the Hostel – “B” in the excerpts below). 

However, three messages were sent from an unknown mobile (“UM” in the excerpts 

below) – two to the Flats and one to the Hostel. These messages were only recorded 

in the set of the logs the message was sent to, supporting the fact that they were 

indeed sent from an outside source. In addition, four messages were sent to mobiles, 

all from the Flats – one to each of the Hostel’s and Flat’s mobile phones and two to 

an unknown mobile. Again, these messages were only in one set of logs – the logs 

from which the message was sent. 
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 17-26  10-16  6-10   1-5 

Figure 6.15: SPAM use categories developed through the log analysis 

Managing distribution 

This category describes interactions that occurred 

specifically because the care work occurred across 

two proximal sites. In addition, some interactions 

described by this category were indicative of care 

workers’ movement between the two sites, such as 

when a request was made for something to be done 

at the site being moved to e.g. putting on the kettle. Interactions in this category were 

the third most frequent and included the sub-categories Resources sharing, Info 

exchange, Object transfer, and Requests & Plans. 

Resource sharing describes interactions that involved sharing of a remote resource, 

such as a diary or a computer. This occurred when the interactant was (1) displaced 

from the resource (Table 6.6) or (2) when an interactant offered to share a resource 

with others (Table 6.7 below). 

B: could you put diary for someone on sunday early to take <a resident> to st pauls 10.30 

please df 

-- 

A: Have I got E mail from head office?  David.. 

B: no e mails for you david 

Table 6.6: Two examples of Resource sharing when (1) displaced from a resource 

Figure 6.16: Managing 

distribution sub-categories 

resource sharing

info exchange

object transfer

requests & plans

managing distribution
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B: i have the wireless on, would u like the scores as they come in? 

A: we have got sky on 

Table 6.7: Example of Resource sharing when (2) offering to share a resource 

This sub-category is related to both Managing Distribution-Info exchange and 

Social interaction-Sharing info & resources. Most of the occurrences of this sub-

category were work-related. 

Info exchange describes work-related interactions that involve the exchange of 

information. These interactions regarded (1) specific queries and news (Table 6.8), 

(2) schedules running at the different sites (Table 6.9) and (3) urgent situations 

(Table 6.10). In addition, I included the exchange of information regarding football 

scores in this sub-category (Table 6.16 below), even though these interactions were 

not directly work-related. 

A: $AR<name of resident> is after aclient loan, what is the situation re loans 

-- 

B: the adaptors are in at edmundson electrical df 

Table 6.8: Two examples of Info exchange regarding (1) specific queries and news 

A: when’s dinner ready 

Table 6.9: Info exchange regarding (2) schedules running at different sites 

B: <name of resident> has been on the phone quiite stressed asking for her medication .. 

says she has been ringing since 6.15 

Table 6.10: Info exchange regarding (3) urgent situations 

Object transfer is closely related to Resource sharing above. This sub-category 

describes when SPAM was (1) used to request the transfer of particular objects 

(Table 6.11), or (2) to inform interactants that transfer of objects would occur or had 

occurred (Table 6.12).  

A: can u pls fax jan  rota from 15th. Cheers 

-- 

B: please can u send the overtime sheet for feb 

Table 6.11: Two examples of Object transfer (1) requesting a transfe 

A: hi is jo still there if she is tell her that her coursework s been dropped of at <the Hostel> 

DF 

-- 

B: <name of carer> w1ll take your glasses down in a few minutes o k 

Table 6.12: Two examples of Object transfer (2) indicating a transfer had occurred 
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This interaction was also related to the Presence-Objects and Outeraction-Medium 

switch as interactants obviously referred to objects’ existence in these 

communications. In addition, in Table 6.12, the interactants are referring to 

information more than specific objects. Thus this sub-category is closely related to 

Info Exchange and Resource Sharing. 

Requests & plans describes when interactants asked others to do some work or when 

they made arrangements of some kind: both emerged from the need to coordinate. 

These interactions often came in the form of (1) explicit requests to do something 

(Table 6.13) or (2) creating contingency plans while on the move (Table 6.14) or (3) 

asking others to make arrangements (Table 6.15 cf. Table 6.6). 

A: PUT THE KETTLE ON PLEASE LADIES OR ELSE  DF 

-- 

B: $ARhello dudes can u remember to do b/up disk as it aint been done for 2 days 

Table 6.13: Two examples of Requests & plans involving (1) explicit requests 

UM: If i am not thdre by 9 30 you might have to ring a taxi as 

Table 6.14: Requests & plans involving (2) creating contingency plans 

A: could you put diary for someone on sunday early to take <a resident> to st pauls 10.30 

please df 

-- 

B: can <name of person> ring if hes still there also are we having a team meeing tomorrow 

Table 6.15: Two examples of Requests & plans (3) asking others to make arrangements  

Social interaction 

Social interaction describes non-work related 

communication, or communication that only 

obliquely supported work. Although, I can argue 

that exchange of football scores supported social 

cohesion in the workplace, the mapping of this kind 

of communication onto the core care work is not in 

any sense direct. 

The Sharing info & resources sub-category described messages in which (1) 

interactants shared information (such as football scores – see Table 6.16) or (2) a 

source of information or alternative medium (e.g. radio and television in Table 6.17). 

This sub-category also described (3) messages in which interactants requested non-

work related information using SPAM (Table 6.18). 

Figure 6.17: Social interaction 

sub-categories 

sharing info & resources

playful abuse & sarcasm

humour

gratitude

social interaction
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B: newcastle 1   man u o   chelsea  4   leicster  0 

-- 

B: man u 0 midd 1  o g  oshea 

Table 6.16: Two examples of Sharing info & resources involving (1) sharing information 

B: i have the wireless on, would u like the scores as they come in? 

-- 

A: we have got sky on 

Table 6.17: Two examples of Sharing info & resources (2) sharing an information source 

A:  who scored for the real mighty reds lfc 

-- 

A: is there any more scores  ? 

Table 6.18: Two examples of Sharing info & resources (3) requesting non-work information 

Playful abuse & sarcasm describes interactions that either (1) made fun of past 

interactions via SPAM (Table 6.19) or (2) of specific individuals (Table 6.20). This 

subcategory also describes (3) when interactions were sarcastic, but not with the 

intent of insult (Table 6.21). 

B: check your spelling 

-- 

B: are u drunk orjust silly 

Table 6.19: Two examples of Playful abuse & sarcasm (1) making fun of past interactions 

B: <name of person> smells of pee 

-- 

A: that has t be you <staff member> you tll crap jokes 

Table 6.20: Two examples of Playful abuse & sarcasm involving (2) making fun of individuals 

A:  it's a laff a minuit 

-- 

B: very origional 

Table 6.21: Two examples of Playful abuse & sarcasm involving (3) sarcasm 

The Humour sub-category describes the interactions that had little function in terms 

of work, but a very important function in maintaining the optimism and cohesion of 

staff. These interactions varied from (1) exchange of fallacious football scores 

(Excerpt Table 6.22) to (2) jokes about others (Table 6.23), to (3) plain jokes (Table 

6.24). 

B: liverpool 10  chealse 0 

Table 6.22: Example of Humour involving (1) fallacious information 

A: is there any sign of duran duran yet ? 
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-- 

B: we are run off our feet here...its all go go go. you could alwys clean <name of a 

resident>’s sink out with yer tongue mmmmm 

Table 6.23: Two examples of Humour involving (2) jokes about others 

A: what do you call a dog with 5 dicks  lulu and take that. 

-- 

B: did u hear the one about the 2 hungry sharks ? one said to the other 

Table 6.24: Two examples of Humour involving (3) jokes 

The Gratitude category emerged when interactants simply indicated they were 

grateful to another party (Table 6.25). These interactions marked and, indeed, were 

indicative of the end of a block of interaction.   

A: soopa doopa 

-- 

A: thank u <name of staff member> - lots of hugs + kisses <name of staff member> 

Table 6.25: Two examples of Gratitude 

Presence 

The presence sub-category emerged when 

intertactants communicated information about 

availability, state or proximity of self, others or 

objects. The sub-categories reflect this: Object 

location, Being there, Current state, and Personal 

proximity. 

The Object location sub-category is related to Managing distribution-Object 

transfer category-sub-category pairing above. This sub-category describes messages 

in which interactants communicated concerning the location of particular objects or 

things. Thus, in these interactions, they were less concerned with sharing and more 

with locating. These interactions were brief, (1) consisting of a question and answer 

(Table 6.26) or simply (2) a question or statement (Table 6.27). 

B: have you got the keys? 

A: no 

-- 

B: <name of staff member> have you got jump leads in yr car. 

A: no sorry they were taken out two days ago 

Table 6.26: Two examples of Object location involving (1) question and answer 

B: no e mails for you <name of staff member> 

Figure 6.18: Presence sub-
categories 

 

object location

being there

current state
personal proximity

presence
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Table 6.27: Examples of Object location involving (2) a question or statement 

Interactions described by the Being there sub-category related to people either (1) 

indicating their own presence (Table 6.28), (2) asking about others’ presence or 

(Table 6.29), (3) indicating awareness of others (Table 6.30). 

B: im at the house talking to jo, wont be long 

Table 6.28: Example of Being there involving (1) personal presence 

B: has the new residant arrived yet ? 

-- 

B: is there any body out  there ? 

Table 6.29: Two examples of Being there involving (2) asking about others’ presence 

B: Do you realise that all these messages are looked at Lancaster university 

-- 

A: make sure you're working - big brother can see you 

Table 6.30: Two examples of Being there (3) indicating awareness of others 

This sub-category reflected the interactants physical self as tied to a particular 

location (Table 6.28) or other people’s physical self in association with a particular 

location (Table 6.29) or an awareness of an audience for the messages (Table 6.30). 

The first message in Table 6.30 occurred after a risqué joke was exchanged using 

SPAM, but the warning did not seem to inhibit subsequent Social Interaction. 

The Current State sub-category described messages in which interactants (1) asked 

about others’ condition (Table 6.31) or (2) communicated concerning their own state 

(Table 6.32). Implicit in this communication was a query concerning their own and 

others’ availability for further communication (see Outeraction below). 

A: are we having fun children ? 

-- 

B: helo to you too! hws life down there in the wulderness??? 

Table 6.31: Example of Current state (1) asking about others’ condition 

A: VERY QUIET (without NR!!!) fel like going and trashing a room, so it seems more 

normal!!!!! 

-- 

A: we are 2 busy to play with the spam 

Table 6.32: Two examples of Being there involving (2) asking about others’ presence 

A series of interactions occurred due to interactants having Personal proximity to a 

location. This proximity was stated in temporal terms (Table 6.33). 

UM: See you in 5. Put kettle on 
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-- 

UM: If i am not thdre by 9 30 you might have to ring a taxi… 

-- 

A: we aint gotno  money with us . we will come to thouse so have ketle boiled woman. 

Table 6.33: Three examples of Personal proximity 

Thus, in the first example in Table 6.33, due to the interactant coming to the site 

soon, s/he makes a request. In the second example the interactant messaged the Flats 

from an unknown number (possibly a personal mobile) to facilitate planning (cf. 

Managing distribution-Requests & plans). In the third example, the interactant 

indicates that s/he will be in the vicinity of the Hostel but is not specific about 

temporal details. 

Outeraction 

Outeraction is taken from Nardi et al’s (2000) 

paper on Instant Messaging: it describes interaction 

about interaction or the process of how interaction 

is managed using a particular form of 

communication. This could involve “negotiating 

conversational ability” (ibid:82-4), “establishing 

social connection” (ibid:82) and the interactant 

needing to “preserve a sense of conversational context” (ibid) and “manage the 

communication situation as it unfolds” (ibid). 

The Medium switch sub-category described instances when SPAM was used to (1) 

switch to a different medium of communication, often the telephone, but on one 

occasion the fax machine (Table 6.34). Email was referred to once in the logs, but 

not with regard to switching communication medium. 

A: please ring <The Flats> office sap. Thanksssss 

-- 

B: pp can you ring when not busy 

-- 

A: can u pls fax jan  rota from 15th. Cheers 

Table 6.34: Three examples of Medium switch (1) to the telephone and fax 

B: contact <name of person> she has just called 

-- 

A: have you tried <name of person>’s mobile 

Table 6.35: Two examples of Medium switch (2) involving a third party 

Figure 6.19: Outeraction sub-
categories 

medium switch

identification

ongoing interaction

history
textspeak

wishes & intentions

outeraction
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Much of the time the medium switching involved only two parties and involved a 

request from one individual to another regarding a switch from SPAM to telephone. 

However, in (2) some cases others were involved (Table 6.35): SPAM was used to 

inform an interactant that someone else had called or that s/he should be contacted 

(as in the first example in Table 6.35).  

The Identification sub-category describes interaction that involved identification of 

an individual or individuals. The argument here is that identification of an individual 

was important (1) to sustain ongoing interaction (Table 6.36). Sometimes, in order to 

contextualize past interactions, it was also (2) important to identify a particular 

person), such as in the message “that’s me” (Table 6.37). 

A: Have I got E mail from head office?   David. 

-- 

B: <NAME OF STAFF MEMBER> CAN U COME AND TAKE HER AWAY PLEASE DG 

Table 6.36: Two examples of Identification (1) to sustain ongoing interactions 

B: said sam 

-- 

B: that’s me 

Table 6.37: Two examples of Identification (2) to identify a person 

Most interactions did not include any identification of individuals. This may have 

been due to staff knowing who was on duty at a particular location or them being 

familiar with particular staff’s communication styles.  

Ongoing interaction describes instances when SPAM was used to maintain 

communication that may or may not involve using SPAM. Thus, this sub-category 

describes (1) efforts to maintain communication using SPAM itself, particularly after 

there were communication breakdowns of some kind (Table 6.38), or (2) to initiate 

communication using other media, particularly the telephone (Table 6.39). Thus this 

theme is often clustered with Medium Switch (see above) as SPAM was often used 

when other mediums were not available. 

A: please repeat message 

-- 

B: send again 

Table 6.38: Two examples of maintaining Ongoing interaction through (1) SPAM 

B: please contact house 

-- 

B: <name of person> WILL CALL YOU BACK IN ONE HOUR.  YOUR PHONE IS 
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CONSTANTLY ENGAGED. 

Table 6.39: Two examples of maintaining Ongoing interaction through (2) other media 

History described messages in which interactants referred to past interactions often 

as part of sustaining and managing a phase of communication. Thus interactants 

would (1) refer to particular information they had already passed on (Table 6.40) or 

(2) features of past communication (Table 6.41). 

B: i told u before cheerou. 

-- 

A: i take it u didnt get the joke then ? 

Table 6.40: Two examples of History (1) referring to past information 

B: spellings wont worry us on the rumour (GOIG) 

-- 

B: sory for the late spelling mistake 

Table 6.41: Two examples of History (1) referring to features of past communication 

Textspeak describes communication about interaction that involved the use of 

commonly used texting abbreviations or textspeak (Cheverst et al., 2004). This 

emerged only once (Table 6.42): most interactants seemed comfortable with texting 

abbreviations (such as “u” for “you” – Table 6.43) although there were 31 individual 

uses of “you” against 14 of the abbreviation “u” in the logs. 

B: what does lol mean? 

-- 

A: hello u 2, everything is fine here, can some1 come and meet me at 9 with me being on 

my own cheers <name of carer> x 

Table 6.42: Two examples of “textspeak”, the first referring to features of past communication 

The Wishes & intentions sub-category describes the wishes and intentions of 

interactants with regard to the communication itself.  

B: will ring asap 

-- 

B: we are 2 busy to play with the spam 

Table 6.43: Two examples of Wishes & Intentions 

The first example in Excerpt 6.43 expresses a plan while the second indicates a 

desire to use SPAM. 

Other views 

Figure 6.20 below shows the frequency of the categories from the log analysis in a 

chart (cf. Figure 6.15). 
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Figure 6.20: Charts comparing the of frequency of categories from the log analysis across both 
primary and secondary categories and primary categories alone 

The left hand chart depicts the frequency primary and secondary categories while the 

right hand chart depicts the frequency of primary categories alone. 

Table 6.44 below shows the number and percentage of occurrences of primary 

categories (“No (primary)” and “% (primary)”) and primary and secondary 

categories (“No (total)” and “Total (%)”) as applied to the 164 messages analysed. 

category No 
(primary) 

% 
(primary) 

No 
(total) 

Total 
% 

Top 2 No 
(%) 

Managing distribution 18 (4) 12.7 45 (3) 22.5 34 (76) 

Social interaction 60 (1) 42.3 63 (1) 31.5 43 (68) 

Presence 31 (3) 21.8 40 (4) 20 28 (70) 

Outeraction 33 (2) 23.2 52 (2) 26.0 29 (56) 

Unknown/ testing 16 (5) 11.3 16 (5) 8 - 

Repeated 6 (6) 4.2 6 (6) 3 - 

TOTAL 164 - 222 - - 

Table 6.44: Frequency and ranking (in italics) of occurrence of categories from the log analysis 
with % of each category’s occurrences accounted for by the top 2 sub-categories (bold) 

The presentation of this data shows that Social Interaction is the most frequently 

occurring category both as a primary category and overall (primary + secondary). 

When only considering primary categories, Social Interaction type messages 

describe over 40% (42.3%) of all SPAM messages sent, Presence and Outeraction 

dip to describing just over a fifth each of all messages sent (21.8% and 23.2% 

respectively) and Managing Distribution dips to describing 12.7% of all messages 

sent (compared to 20%, 26% and 22.5% respectively when considering both primary 

and secondary categories). 
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Figure 6.15 above and Table 6.45 below also show that the most frequently applied 

single category-sub-category pairing (when considering both primary and secondary 

applications) was Info exchange, followed by Humour and Self & others. Sixty 

percent of the occurrences of Info exchange were as a secondary sub-category, not as 

a primary sub-category so, although there was an element of information exchange in 

many interactions, it is not solely descriptive of many of the interactions that 

occurred. Indeed over a quarter (25.3%) of the interactions described using the 

Sharing info & resources sub-category of Social Interaction were also described by 

Info exchange. The three sub-categories of the Social Interaction category, Humour, 

Sharing info and Playful abuse accounted for 30% of all primary and secondary 

category-sub-category pairings applied.  The importance of these sub-categories is 

reinforced by the finding that SPAM was not used a great deal for planning or 

scheduling or even to communicate about planning or scheduling. The Requests & 

plans sub-category of Managing distribution described 4.5% of all messages sent or 

20% of all messages in this category (9 messages). Any communications concerning 

plans or schedules usually were related to the use of other resources such as the diary 

or another person (see Table 6.6). 

category sub-category  No Rank % (cat) % (all) 
Info exchange 25 1 55.6 12.5 Managing 

distribution 
Requests & plans 9 9= 20 4.5 

Humour 25 2 39.7 12.5 

Sharing info 18 4 28.6 9 

Social 
interaction 

Playful abuse 17 5 27 8.5 

Being there 19 3 47.5 9.5 Presence 

State 9 9= 22.5 4.5 

Ongoing i/action 15 6 28.8 7.5 Outeraction 

Medium switch 14 7 26.9 7 

Table 6.45: Frequency, rank, percentage within category and percentage overall of frequency of 
occurrence of frequent sub-categories from the log analysis 

As categorical views of the data provide insights concerning the kinds and frequency 

of messages people sent and received at the setting so temporal views provide 

insights concerning patterns of use that changed and emerged over time. Table 6.46 

belows present a different view on the messages sent/received between the two sites 

during the period of the log analysis by day of the week. It presents a raw view of the 

messages sent/received between the two sites during the period of the log analysis by 
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day of the week. This is an approximate view of the timing of all the messages as it 

was very hard to determine what week some messages belonged to and on what day 

they were sent. I could not allocate the day from the timestamp on some messages 

(messages in the “?” column). For five messages, I could not even determine which 

week they belonged to with any certainty – thus the total number of messages in this 

table is 137 not 142. Figure 6.21 presents the same data in a bar chart. 

Week  M Tu W Th F Sa Su ? Total 
1 0 0 4 8 1 17 0 8 38(1) 

2 1 4 0 0 0 14 2 0 21(3) 

3 1 0 2 4 3 0 0 0 10(7) 

4 2 7 0 4 0 0 0 4 18(4) 

5 3 1 2 10 0 0 0 9 25(2) 

6 0 1 1 2 2 1 4 2 13(5) 

7 0 7 0 0 0 0 0 6 13(5) 

MEAN 1 3 1 4 1 5 1 4 20 

TOTAL 7 20 9 28 6 32 6 29 137 

Table 6.46: Number of SPAM messages sent/received over the 7-week period of the log analysis 
by day of the week  

 

Figure 6.21: Number of messages sent/received via SPAM by day of the week over the 7 weeks 
of the log analysis 

This figure shows most messages were sent during the first, second and fifth weeks 

(rank is indicated by the number in italics in parenthesis). It also shows that, in 

general, most messages were sent/received on Saturdays and Thursdays, two days 
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when soccer matches are played in England. Indeed, over half (64% or 16 messages) 

of the total number of messages in the Managing Distribution-Info Exchange 

category were sent in two bursts of communication on one Saturday and one 

Thursday. All these messages involved the topic of football matches. 

Comment 

Many of the categories and sub-categories above resonate with the categories 

evolved through the grounded analysis of transcripts of tram travellers finding their 

way described in Chapter 4: the Presence-Being there, Presence-Current state and 

Presence-Personal proximity category-sub-category pairing with the 3.1-Self-in-

world category; Outeraction-ongoing interaction, Outeraction-history and 

Outeraction-wishes & intentions with 1.2-Interaction trajectories. Physicality and 

locality are important in the first set of resonances i.e. having corporality in a 

particular place in relation to others. Temporality is important in the second set of 

resonances i.e. how action and, in particular, interaction stretches out over time and 

how visible and influential this stretch actually is. Some of the Presence and 

Managing distribution sub-categories provide examples of the reconciliation work 

described in Chapter 4 (and, by implication, the 3.3-Mappings sub-categories) but in 

terms of reconciling information and sometimes the actual location about objects and 

people with their state, location etc in the real world e.g. Presence-object location, 

Presence-personal proximity and Managing distribution-object transfer. This is not 

surprising as the SPAM system is more loosely coupled with both the work at the 

setting and the physical environment. However, it seems corporeality – e.g. being 

physically close to a place or person – is still important in the SPAM categories. 

Finally many categories again suggest that interaction with simple technologies is 

affective and emotional: 2.1.1-Affect resonates with the sub-categories of Playful 

abuse & sarcasm, Humour and Gratitude. This points to these messages being used 

for something other than “information work” (Strauss et al., 1985:251-60). 

There are also resonances with the literature on mobile work described in the last 

chapter and other literature. Managing Distribution-Resource sharing category is 

related to Perry et al.’s (2001:339-40) finding concerning the use of technologies by 

17 mobile workers: the use of a mobile phone as a “device proxy.” The most 

frequently occurring sub-category of Managing Distribution-Info Exchange also 

resonates with Nardi et al.’s (2000:81) finding regarding the use of Instant 

Messaging to support “quick questions and clarifications” to support ongoing work. 
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The Managing Distribution-Requests & plans sub-category is also related to staff 

using SPAM to compensate for being away from one location. In other studies (e.g. 

Grinter and Eldridge, 2001), the use of messaging to support plan refinement is 

documented. Grinter and Eldridge describe how 5% of messages between teenagers 

in a study of SMS use involved revising arrangements. There is an element of 

scheduling present in the SPAM logs but it is often in the form on a quick request 

over a deliberate plan. In fact interactants did not articulate plans, wishes and 

intentions much using SPAM at all. The Outeraction-Wishes & Intentions only 

occurred once and only three of the messages in Managing Distribution-Requests & 

plans included a specific plan. In Table 6.9 due to one care worker being at a 

different site, s/he asks a question concerning the scheduling of dinner at the other 

site but this was not a frequent kind of interaction. Thus the interactions via SPAM 

typically did not seem to indicate a shared or articulated specific “scheme” of action 

(Strauss, 1993:55) but instead plans formulated on-the-fly e.g. the messages under 

Managing Distribution-Object transfer. Often transfer (e.g. faxing, carrying) of 

some kind was required in response to these messages due to an object’s particular 

materiality.  

The analysis also shows that SPAM seemed to have a social affordance that 

facilitated “lightweight” interaction (Whittaker et al., 1994). The exchange of 

football scores (Social interaction-Sharing info & resources) was not work related 

and reflected the dislocation between the two sites: these interactions seemed an 

attempt to narrow the gap. This aligns with Taylor and Harper’s (2002) notion of 

“gift-giving”. There seemed inherent obligations concerning acceptance and 

reciprocity: namely that the exchange of one football score warranted an equivalent 

“gift” in the form of another score. However, it is hard to see how the message 

exchange had any value beyond a casual exchange to pass the time and patterns to 

reciprocity were not readily identifiable. The existence of the Gratitude sub-category 

may suggest there were certain obligations regarding acknowledgement both with 

regard to the exchange of messages (Taylor and Harper, 2002) and in how they 

related to interaction in the real world. However, interactants did not express 

gratitude that often and in two of the three occurrences it was after a work-related 

piece of information (e.g. Table 6.25) had been received. As with Outeraction 

below, I suggest this sub-category is related to Strauss’s notion of phasing (Strauss, 

1993:54) in that it marked the closure of a conversation. 
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The Social Interaction category maps quite well onto similar findings by Nardi et al 

(2000:82, 84) regarding the expressive nature of Instant Messaging and the notion of 

“communication zones” for intermittent conversations and Perry et al’s (2001:341) 

finding that mobile phones were used to maintain informal awareness of the social 

aspects of the workplace: “Such phone calls also had an element of social banter that 

helped to maintain the social connection at work while callers were away from the 

office…”. There was a sense that much of the communication in this category was 

about maintaining an open channel where “conversations” could be stopped, 

postponed and picked up again. The fact that the displays were “persistent and 

visible” (Nardi et al., 2000:84) reinforced the openness and availability of this 

channel. This category more generally maps onto Perry et al.’s (2001) finding 

concerning the use of mobile phone calls to maintain a sense of community among 

distributed workers. 

Furthermore, the primary function of the interactions in the Social Interaction-

Playful abuse & sarcasm category seemed to ensure SPAM continued to support 

“lightweight” interaction (Whittaker et al., 1994). Thus there was a sense in which 

these kinds of interactions maintained a “communication zone” (Nardi et al., 

2000:84). One staff member described this sentiment well during the Design 

Workshop held subsequently when he was describing desirable features of any new 

technology at Carlisle: “You know that has got a bit of the fun element and the 

serious element [unclear]. If it’s all serious, you know your natural reaction is: 

“Seriousness, don’t want naught to do with it.” You’d have that kind of effect.” By 

supporting the kinds of interactions in Social Interaction-Humour, SPAM may have 

gained popularity among staff. The use of SPAM to send risqué jokes may have 

perhaps been due to the inherent anonymity of the medium or due to the lack of 

permanence of messages. 

Many of the messages related to awareness – the Presence category in particular. A 

different analysis of the messages described here and additional messages is 

presented in Cheverst et al. (2007) which reports how SPAM was used for “making 

others aware of news”; “making others aware of a blocked communication channel”; 

“setting up availability via another channel”; “establishing self and others being 

present”; “establishing future presence”; “establishing mood and personal situation”. 

This work points out the importance of the situatedness of the SPAM displays in 
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terms of their relationship to others, the environment and the culture of a place in 

terms of norms governing security and privacy. 

The Presence category certainly relates to presence as described in this and other 

CSCW research: “Presence information can include identity, form, function, as well 

as interactional possibilities, current activity, activity state etc., as appropriate for the 

interaction” (Fitzpatrick, 1998:135). It also relates, when concerned with individuals, 

to Nardi et al.’s (2000) themes of “negotiating conversational ability” (ibid:82-4) and 

“establishing social connection” (ibid:82). Nardi et al.’s (ibid:84-5) “awareness 

moments”, or knowing who else is around without necessarily wanting to interact, 

also resonate here. Nardi et al. (ibid:85) suggest that these “moments” perform some 

“emotion work” (Hochschild, 2003:7): “These awareness moments produced a 

certain feeling in people, rather than accomplishing information exchange” Nardi et 

al.’s (ibid:85). Indeed some of the examples above (e.g. Table 6.31) show that the 

messages achieved some “comfort work” (Strauss et al., 1985:100). Others were 

concerned with articulation work and letting others know their status (e.g. Table 

6.32). The value of SPAM’s support of quick questions and clarifications is evident 

in the Object location sub-category of Presence (Nardi et al., 2000:81). 

Presence-Current State is related to Nardi’s finding that instant messaging is used to 

negotiate conversational ability (Nardi et al., 2000:82-4). In these communications, 

interactants accessed the social condition of others or communicated their own 

condition to others. In this regard, this theme also resonates with Perry et al.’s 

(2001:341-2) finding that mobile phones were used to establish a social connection 

to the workplace. This sub-category is also related to Nardi et al’s (2000:84) 

suggestion that messaging is used to share and maintain context, in this case 

workplace context. In Personal proximity there is also an element of the interactant 

informing others about his/her current state in these messages: the messages 

supporting shared awareness as well as coordination and scheduling. Thus this sub-

category is closely related to the Outeraction (Nardi et al., 2000) category below. 

According to Nardi et al. (2000) “outeraction” can involve discrete phases and 

management of the communication process tends to happen sequentially: (1) 

“negotiating conversational ability” (ibid:82-4) followed by (2) “establishing social 

connection” (ibid:82) followed by the need to (3) “preserve a sense of conversational 

context” (ibid) and “manage the communication situation as it unfolds” (ibid). 
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However, this phasing in Strauss’s (1993:54) terms, is less concerned with the main 

ongoing work of the care workers and more with the ongoing conversation. Similar 

to “lightweight” interaction (Tang et al., 1994), these communications did not 

involve substantial information exchange but were important for supporting ongoing 

work. As noted in CSCW research (e.g. Isaacs et al., 1996, Whittaker et al., 1994), 

these communications form an important glue, sewing together work 

communications. The important difference here is that the care workers across the 

two sites at which the SPAM units were deployed were not collocated, but were 

distributed. This same phenomenon is observed in Nardi et al’s study (2000:85). 

With regard to Outeraction-Identification, the anonymity that SPAM supported 

seemed to allow staff to engage in Social Interaction (previous category) freely and 

without fear of censure. SPAM, like Instant Messaging provides “plausible 

deniability” (Nardi et al., 2000:84) concerning being available. Thus an interactant 

could easily claim “it wasn’t me” or “I didn’t mean that”. The interactant could also 

claim “I didn’t see your message”, although the public nature of the display would 

make this more difficult. The sub-category of Outeraction-Ongoing interaction 

denotes the particular expressiveness of SPAM and indicated its public nature: staff 

may have felt it was easier to communicate certain things via the telephone due to 

the nature and privacy of the message. It also indicated the need to resend certain 

messages and the limited support for extended conversation. This may have been due 

to the constraints of the form factor of the SPAM units themselves, the asynchronous 

nature of the interaction supported, or because staff may have deleted messages 

shortly after they arrived. 

There was also an element of Nardi’s et al’s (2000) theme concerning managing the 

ongoing interaction in this sub-category. Even though the communication supported 

by SPAM was “lightweight” (Tang et al., 1994) and ephemeral, there was sometimes 

a need to refer to past dialogue in order to sustain communication (Outeraction-

History). There was an element of this in the exchanges involving past interactions in 

the Playful abuse & sarcasm sub-category of Social interaction: they were about 

past interactions and were somewhat connected to the management of ongoing 

interaction. Thus there was sometimes a need to support ongoing “arcs of action” 

(Strauss, 1993:56), so that context for future interactions could be established. 
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The categories and sub-categories also suggest a trajectory: ongoing work at the 

setting stretching over time, different places and people and involving different 

resources and artefacts. This trajectory is both made visible and supported through 

the use of a particular resource with a particular form and expressiveness i.e. SPAM. 

This trajectory is then different from the one considered in the first case involving 

tram travellers. It involves multiple participants who are distributed and who 

exchange information and, at times, express emotions through different media. 

Certain issues remain unclear though. What is the essence of this trajectory? How is 

it managed? How does it play out from day-to-day and week-to-week? What is the 

key work involved? I will address these questions in the next section through 

presenting the themes from the interview data and site visits. 

6.6.2 Interview themes 

I developed four themes from the interviews with staff and site visits: social worlds 

and the care teams; the care trajectory scheme; management of residents’ care 

trajectories; phasing of the care trajectory. 

Social worlds and the care teams 

Staff participated in two social worlds. The primary activity in the Everyday Care 

Social World was the everyday care of residents within the context the two sites 

forming the organisation. This activity involved other clusters of activities (Strauss, 

1978:122): visiting, spending time and interacting with residents; manual labour; and 

clerical duties. 

Dawn: She described her key responsibilities as giving medication, taking residents shopping, 

organizing residents to go on pre-arranged trips. For example, one staff member might 

take the residents to the cinema. 

Table 6.47: The Health Care Worker’s Work (Dawn) 

Tony and David described how their duties sometimes involved helping residents to 

bathe or cooking for them. Report writing was essential to the care of the residents 

and involved recording residents’ mental health issues and documenting particular 

resident behaviour (e.g. a resident laughing). Tony and David noted how they had to 

write “a computer-based report twice a day on each resident”: 

Tony/ 

David: 

The daily report involved making comment on “mental health issues” and “other 

issues”. Under mental health issues, they had to document particular behaviour 

indicating a mental state. For example, they could not write “appeared happy” unless 



Chapter 6: Case B – Distributed Work Trajectory 

 
 

212 

they connected it a particular behaviour such as laughing. 

Table 6.48: Daily reports (Tony and David) 

This world exploited particular technology. This technology was essential for 

enabling actions and interactions that established and maintained membership and an 

ongoing division of labour. Fred described the role of particular technologies: 

Fred: He described how he used different technologies for different things. He tended to 

use the phone for arranging resident appointments with the GP. He noted too that if 

there were “worrying developments” he would pass on important information. He 

described how he used the computer for formal administration: daily reports and 

monthly summaries. 

Table 6.49: Different technologies used at the setting (Fred) 

Dawn described her view of the usefulness of different things she used: 

Dawn: She described how she regarded the daily reports as the most useful. She also 

mentioned that PostIt notes were good for reminding yourself and others (such as the 

manager) about things. She described how the “communication book” was useful for 

reminding other staff about things. She noted that the diary was very useful for 

keeping track of residents’ appointments. 

Table 6.50: Different technologies used at the setting (Dawn) 

Tony and David noted the importance of keep track of each resident’s medication: 

Tony/ 

David: 

They noted that medication was critical. In particular, the recording of medication was 

very important: they used a book to check the list of medication each resident had to 

receive. 

Table 6.51: The importance of medication (Tony and David) 

Dawn emphasised this was a shared responsibility: 

Dawn: She described that it is critical that she make sure the medication has been given out 

and signed for. She described this as “the biggest thing”. 

Table 6.52: The importance of medication (Dawn) 

Thus land and sometimes mobile phones were used for staff to make appointments, 

pass on information and solicit advice from management. Staff used a Medication 

Book for recording the receipt and distribution of medication. A shared Diary was 

used for recording important information, such as residents’ appointments. Carers 

recorded important events during a work shift in a Communication Book. Staff used 

Word processing applications for daily report writing. PostIt notes transferred 

important information from one care worker to another. CCTV monitored events at 
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the sites. SPAM, was used for social interaction (see above) as noted by Tony and 

David: 

Tony/ 

David: 

SPAM…was used to: keep in touch across sites; for cheeky messages; trivial stuff 

that the phone couldn’t be used for. The SPAM unit was handy because if there was 

an emergency and the phones were engaged, it could be used to contact people. 

David noted how it had been useful once for this. 

Table 6.53: Uses of SPAM (Tony and David) 

 

Figure 6.22: Noticeboard displaying important information 

Jo (the Manager) described how legal requirements dictated the capture and retrieval 

of information. Specifically she noted how legal requirements demanded the 

existence of an office and to need to lock information away. Documents and notices 

described legal requirements and organisational directives. Some of these documents 

and notices were displayed on noticeboards at the setting (e.g. Figure 6.22 above). 

In the second social world, the Community Care Social World, multiple individuals 

were involved in the management of each resident’s community care. Tony and 

David described on 17th June 2004 how: 
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Tony/ 

David: 

Being a staff member involved being aware of certain residents’ multi-disciplinary 

teams (MDTs). Sometimes MDTs are not seen for a year. 

Table 6.54: The Multidisciplinary Team – the MDT (Tony and David) 

Individuals with overlapping roles were involved in a Multidisciplinary Team 

(MDT) responsible for the care of each resident: a Key Worker or staff member 

allocated to a resident (one staff member oversaw 2-3 residents); a Consultant 

overseeing the resident’s care; a Community Psychiatric Nurse (CPN); a Social 

Worker; and a General Practitioner (GP). The staff at the setting described distinct 

roles and even a lack of integration within this social world. Researcher A described 

how there were issues concerning the links among the different departments and 

health care workers involved in the integration of the services. Tony and David noted 

the different members of this social world and the difficulties that could arise with 

regard to medication given this. 

Tony/ 

David: 

In theory, a resident could get a prescription from her GP and purchase the 

medication from the chemist themselves! They noted that it was hard to keep track of 

everything: sometimes different people change residents’ medication. One loop 

involved the psychiatrist informing the GP and the GP agreeing (at a meeting). The 

resident’s consultant also sometimes requests a change in a resident’s medication. In 

this situation the staff member will generally phone the GP or show the resident their 

medication pack to inform her that she has taken her medication and that medication 

is kept for them as a courtesy. David also noted that medication can be handed over 

if the resident requests it. He noted that if this happened he would immediately 

telephone the resident’s psychiatric nurse and social worker. 

Table 6.55: The Community Care Social World and medication (Tony and David) 

The membership and allocation of work seemed quite stable and these were less 

influenced by regular communication. There were also dependencies and particular 

divisions of labour within this social world: a CPN could not change a resident’s 

medication without contacting a GP for example. 

The care trajectory (described below) spanned both these social worlds, but was 

mainly contextualised by the Everyday Care Social World because the focus of this 

work was the care workers at the setting. 

The care trajectory scheme 

There was a shared scheme among staff that aimed to promote activities among 

residents that would support an eventual move into the community. Researcher A 

noted how part of staff job was: 
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R(A) …associated with therapy: they are involved in developing independent living skills 

such as looking after their own health (e.g. brushing teeth), money management 

(residents have to pay for their own accommodation and food), medication 

management, cooking a meal for them, developing a rapport with residents and 

helping them develop 

Table 6.56: Staff “therapy” work (Researcher A – R(A)) 

This was captured in a Care Plan for each resident. Tony noted how “being aware of 

residents’ care plans” and “encouraging residents to do their own shopping, cooking 

and medication administration” were important or critical in his job. Thus it was 

important staff were aware of these plans which involved the promotion of routines 

such as healthy eating and consciously cultivated independent living skills.  

  

Figure 6.23: Examples of two task lists for two different shifts used at the Hostel 

However, there was a more immediate, concrete scheme that drove staff’s everyday 

work. Staff were given a list of tasks (Figure 6.23) to complete, written by the 

manager, supporting the everyday work of the care trajectory. Dawn noted how: 

Dawn: At the start of each shift the staff will “go through” the task list (generated by the 

manager). They will break up the work based on each staff member’s experience, 

role, past actions and preference. 

 Table 6.57: The Task List (Dawn)  
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Fred described this same list (depicted in Figure 6.23 above). 

Fred: He also described how there was a formal sequence of duties that were written down 

chronologically. He described how this list was produced by the manager. 

 Table 6.58: The Task List (Fred) 

Medication and money management often required agreement: the former involved 

negotiations between the MDTs and the residents and the latter discussions between 

staff and residents. Tony described how the latter could “cause some tension”: 

Tony: He also described how another resident was given 150 pounds and only 90 of this 

was spent on clothes. When quizzed, the resident responded that s/he had spent 30 

pounds on mobile phone credit. The same resident, shortly afterwards, then asked for 

an addition 10 pounds for mobile phone credit. Tony described how he did not want 

to hand over the money when he knew the resident had already received a 

substantial sum of money. 

 Table 6.59: Handling residents’ money (Tony) 

This excerpt shows the importance of managed lines of communication in the 

Everyday Care Social World. 

Management of residents’ care trajectories 

Management and staff regarded residents’ illness trajectories were regarded as a 

shared responsibility. Researcher A noted how “there was a genuine view of shared 

care, while abiding to the decisions “from above””. Dawn corroborated this: she 

described how she worked as part of a team. Fred described how residents’ well-

being was the key. Within this social world there was a deliberate attempt to share 

information about residents through ongoing talk and use of these technologies to 

sustain residents’ care. Dawn noted: 

Dawn: …how she had to interact with others throughout the day…she would ask other staff 

if things had been done and about all aspects of the shift. She described how 

coordination was important.  

 Table 6.60: Shared care (Dawn) 

Most of the practices at the setting were designed to shape a trajectory scheme, 

captured in the Care Plan. As already noted, this trajectory scheme not only involved 

the everyday work of caring but also an attempt to progress residents’ psychological 

conditions positively. The everyday work of caring involved cycles of activity, 

which had key transition points, such as a change of shift (the next theme below). 

Care beyond everyday work was achieved through a shared awareness of residents’ 
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current states and behaviour. This involved continuing vigilance over time and 

record-keeping of important moments as described by Dawn. 

Dawn: She described how she would draw information from that time and from previous 

days’ experiences and reports. She gave an example. She described how one 

resident might have been given some money on one shift. If you were on the next 

shift you would look for signs of alcohol if the resident had a history of heavy drinking 

and would gently ask what the resident had done 

 Table 6.61: The vigilance involved in the care trajectory scheme (Dawn) 

Dawn: She described how she would fall into a routine and that she writes something down 

only if it is important. If something important happened, she writes it down. She noted 

that this was very difficult if they were busy. However, she also noted that something 

would trigger her writing down something that had happened: for instance is she were 

talking about a particular resident or if she saw a particular resident she would 

remember 

 Table 6.62: The importance of record-keeping for the care trajectory scheme (Dawn) 

There was also an attempt, by many staff, to shape the care trajectory in a positive 

way. Tony noted: 

Tony …he encouraged residents to clean up the dishes in the lounge and move them into 

the kitchen. He added that residents were improving: some residents were taking 

empty bowls and cups and putting them into the sink. 

 Table 6.63: Encouraging independent living skills (Tony) 

For example, as noted above staff tried to enable residents to become more 

independent through encouraging routines of personal hygiene. David noted how: 

David He also noted he would prompt residents to check if they had eaten, as they were 

meant to assist them, not cook for them. 

 Table 6.64: Encouraging independent living skills (David) 

However, sometimes the management of the care trajectory also involved more 

direct action as Fred and Dawn described: 

Fred: He described how he both planned ahead and followed a routine. He described how 

if problems arise he addressed them. 

 Table 6.65: Direct action supporting the care trajectory scheme (Fred) 

Dawn: She described how if they got agitated she would go with them to another room and 

listen to music and sometimes sing to them to try to help them calm down. 

 Table 6.66: Direct action supporting the care trajectory scheme (Dawn) 
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Phasing of the care trajectory  

There were distinct phases in the trajectories of residents’ illnesses that involved 

collective management and planning. On a day-to-day basis, the care trajectory was 

supported by regular temporal rhythms (Zerubavel, 1979) and cycles in staff’s work.  

Dawn: She described her day as having three stages: the shift changeover at the beginning 

of her shift; the middle of the shift; and the shift changeover at the end of her shift…. 

She described how each part of the day flowed. 

 Table 6.67: Stages in the day (Dawn) 

Tony/ 

David: 

They noted that the day tended to have stages. Firstly there was the handover 

period. Then staff gave out medication and sometimes money. They then tended to 

phone taxis for residents after the handover. Then the house became quieter. During 

the handover they would talk through issues that emerged. They described how the 

day tended to fall into a pattern. 

 Table 6.68: Stages in the day (Tony and David) 

Fred: He also noted how there was a pattern to each shift. Shifts tended to revolve around 

meal time and medication times. He described how the three stages of the day 

(changeover on-shift-changeover off) tend to “meld into each other organically”. 

 Table 6.69: The shift pattern (Fred) 

Staff had particular phases to their days, marked by the changeover, or handover 

between shifts. On a weekly basis, staff tended to work at different times. The three 

key phases during any shift were the handover from the last staff member, the 

activity and tasks during the shift itself (e.g. cleaning, giving out reminders to 

residents – see Table 6.69 below), and the handover to the next staff member: 

Dawn: She described how her regular routine consisted of getting the residents up, making 

sure they were properly dressed, giving them their medication, and sometimes 

cleaning the toilets. She also described how she made sure they kept appointments, 

including visits to the Day Centre they go to. 

 Table 6.70: A morning “routine” (Dawn) 

 This process of handover was managed using talk and the exchange of PostIt notes 

and involved one staff member informing another of important events during their 

shift and referring to reports. Both Tony and Dawn described the importance of the 

reports in this process. 

Tony: Tony described how they had to “put things into reports”.…He described how he 

reminded others of things either verbally (during handover) of via a report. 

 Table 6.71: Tony’s use of reports during handover 
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Dawn: She described how she found it hard to give a changeover (of a shift) in a room full of 

other staff members initially. She described how she was now very comfortable with 

this, but in the past she found it very hard to remember everything. She noted that 

now she used the reports to help her with this. 

 Table 6.72: Dawn’s use of reports during handover 

Fred described the importance of handover. 

Fred: He described that the changeover was important. He said that he tended to run 

through all the residents, providing an update on them and giving the new staff 

member an indication of each resident’s whereabouts. They also indicated if each 

resident’s mental health appeared stable and if there was anything organized for 

residents. He described this exchange of information as “a general update on the 

residents and their general well-being.” 

 Table 6.73: The importance if handover (Fred) 

Thus the staff were very much aware of residents’ phasing so they could react to any 

changes. A striking reality was that, in many cases, residents’ conditions were likely 

never to improve, but that, for many, they would cycle between being well and 

unwell. Dawn expressed the importance of getting information about a resident’s 

current phase in her condition (in this case from the night shift) in order to manage 

his/her care effectively. 

Dawn She described how she would get a “run down” of each resident: what they have 

done; their behaviour; if anything happened during the night…She noted again that 

the changeover went on for one hour and how that, over time, she had realized the 

value of the knowledge exchanged at that time. She described how she would draw 

information from that time and from previous days’ experiences and reports. 

 Table 6.74: The importance of knowing about past behaviour (Dawn) 

Comment 

The data presented shows that the care trajectory involved particular things: (1) 

different forms of work, such as body work, information work and awareness work; 

(2) particular schemes, such as a low-level task list and a higher level Care Plan; (3) 

particular, regular phasing to days and within shifts. The data also shows that the 

care trajectory involved managing residents’ illnesses through these aspects of the 

care trajectory and interacting in particular social worlds e.g. the Everyday Care 

Social World through handover meetings. The implication is also that social worlds, 

trajectory scheme, trajectory management and phasing have both “descriptive” and 
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“rhetorical” (Halverson, 2000) power when applied to this setting: they both describe 

the phenomena and support talk about them. 

Locale drew attention to the particular “means” (Fitzpatrick, 1998:90) used to 

communicate (e.g. PostIt notes) whereas the notion of “site” (ibid) drew attention to 

the fact that the work was distributed. Particular “interactional needs” (ibid) – 

namely informational needs, broadcast needs and therapeutic needs – became evident 

through the analysis of the Design Workshop transcript in particular (see Appendix 

8-1 and Graham et al., 2006) but these “needs” (ibid) were not immediately evident 

from the interview and site visit data. Thus the notion of locale supported description 

and rhetoric to a limited extent. Biography captures the attention to individual 

residents and their particular conditions by staff and the need to manage these 

conditions at the setting. Orders and ordering capture the sentimental order among 

staff and residents required to manage their conditions. There was also evidence for 

the need for informational order because of legal requirements for community 

mental health care and the awareness work that was being performed through SPAM 

for example. 

The themes above also illustrate that notions of membership (of a particular social 

world for example), particular artefacts (a task list, a Diary), and boundaries 

(between staff at the site and external members of the MDT for example) are 

important in the care work involved at the setting. The importance of regular, 

repeated cycles of work and planning for particular possibilities is also evident – 

giving out medication at particular times for example – and the obligations staff felt 

toward residents and their awareness of and indeed responsibility towards individual 

residents’ biographies. These individual biographical trajectories or illness 

trajectories co-exist with and have particular dependencies on the care trajectory 

which is both distributed and shaped in a particular way – through the articulation 

work involved in meetings and phone calls for example. These different illness 

trajectories, for example, have particular shapes (e.g. chronic, cycling) and 

historicity (e.g. profound and impacting on the future) that both determine and are 

determined by the cycles of repeated action and interaction and the possibilities for 

the future. This kind of articulation work, particularly for a distributed trajectory, 

occurs across different localities. 
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6.6.3 Probe data 

Sam’s Message Book included four entries and two loose sheafs of paper. Tony did 

not add anything to his Message Book. The entries and the interview afterwards 

showed that Post It notes (see Figure 6.24 below) were used to: assist with collection 

of medication from the local clinic (residents initials were used for residents’ names 

due to concerns with confidentiality); the names and mobile numbers of staff 

members from other projects so they could be tracked down for a course; “…quickly 

jot down info” (e.g. lunch orders); pass on resident requests (e.g. to acquire “kitchen 

utensils” for a flat); and pass on information to the next shift (e.g. “142 now has 

power on.”). 

 

Figure 6.24: Example PostIt Note 

Table 6.75 summarises the returns from the Photo Diary presented in more detail in 

Tables 6.76–6.79. The numbers in parenthesis describe loose photos that Tony 

included with his Probe return. 

Participant (P)> Sam Tony Total 
Notices on walls 2 3 5 

Pictures on walls 0 2 2 

Visible artefacts 8 5 13 

Invisible artefacts 2 0 2 

People portraits 1 0(3) 1(3) 

People working 1 1 2 

Workplaces views 3 1 4 

Total 17 12 (3) 29 (3) 

Table 6.75: Summary what was depicted/described in the two probe returns 
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In this analysis the Photo Diary entry is the unit of analysis. In Sam’s return I 

described Entry 5 under Visible artefacts and Workplace views and Entry 8 under 

People working and Workplace views. Thus his 15 entries have 17 descriptions. In 

Tony’s return I described Entry 7 under Visible artefacts and Notices on walls and 

Entry 8 under Visible artefacts, People working and Workplace views. Thus his 9 

entries have 12 descriptions. 

P N
o 

Photo Caption N
o 

Photo Caption 

Sam 3 

 

Temporary 
message left on 
chalkboard 

[“GONE FOR 
MEDS…” written 
on chalkboard] 

13 

  

Notice boards, 
rarely updates, 
rarely looked at? 

Tony 2 

 

A notice board for 
residents at The 
Hostel 

 

3 

 

A list of useful 
telephone 
numbers and 
emergency 
numbers, contact 
numbers. i e Day 
centres, Hostels, 
Hospital wards, 
Social workers, on 
call managers 

 6 

 

a selection of Art 
Work that a Hostel 
resident has made 
during one of his 
many art classes, 
that he attends 
weekly 

7 

 

a Picture of the 
staff rota, this tells 
staff what shift 
patterns that they 
are on, where they 
will be working 
and with who. 

Table 6.76: Probe entries grouped under Notices on walls and Pictures on walls 

Notices on walls type entries (Table 6.76) depicted the main noticeboard for staff 

(Sam, Entry 13) and residents (Tony, Entry 2). Other Notices on walls entries 

indicated that telephone numbers (Tony, Entry 3) and staff rota information (Tony, 

Entry 7) was made visible at the setting through sticking printed out pieces of A4 

paper in visible places. Sam also wrote “Whiteboard listing name of residents in each 

flat/bedsit, their GP’s name and their consultant name” in Entry 5 (see Table 6.76 

above). These entries show that staff used a chalkboard and whiteboard to make the 

location of particular staff  (Sam, Entry 3) and particular resident information visible 
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for the staff working there. Pictures on walls (Tony, Entry 6) indicates that residents 

also use the walls to display personal artwork. 

Sam, when interviewed, noted how the chalkboard in the office (Table 6.76 above, 

Entry 3) was useful for indicating where each staff member was (e.g. “I’m in flat...”) 

and where particular important objects were (e.g. “the medication is on the...”). He 

also described how staff stuck PostIt notes to the chalkboard and that he might place 

PostIts on the office computer, on the desk and or hand them over in person at 

handover and/or pass the message on verbally. He described how “the system works 

quite well” and noted that sometimes information from the previous day was passed 

on this way. Sam also noted that PostIt notes were used for “short-term” purposes as 

opposed to daily reports that were used for more “long-term” purposes. 

Sam’s Entry 13 promoted some discussion about notices and communication: Sam 

noted how he would go around to tell people about public events and sometimes 

would put fliers through people’s doors. He described how some residents would 

rarely visit the office and that they would “live their own lives”. Sam also described 

how a list of telephone numbers would be useful – so he just needed to glance up to 

get information. He also described how staff stuck photos on the wall of the office. 

He noted that one edited photo, depicting some staff as “the four witches”, had been 

stuck to the wall of the office as part of the “fun and banter” that existed there 

As shown in Table 6.77 below entries grouped under Visible artefacts depicted notes 

on paper (Sam, Entry 1), a medication file (Sam, Entry 4; Tony, Entry 9), staff 

drawers for passing information on (Sam, Entry 5; Tony, Entry 4), a phone number 

book (Sam, Entry 6), a Diary and Communication Book (Sam, Entry 7; Tony, Entry 

9). The Communication book from the Flats was “…taken to the Hostel every night 

in case staff need to pass on information to the Flats’ day staff” (Sam, Entry 7). 

Other visible artefacts included SPAM (Sam, Entry 10), CCTV for monitoring the 

setting (Sam, Entry 11) and an Intercom (Sam, Entry 14). Thus the visible artefacts 

from the probe returns mainly assisted with the communication of information and 

the monitoring of residents. Invisible artefacts (Table 6.78 below), on the other 

hand, described pictures of things that were generally kept hidden away in cupboards 

and cabinets such as hard copies of client files. 
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P N
o 

Photo Caption N
o 

Photo Caption 

Sam 1 

 

Notes written on 
paper used to 
pass information 
from telephone 
conversations 
onto other staff 

4 

 

Medication file. 
Signed when 
medication is 
secondary 
dispensed to 
residents when do 
not self medicate 

 5 

 

Each member of 
staff at the project 
has a pigeon hole 
where information 
is left so they will 
receive it. 

6 

 

Phone numbers 
kept in this book 
for quick 
reference. Book 
always kept in top 
drawer of desk 

 7 

 

Large desk 
diary…used 
everyday each 
day entry ticked 
when 
completed…infor
mation written in 
here to pass on 
messages etc. 

10 

 

Spam, Spam, 
Spam, Spam, 
Spam, Spam, 
Spam, Spam 
everybody loves 
Spam  

 11 

 

CCTV monitor 
staff noticed an 
unsavoury 
character visiting 
a resident 

14 

 

Intercom from 
main door, each 
bedsit also has 
intercom to front 
door. 

Tony 4 

 

a picture of staff 
draws, where info 
can be passed on. 
i e wage slips, 
Dates for courses, 
Info from other 
agencies 
regarding 
residents 

 

9 

 

A Picture of all 3 
Information 
Packages that 
help staff do their 
daily tasks. 
Without these 
Books it would be 
quite difficult to 
know what was 
happening around 
the house 

Table 6.77: Sample of (10/13) Probe entries grouped under Visible artefacts 
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P No Photo Caption N
o 

Photo Caption 

Sam 2 

 

Looking in 
residents’ files for 
information. Hard 
copies in filing 
cabinet, 
information also 
kept on office 
computer. 

12 

 

Archived residents 
information kept 
by law 

Table 6.78: Probe entries grouped under Invisible artefacts 

In the interview about his Probe returns Sam described, when referring to his Entry 1 

(Table 6.77 above), how information was passed among people “all the time” and 

how information was “flying backwards and forwards”. Sam then described how 

medication was “all confidential” and information about this was not kept on the 

walls. He also described how notes about residents were all confidential and how 

only initials were used to represent residents. When referring to Entry 6 (Table 6.77 

above) Sam noted how staff used the telephone to contact “the pharmacy” and make 

certain appointments for residents at the setting. Having ready access to these 

telephone numbers was important. When discussing Entry 11, Sam described how 

the facility was having a lot of problems and that the CCTV was being used to 

monitor who was visiting the residents. He gave the example of one person who had 

tried to sleep on a resident’s couch – this could be a problem as this person could 

exploit the resident. 

People portraits and People working (Table 6.79) included photos of staff (Sam, 

Entry 8; Tony, Entry 8) and residents (Sam, Entry 9). In the interview Sam, when 

referring to Entry 8 (Table 6.11) categorised under People working, noted that staff 

sometimes update the daily reports as they go along in the day. He also described 

how, when he was typing up reports, he needed time to think and to think clearly as 

staff had to monitor residents’ ongoing problems. Sam described how the first thing 

he did when he arrived was read the daily reports and “get up to speed” with the 

residents. Sam noted how one resident was currently very ill so he had to keep up-to-

date. He noted how it was currently “really fraught” with one resident so everyone 

had to be “on-the-ball”. When discussing Entry 9 categorised under People portraits 

(Table 6.79) he noted that staff liked to talk about the staff rota – they asked who 

was on. The Manager thought they had every right to know about this. He also 

described how the residents have “favourites” and this affects whether they come to 
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the office or not (as in the above photo). He noted resident behaviour varied in this 

regard: some would stay in their flats unless encouraged otherwise; others would “do 

their own thing”. At that time one residents needed to be checked on regularly 

because he was “going off”. 

P No Photo Caption N
o 

Photo Caption 

Sam 8 

 

Staff member 
busy updating 
daily reports 
during the shift. It 
is often easier to 
do the reports as 
and when things 
happen especially 
if it busy and there 
is a lot happening 

9 

   

Resident enjoy the 
hospitality and 
banter with staff. 
Residents often 
come to the office to 
pass on information 
or ask staff for 
information and/or 
make appointments 
for them. 

Tony 8 

 

Staff Busy at 
Their Duties, this 
includes looking 
at the Diary for 
daily 
appointments for 
the residents, a 
tick list of Duties 
that each shift 
must carry out. 

    

Table 6.79: Probe entries grouped under People portraits and People working 

 

Figure 6.25: Sam’s 15th Entry – “THE NERVE CENTRE” 
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Workplace views, where the ecology of the setting was depicted, also included 

People working on two occasions (Table 6.79: Sam’s Entry 8; Tony’s Entry 8). 

Sam’s photo depicting the Flats’ office attracted the following entry: “THE NERVE 

CENTRE!!!” (Figure 6.25 above). 

During the interview Sam noted how a member of staff’s shopping was included in 

Figure 6.25. He also described how the office environment had lots of paper, 

describing how the amount of stuff on paper and PostIt notes (see Figure 6.24 above) 

was “unreal”. He noted again that PostIt notes were used a lot, mainly for messages. 

He also noted that it was “a handy thing to do” as a pen and PostIt noted were “easy 

and accessible” and that information on PostIt notes was sometimes transferred to 

daily reports, depending on how important it was. Sam also noted that he stuck these 

notes on the office computer or on the desk. He also noted that pass these notes on 

physically at handover or pass the information on verbally. 

Comment 

Broadly the Probe returns and interviews showed the importance of notices and 

making information visible (Notices on walls, Visible artefacts) and various files 

and information artefacts such as medication records, PostIt notes and a book of 

phone numbers (Visible artefacts, Invisible artefacts). Staff used these for recording 

information regularly and for managing ongoing work and controlling the visibility 

of information to particular people e.g. colleagues, residents, regulatory bodies. The 

interview with Sam in particular showed the importance of “information work” 

(Strauss et al., 1985) and the material objects used for this e.g. PostIt notes and 

different books such as the “Communication Book”. These objects exhibited 

particular mobility, “object mobility” and “communicative mobility” in particular  

(Urry, 2004:28): Sam commented when discussing his Entry 1 (Table 6.76) how 

information was passed among people “all the time” and how information was 

“flying backwards and forwards”. These mobilities brought with them particular 

obligations (Urry, 2003:163) e.g. for messages to be kept private or made visible in 

particular ways to particular people. In addition, particular artefacts at work in the 

environment exhibited different affordances for Sam.  PostIt notes were “handy” and 

“short-term” (Sam), reports were more permanent, longer term.  

The Probe data also showed the importance of particular cycles of repeated actions at 

the setting. Some of these, the staff rota for example, were made visible through talk 
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and notices. The returns also showed how such cycles and their visibility were part 

of the process of managing the relationship with residents: through making visible 

the staff rota for example. The returns indicated the importance of the everyday 

banter involved in maintaining that relationship – through the sharing of a humorous 

photograph for example – and of very ordinary routines, such as going shopping and 

visits. 

The Probe returns showed the importance of the ecology of the setting and how 

individual artefacts were placed and moved and how they were integral to the 

“information work” (Strauss et al., 1985:251) staff performed e.g. “updating daily 

reports” (Sam, Entry 8, Table 6.79). The activity and work occurring at the setting 

through the photos of staff in particular became evident. Overall, however, the 

returns and the interview gave a strong sense of the “information flows” (Sheller & 

Urry, 2006:1) at the setting and how these were supported by books, PostIt notes and 

information in the environment. Sam writing “THE NERVE CENTRE” and taking a 

photo of the office at the Flats (Figure 6.25) reflected how important he regarded this 

area as a nexus for message exchange and, more generally, the importance of a 

particular place configured in a particular way. Thus this social world has particular 

resources (e.g. resident medical records) and media (telephone, PostIt notes) that are 

available in particular ways. 

The Probe returns show that the relationship between “information artefacts” (Green, 

1991) and the care trajectory is not as simple as objects having particular capacities 

for holding information. The returns showed they were often integrally involved in 

the care trajectory through careful placement and use at particular times e.g. the 

writing of information on a PostIt note for use at handover or its placement on the 

office computer for example. These formed part of the accomplishment of the social 

world.  

6.7 Discussion 

“Curiously enough, however, there has been very little focus on the passing of 

information as a special aspect or form of work. Of course, reference to information 

work is made in other terms, as in our own previous writings about the concealment of 

information or what gets written into or omitted from medical charts (Glaser and 

Strauss 1965; Fagerhaugh and Strauss, 1977), but this kind of reference does not 

represent a steady focus on information work as such. On the other hand, traditional 

approaches to information systems and information theory seem not to have been very 
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useful for sociologists’ study of work, the chief reasons being, perhaps, that 

organizational and situational contexts are underplayed and that the meanings of work 

to the workers are not an important consideration in those approaches. As E. Gerson 

(1981a) has noted, the flow of information involves reflexivity and often sentiment, 

each needing consideration in the analysis of information work.” 

[Strauss, Fagerhaugh, Suczek and Weiner, 1985:252-3] 

Strauss et al. (ibid) point to a general weakness of my treatment of trajectory until 

this chapter and especially in the last case. I have been biased towards action in-the-

world and viewed ICTs in terms of support for real-world, physical work and less 

in terms of performing their own work distinct from other work e.g. articulation or 

sentimental work. Thus the analysis in Chapter 4 (Case A) focused on traversal, both 

through the real world via body work and through a mobile system via digital work 

(an extension of Strauss et al’s (1985:40) notion of “machine work”). This focus 

neglected the analysis of action and interaction in a particular social and 

organisational context e.g. using public transport to go to a real meeting. This was 

inevitable given the nature of the study that examined the physical aspects of being 

mobile in particular. However, this is a neglect I wish to redress here.  

It is not difficult, however, to take the view that the maps and timetables presented 

by GPSBoy were information supporting a core, physical trajectory. Even with this 

focus on work in-the-world, which the category 1.2-Interaction trajectories mainly 

addressed, traversal was neither independent nor simplistic. Traversal involved 

reconciling many things, such as position on a map in the system with physical 

position in the world and an affective response. These are the kinds of “reflexivity” 

(e.g. awareness of actions in-the-world) and “sentiment” (e.g. anger, frustration) that 

Strauss et al (1985) describe. The data and analysis presented here points to the 

importance of different issues. I identified these at the end of Chapter 4 and Chapter 

5 in particular: temporality, (mobile) work and place and their relationship to 

people and ICTs, central concerns of HCI and CSCW. 

I suggest that the theoretical notions deployed to date – social world, biography, 

orders, trajectory, locale and even work – at least when deployed in isolation, do not 

account well for what is going on at this particular setting. The “Comment” sections 

at the end of sections 6.6.1 SPAM use categories, 6.6.2 Interview themes and 
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6.6.3 Probe data have already described some concerns. Here I wish to consider 

these and which notions to carry forward to the next case. 

The SPAM logs point to the need to consider information work in terms of the 

broader context of the organization and the social interaction, awareness and 

visibility it supports. For example, examining the messages on the Saturday of the 

first week that messages were analysed (see Figure 6.21) – the day with the most 

messages sent/received over the whole 7-week period – shows that 14 of the 17 

messages concerned Social Interaction and of these eight were either Playful abuse 

& sarcasm or Humour with the other six being Sharing info & resources. These 

messages suggest that there is more than care trajectory management through 

traditional notions of work being performed through this simple technology. This 

frequency also suggests there is more to workplace interactions than simply 

exchanging and managing information. Instead it suggests the importance of the 

“work of working” (Pinelle et al., 2004:3) involved in coordinating work across 

different locations. The message in Table 6.33 was sent from an unknown mobile 

and the message in Table 6.11 was sent to Location B’s mobile. However, even 

texting from a mobile involved contact beyond mere information work – the message 

in Table 6.33 asked for the kettle to be put on. 

The interview data, along with a temporal view on the SPAM logs, points to the need 

to attend to the particular temporal features of work – its history, its repeated 

patterns, and its management of future contingencies. Figure 6.21 and Table 6.46 

suggest there are “temporal rhythms” (Zerubavel, 1979) and patterns to work, such 

as handovers scheduled at particular times. It also suggests particular patterns to the 

sending of messages such as a spike in the frequency of messages on three Saturdays 

when there are soccer games televised. This points to shared perceptions of particular 

times across the two distributed locations (e.g. Saturdays as being football days) and 

the need to consider these perspectives on time when rationalising information work. 

The interview data points to the shared concerns and particular configurations of 

people that drive the work over and through time i.e. a responsibility for “shared 

care” and local (staff on shift) and distributed teams (MDTs). This is a delicate issue 

as information transfer among staff has to be managed across shifts, days and weeks 

and locations due to staff and resident mobility e.g. staff moving between sites, new 

residents arriving. However, the manager, Jo, indicated staff mobility had been 
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reduced at the time of the interviews. The management of work and information 

extended beyond the low-level task lists provided by the management to staff (see 

Figure 6.23) to the formulation of higher-level schemes in the form of Care Plans and 

a general ethos among staff of encouraging independent living among residents. 

This, as indicated at the end of Chapter 4 and 6, points to any modified notion of 

trajectory+ not only having to consider different forms of work (e.g. information, 

sentimental, body, digital) but also work at different levels of granularity e.g. “Clean 

and restock bathrooms” against “Prepare verbal handover for late shift staff” (Figure 

6.23). This is not to say that high-level work can be deductively reduced to a 

particular series of sub-tasks or that one form of work is more valuable than another. 

The claim is weaker: that work can be described on the level of specific 

unambiguous actions and more broadly and the relationship between these levels of 

action needs to be attended to along with the broader function of the work (e.g. to 

comfort, exchange information). Thus, the SPAM data informs us about lower level 

actions concerning information exchange at particular times but it is necessary to 

consider higher-level, more global action such as care work to describe them or talk 

about them effectively in the context of the socio-temporal context of the 

organisation. That trajectory+ supports these different levels of description and a 

general sense of where the work is going without committing prematurely either to 

work happening or being temporally structured in a particular way is a strength not a 

weakness. 

The Probe data emphasises the need to consider the particular information work at a 

setting: (1) how it is orchestrated through the particularities of the locality of a place 

(e.g. the position of a chalkboard, the conventions regarding use of abbreviations); 

(3) the particular mobilities of objects (e.g. PostIt notes); (3) the physicality of 

people (e.g. to location of staff, The Manager’s proximity to a fax machine); (4) how 

this is achieved through particular media with particular affordances and 

expressiveness. It also indicates the importance of considering the visibility and 

availability of these same objects within the context of the social world in which they 

operate. That there are “information flows” (Sheller and Urry, 2006:1) at the setting 

through the mobility of objects (e.g. PostIt notes) became evident through the 

interview with Sam in particular. 
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It is thus important that any reformulation of trajectory account for these concerns. 

In the next section I reflect on these issues and sketch a theory of distributed (care) 

trajectory that I will take forward to the next case. 

6.8 Conclusion 

Recalling the strengths and deficiencies of trajectory identified at the beginning of 

Chapter 5 (“5.2 Issues and Responses”) this case has confirmed that even when 

strengthened by the notions of social world, biography, orders and the notion of 

place embedded within locale (trajectory+) its strengths still lie in: (S1) its account 

of transformation and change at a setting; (S2) its account of plans (through the 

notion of trajectory scheme in particular); (S3, D1) its account of the individual and 

the group experience (through biography and social world in particular); (S4) its 

attendance to the flow of events (again through trajectory phasing). 

Trajectory+ has also addressed four of the deficiencies identified in Chapter 5. It 

considers both collective and individual perspectives through social world and 

biography. It has drawn attention to the (D6) granularity of different action, 

interaction and orders at the setting: a general, high level concern with residents 

care and well-being as well as lower level actions contributing to these concerns e.g. 

coordination, exchange of information etc. Through considering the different forms 

of work involved in sustaining a trajectory, it now accounts for (D2 and D3) 

sentimental work, digital work, body work as well as reconciliation work even if both 

digital and reconciliation work were less evident at this setting. 

However, trajectory+ still fails to account well for: (D4) the influence and 

particularities of place and locality; (D5) resources and artefacts and their 

transformations and affordances; (D6) relationships between different forms of work 

(e.g. information work and sentimental work), even though it has drawn attention to 

these. It also needs to be better formulated (D7) to support consistent use and 

application. Thus, the analysis presented here shows that not only should any 

reformulated notion of trajectory+ account for the coordination, communication and 

exchange of important information involved in carrying out work (articulation work) 

but also how this work relates to sentimental and emotional consequences 

(loneliness, frustration etc.) of the trajectory as this work stretches over time and 

place. In addition, as Case A also showed, people’s changing proximity to and 
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relationship with particular objects and artefacts, such as a street sign (Case A) or a 

fax machine (Case B), is also important. 

Core to distributed (care) trajectory is what (i.e. how many, to what degree) forms of 

work are involved e.g. information, sentimental, reconciliation, digital, physical. 

This attracts attention to the core work and aligned work at the setting and what the 

relationship between these forms of work is. How (i.e. through which practices, 

technologies etc.) these different forms of work are made visible and available is also 

important. This attracts attention to the resources, artefacts, tools and practices that 

support the trajectory (see below). The shape of (i.e. how long for, when from, how 

far into the future) the trajectory is also critical – its historicity and regular cycles (if 

any), the possibilities it points to and the schemes in place for its management are 

important. This attracts attention to the history and its consequences, as well as the 

regularly occurring “rhythms” (Zerubavel, 1985) and circumstances around and 

future path of the trajectory. The importance of the players in this trajectory, their 

roles and relationships is captured through the notion of social worlds. These worlds 

are variously coupled to locations and localities. Social world mainly addresses who, 

what with and where type questions. Members of a social world utilise particular 

media and resources and have particular roles and practices as well as their own 

biographies. Together these form an accomplishment. Both members and media have 

particular mobilities. 

 I consider this reformulation of trajectory+ (T+) as distributed work trajectory 

(DWT) not a Theory but a “way of looking” (Randall et al., 2007) at the world, a set 

of practical “reminders” (Wittgenstein, 1953:127). As such, they may seem nothing 

more than a fusion of Strauss’s (e.g. 1976, 1978, 1993), Fitzpatrick’s (1998, 2003) 

and Urry’s (e.g. 2003, 2004) work and as perhaps too broad, accounting for both 

everything and nothing – at once being too complete and not specific enough. 

However DWT addresses many of the requirements for a theory of mobile work 

identified at the end of Chapter 4 and 5, both capitalising on the strengths (S) of the 

original notion and addressing the deficiencies (D) – Table 6.12. 

• it addresses key temporalities in the workplace e.g. regularities through the 

notion of cycles and the past contextualising present through historicity (S1, 

S4); 
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• it accounts for coordinated, collective work e.g. through the notion of social 

world (S3, D1); 

• it considers different forms of work (D2, D3): who is doing it through social 

world members (S3), what it is (D7), how it is managed via schemes (S2) and 

its consequences (historicity) (S4); 

• it addresses the individual and the social networks in which they are engaged 

e.g. social world players with particular roles (S3, D1); 

• it has a consideration of space and place e.g. through the notion of localities 

(D4); 

• it addresses the heterogeneity of artefacts (D5) used to accomplish mobile work 

through media and resources – this is a much stronger characterisation of this 

feature of mobile work than “quite complex technologies” (Strauss, 1978:122). 

No Strength/Deficiency T+ DWT 
S1 change, transformation ! !! 

S2 plans, action ! ! 

S3 individual/group ! !! 

S4 temporal flow of events ! !! 

D1 individual/group experience ! !! 

D2/D3 different forms of work " " 

D4 place ! " 

D5 artefact role/transformation ! " 

D6 levels of action/interaction "/! ! 

D7 trajectory form/definition ! " 

Table 6.80: Summary of trajectory+ (T+) and distributed work trajectory (DWT) strengths and 
weaknesses 

Thus, this reformulation of trajectory+ is also a considerable progression in terms of 

its form (D7 in Chapter 5) i.e. its particular presentation and synthesis of trajectory+ 

notions. However, as Table 6.80 helps to illustrate, although I have shown DWT is a 

theory that has some descriptive and rhetorical power in settings involving various 

degrees of mobile work and ICTs four main questions remain regarding: (Q1) work 

and trajectory; (Q2) different trajectories; (Q3) artefact transformation; (Q4) 

“information flows” (e.g. via messaging as in this chapter). These questions are 

refined and mapped onto the different strengths and deficiencies of trajectory+ and 

DWT in Table 6.81 below. 
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No Strength/Deficiency Questions emerging No 
What is the relationship between work and trajectory? Q1a S1; S4; 

D2; D3; 
D6; D7 

change, transformation; temporal 
flow of events; different forms of 
work; levels of action/interaction; 
trajectory form/definition 

What is the relationship between different 
trajectories? 

Q1b 

How do particular notions (e.g. cycles) apply to 
different types of trajectories? 

Q2a 
S2; S4; 
D6; D7 

plans, action; temporal flow of 
events; levels of 
action/interaction; trajectory 
form/definition What is work’s processural character? Q2b 

S1; D5 change, transformation; artefact 
role/transformation 

What are the key transformations in artefacts 
involved? 

Q3 

S4; D2; 
D3; D4 

temporal flow of events; different 
forms of work 

What are the key “information flows” at a setting? Q4 

Table 6.81: Key questions concerning distributed work trajectory mapped onto the strengths (S) 
and deficiencies (D) in Table 6.80 above 

Thus these questions address key gaps in DWT: D2, D3, D5, D7 and D7. In addition 

to these deficiencies, DWT also enforces almost a historical, detached view on a 

setting (perhaps because it represents a “bracketing” (Sharrock and Anderson, 

1986:19) away from the actual phenomena). How it enforces attention to, description 

of and rhetoric around the member’s “point of view” (Crabtree et al., 2000:671), or 

the user experience cannot be established firmly at this stage. This issue in particular 

will be considered both in the field work described in the next chapter and in Chapter 

8 when considering mobile trajectory’s usefulness in design-oriented activities. 

In the next chapter (Case C) I will both reformulate DWT into mobile trajectory (as 

shown in Table 3.2 in Chapter 3) and evaluate this new version through applying it 

to a new setting. This setting again involves community mental health care, although 

in this case staff’s work is highly unpredictable and emergency in nature. Staff are 

also highly autonomous and mobile because they treat people with acute mental 

health problems in their own homes. This means they have to manage temporal 

asymmetry, spatial dislocation and distributed client information on an ongoing 

basis. Thus the next case, Case C, focuses on DWT’s descriptive power and 

rhetorical power (Halverson, 2002). 
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7.1 Overview 

“Ultimately we are managers of risk.” 

[Clinician at fieldwork site] 

 

This chapter presents an ethnographic study of psychiatric clinicians working in the 

community in a large metropolitan area. It provides an appropriate capstone to the 

settings in Case A (Chapter 4) and Case B (Chapter 6) because, as just presented in 

Chapter 6 and at the end of Chapter 2 and throughout Chapter 3 (Table 3.2 in 

particular), it addresses issues with both the physicality, heterogeneity and 

disjuncture of mobile work. Specifically, it addresses the aspects of mobile work 

shown in Table 7.1: 
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No Being mobile theme No Being mobile theme 
(1) physical movement (7) temporal flow 

(2) change of location (8) (dis)connection to/from resources 

(3) uncoupling of space and (inter)action (9) moving through heterogeneous topologies 

(4) transformations (10) affording particular technologies 

(5) different forms of work (11) different modes 

(6) temporal flow   

Table 7.1: Being mobile themes addressed in this chapter 

This chapter also develops mobile trajectory (presented in the next chapter) through 

applying and extending distributed work trajectory (DWT) presented in the previous 

chapter. Of particular interest is how DWT can be advanced to account for more 

sophisticated mobilities than those presented in the last chapter, physical and 

communicative (Urry, 2002; 2004) mobilities in particular. Thus, in this chapter I 

test if DWT is an effective “way of looking” for fieldwork. The approach is more 

singularly ethnographic than in both Case A and Case B, supporting the theoretical 

development (Table 7.2 below) required. It is the only case not to deploy a grounded 

analysis of some kind because the versions of trajectory presented here and in the 

next chapter aim if not to replace then to supplement that form of analysis for mobile 

work. 

Data Analysis Output Role 
6 informal and 7 formal interviews 

11 extended observations 

2 peer debriefs 

Ethnographic 
& Strauss-

informed 

Notes and 
ethnographic 

report 

To critique distributed 
work trajectory & evolve 

mobile trajectory 

Table 7.2: Overview of this chapter’s data, analysis and output 

7.2 Introduction 

This chapter, through the choice of a “perspicuous setting” (Garfinkel and Weider, 

1992:184), supports the further development of the notions seeded in Chapter 5 and 

evolved through the data presented in Chapter 6 (Case B). I describe the extended 

movement and contingencies involved in community mental health care, supporting 

exploration of the more physical aspects of mobile work and the mobile work themes 

regarding change and temporality (Table 7.3 below). 
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Aspect Mobile work theme 
Physicality (1) physical movement; (2) change of location; (3) uncoupling space and 

interaction; (9) heterogeneous topologies; (11) different modes (e.g. walking, 
“automobility” (Urry, 2000)) 

Change (4) multiple worlds; (5) transformations; (10) affording particular technologies; 
(8) (dis)connection to/from information & resources 

Temporality (5) transformations; (7) temporal flow 

Table 7.3: Aspects of mobile work considered in Case C 

Mobile clinicians at this setting were also involved in particular biographies (e.g. 

their own, other clinicians’, clients), different kinds of work (theme (6) of mobile 

work), which was contingent (e.g. with regard to their physical trajectories and 

information work), and the management of the mental illness trajectories of a large, 

distributed client group in the community. They were mobile in an information rich 

environment (the Operations Room) and used various mobile artefacts (e.g. phones, 

maps, client files). Thus clinicians were both distributed and mobile, worked in 

different groups configured in particular ways (depending on e.g. shift), had 

particular patterns and cycles in their work (e.g. handover) and utilised various 

resources (e.g. client information) and media (e.g. voice). I could therefore explore 

the questions presented at the end of the last chapter through this case (Table 7.4). 

No Question 
Q1a What is the relationship between work and trajectory? 

Q1b What is the relationship between different trajectories? 

Q2a How do particular notions (e.g. cycles) apply to different trajectories? 

Q2b What is work’s processural character? 

Q3 What are the key transformations in artefacts involved? 

Q4 What are the key “information flows” at a setting? 

 Table 7.4: Questions explored through this case 

7.3 Background 

7.3.1 Community mental health care 

 

In Chapter 5 (and in Appendix 5-1) I briefly described care work and community 

mental health care. I noted, referring to Bloomfield and McLean’s (2003) study of 

the effects of the introduction of Care Plans in the UK, how this domain requires 

time-space organization and the careful management of information. In such settings 

the mental health clinician is not only a provider of support with regard to the 
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client’s condition but also a mobile knowledge worker (Kakihara and Sorenson, 

2004) and information worker (Bloomfield and McLean’s, 2003). Thus mental 

health clinicians are involved in different forms of inter-related work. In addition, the 

case of mental health care in the community provides a good stretch for DWT as 

mental illness has particular trajectory-like features (and, indeed, trajectory has been 

deployed to describe dying and illness by Strass and Glaser (1970)): 

1. It, in a very real way, lingering and chronic and even terminal, thus it has 

“duration” that can be talked about (ibid:12). 

2. It also has a “shape” (ibid) which is reflected in how the support services 

experience them: as regularly cycling in and out of view; as being regularly in 

view; as being very irregular. Mental illness has to be supported both by highly 

skilled mobile workers and in place – in the home, in the ward and even in the 

community at large. 

3. It has a “perceived course” (ibid). This is less how someone observes it than the 

felt experience of the illness being difficult, harrowing etc. which, in turn, 

changes the way things are done e.g. medication plans. 

4. It has key “junctures” (ibid:13), evidenced by “sudden changes of symptoms and 

vital signs” (ibid:8). This requires a response from the mobile workers servicing 

the illness. 

5. It is often highly contingent and unpredictable and it requires collaborative work 

for its management. 

Various mental illness trajectories were thus something clinicians at the setting had 

to align their DWT with. Thus, because particular trajectories were at the heart of 

what they did day-to-day and this work operated across different localities which 

they travelled between, this case presented an opportunity to explore the relationship 

between trajectory, work, time and place. Finally, as Bloomfield and McLean (2003) 

indicate below, information, its trajectory and the observability it supports has a 

critical role to play in community mental health care settings: 

“When patients resided in an asylum they could in effect be observed at will, but in 

the context of care in the community this is no longer possible. Instead they are 

rendered visible though information. Visibility in this context acts as a condition for 

the exercise of control.” 

Bloomfield and McLean (2003:71) 
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7.3.2 The Setting 

ASSIST
1
 is an organization that specializes in the mental health care of young 

people. The YSG (Youth Support Group)
1
, the Acute team in particular, specialised 

in looking after young people suffering from acute psychiatric disorders (e.g. mania, 

depression, psychosis) in a large catchment area in a city in a developed country. 

They interacted with clients over the telephone, in their homes and sometimes at the 

organisation’s offices (e.g. if they were performing a mental health assessment). This 

interaction involved providing clinical support of various kinds – counselling, 

medication and assessment for example. ASSIST had three main parts: Triage, Entry 

and Acute. I006, one of the Information and Quality staff at the setting, described the 

difference between these different teams in an early interview on 10
th

 August 2005. 

I006: Clients started with Triage, then got a YSG assessment which was done by 

the YSG Entry Team. YSG Acute and Triage do the phone work and Triage 

decides if the client needs assessment. The assessment is done over the 

phone by senior clinicians so they can make a judgment. The Triage Form is 

filled out through this assessment. These cases are discussed at the Triage 

handover and that they may not get enough information from an assessment 

concerning if a client meets the intake criteria. [The precursor to ASSIST] had 

strict intake criteria and if someone is too psychotic, they won’t get in. The 

intake criteria include age (e.g. being 15-25), being in a certain catchment 

area, and the need for a particular kind of service (e.g. early intervention for 

[the precursor to ASSIST. These decisions were not made in isolation, but 

were made in the context of the team. In Triage clinicians need to be 60% sure 

that something is going to happen in order to admit a client. Clinicians 

considered issues like clients’ risks to themselves, risks to others, other care 

available in the area (e.g. a GP), and symptoms. YSG did a comprehensive 

assessment which includes a young person’s family and that it typically takes a 

few days. 

Table 7.5: Fieldnotes August 10
th

 – interview with a Information and Quality staff member 

An essential aspect of the organization was that, like the trust in the last chapter 

(Case B), it interacted with many other affiliated organizations (e.g. organizations 

specialising in the treatment of early psychosis, the in-patient unit) and external 

individuals and agencies (e.g. GPs, the police, translation services). The staff 

comprised one Coordinator and one Deputy Coordinator (these roles changed just 

                                                
1
 The name of the organization and the team researched have been changed to protect the identity of 

informants. Informants are referred to using a code e.g. I006. 
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before I started observing), Senior Clinicians and full-time and part-time Clinicians 

and administrative staff. Clinicians had varied educational and profession 

backgrounds – some were psychiatric nurses by profession and others were social 

workers. As the clinicians involved in this study were experts and were often using 

highly innovative approaches, they were accustomed to being studied by what they 

termed “researchers”. The fieldwork that I report on here focused on the Acute 

Team. The particular setting I report about no longer exists in its current form. 

There were many ethical constraints regarding this work, particularly regarding 

client and clinician confidentiality. Many of the participants were also suffering from 

“research fatigue” (quoting a Senior Clinician) by the time I got there. This meant it 

was harder to get approval for access to the setting. I had to submit two ethics 

proposals, one to the Hospital and one to the University as well as present to the 

YSG staff. The stakes were high at this setting. Several clinicians related how a 

client they knew committed suicide. 

7.4 Approach 

This case study departs from Case A and B in its use of ethnomethodologically-

infomed ethnography (Crabtree et al., 2000) at the expense of grounded approaches 

(Glaser & Strauss, 1968) to fieldwork and analysis. In the initial plan I sketched out 

4 phases: Orientation, Observation, Design and Presentation and Evaluation. I 

completed two phases: Orientation through observation, informal and structured 

interviews and Observation through shadowing and conducting a Design Workshop. 

The reality of the data collection is that it was difficult, at times gruelling and, more 

often than not, a little disturbing: clinician shift patterns changed regularly, there was 

little predictable about what could happen during e.g. an observation (or at times, 

even an interview). As this was a study of highly contingent mobile clinical work in 

the community I used the most ethnographic of approaches across the three cases – 

Case A, B and C 

7.4.1 Participants 

This case involved a total of 27 informants including 3 Managers, Senior Clinicians 

and Clinicians, 2 administrative staff and 1 researcher in this study. A key criterion 

for selection for the observations, which involved following work in the community, 

was that clinicians moved from the known environment of their office, or the 

Operations Room, to the unknown environment of the community. Thus I was able 
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to explore both the physical and informational aspects of being mobile as well as the 

themes pertinent to mobile work identified at the beginning of this chapter e.g. (Q2) 

features of work and trajectory. However, the selection of informants was simply 

opportunistic and depended on availability and willingness to be involved. 

7.4.2 Data collected 

Given the “sensitive” nature of the setting (Crabtree et al., 2003) the only form of 

data is anonymised field notes based on: visits (see Appendix 7-2 for an example); 

informal interviews (see Appendix 7-7 for an example) and; extended observation 

(see Appendix 7-6 for examples). The observational notes included sketches of e.g. 

room layouts (e.g. Figure 7.1 below) and of documents (e.g. Figure 7.5 below). I also 

collected documents (see Appendix 7-8) and recorded interviews (referred to but not 

transcribed).  

Data/Month Dec Feb May Jul Aug Sep Oct Nov Dec 

Visit(s) 1 1 1 1    1  

Informal interview(s)     6     

Formal interview(s)     4 3    

Observation(s)    1 2 1    

Shadowing      4 3   

Workshop         1 

Table 7.6: Timeline of data collected at the third setting 

I was involved with the setting from December 2004 until December 2005 (Table 7.6 

above). In the earlier and latter stages of the work I visited informally (indicated by 

the “Visit(s)” row), met with the management in December 2004 and May 2005 and 

engaged in email correspondence (e.g. Appendix 7-3, section A7-3.2). I also had to 

present an overview of the planned work to the YSG team in February 2005 before I 

could start collecting data (see Appendix 7-3, section A7-3.1). I collected most of my 

observational and interview data between July and November 2005 over which 

period I visited the main setting at least 20 times – all interviews and observations 

were at least in part conducted at the setting and the last two visits in November and 

December 2005 were to their new offices. I asked informants to fill out consent 

forms after reading the project description (Appendix 7-4). The Coordinator had 

circulated the project description to staff members before my work began. 

The organization moved offices during the study but this had little impact on my 

work as I had collected most of my data by this time. During my visits I conducted 
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six planned, informal interviews (see Appendix 7-7), seven semi-structured 

interviews lasting at least 35 minutes in length and totalling over six and a half hours 

(I did not transcribe these). I also conducted 11 extended observations: four of which 

totalled over eight hours and seven of which involved shadowing informants for at 

least several hours each. I discussed the first two observations with a peer subsequent 

to conducting them (see Appendix 7-9 for the transcription of one discussion). I 

facilitated one design workshop at their new offices in December 2005. A summary 

of the data collected is presented in Table 7.6 above. 

7.5 Data analysis 

“Examining the data is not a preliminary to analysis, it is the undertaking of the 

analysis. The examination of the audio recording must first address the questions: 

what are these persons saying/doing, and on what basis can one make those 

identifications?” 

[Sharrock, 2001:254-5] 

The approach to data analysis is inseparable from describing and talking about the 

setting and the purpose of this chapter. Initially, I approached the setting with some 

ethnomethodological indifference (Randall et al., 2007:33) in order to help establish 

which aspects of DWT in particular helped establish what was going on. Thereafter 

the approach to analysis was ethnomethodologically-informed with DWT being used 

when it was useful (e.g. in forming interview questions – Appendix 7-5) and 

discarded when it was not. The working out of what was going on at the setting did 

not involve a discrete, interpretive stage but an ongoing process of data collection, 

analysis and further data collection. I also presented some of my analytic work back 

to the clinicians through providing them copies of the first set of field notes I took 

(Appendix 7-6) and then a brief summative report (Appendix 7-10). Thus the 

analysis in this chapter marks a departure from the grounded analyses conducted in 

the last two cases (Case A and Case B), specifically the use of ethnographic data to 

inform theoretical development i.e. mobile trajectory. 

I have presented a detailed account of clinicians’ work including extended extracts 

from my field notes in Appendix 7-11 and a briefer account below in contrast with 

the more grounded approaches to analysis adopted in Chapter 4 (Case A) and 

Chapter 6 (Case B). This meets the need for “warrant” (Randall et al., 2007) and 

“probativeness” (Crabtree, 2001). In this case I am more concerned with examining 
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the ongoing temporal and spatial character of clinicians’ work – where they went, 

how they moved, how they used things, how they ordered their actions. An approach 

driven by developing categories approach does not capture this well, as shown 

through Case A (Chapter 4) and the discussion at the end of that chapter. I also wish 

to explore the purchase of DWT through using it to: 

- broadly describe and talk about (“descriptive” and “rhetorical power” – 

Halverson (2002)) the setting through, for example, relating parts of the theory to 

my understanding of the setting captured in the ethnographic report (Appendix 7-

11); 

- name the parts of this  theory that I think map onto key work and sequences of 

action at the setting. 

Thus my approach to data analysis and to the comparison between DWT and the 

ethnographic report I summarise below is to consider more broadly how this theory 

works at the setting without being constrained by the kinds of conceptual matching 

conducted through grounded analysis in Case A and B. In this case the enhanced 

notion of trajectory developed through Case A and B – DWT – is very much in the 

analytic work as opposed to being outside it as with trajectory and orbit and 

trajectory+ in Case A and B respectively. 

7.6 Results 

Below I summarise the key aspects of the ethnographic report in Appendix 7-11. The 

role of this section is to present key findings to support the critical discussion of 

DWT in the next section. 

7.6.1 The Operations Room 

The Acute clinical staff worked from one building, mainly using one Operations 

Room. Figure 7.1 below shows the layout of the clinicians’ room populated with 

eight clinicians during one particular handover. There were four whiteboards 

(“WB1-4”) in the space, a central table around which clinicians sat on swivel chairs, 

two large red files (“Ring binder 1-2”) placed on the table which clinicians regularly 

checked, four trolleys for individual client files to be placed in (“Moveable files 1-

4”), three computers (used for accessing a local client database, checking email etc), 

two landlines and six mobile phones (“MPn”). One mobile phone is red. This was an 

emergency help line number and clinicians referred to it as “the hand grenade.” Each 
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handover was centred around the main whiteboard in the room (WB1, shown in 

Figure 7.1 below), with the Coordinator of Deputy Coordinator orchestrating it 

 

 

 

 

 

 

 

 

LEGEND 

DC = Deputy Coordinator, Cn (e.g. C01) = clinician 
FW = fieldworker, MP = mobile phone 

Figure 7.1: Layout of the clinicians’ room 

The Coordinator had a separate office shared with the Deputy Coordinator. 

Clinicians were often highly mobile both locally within the workplace (see Figure 

7.2 below) and in the metropolitan area in which they worked: they moved about the 

facility they worked in, signing out client files, collecting medication, interviewing 

clients in interview rooms. They also drove to clients’ homes in the community, 

often conducting several visits in a row. 

Figure 7.2: One clinician’s movement during an 

observation 
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7.6.2 Handover meetings 

The last case illustrated the importance of handover meetings. Indeed there are 

professional guidelines produced by medical organizations regarding handover 

meetings (e.g. Australian Medical Association, 2008). During handover meetings the 

focus was the main whiteboard (Figure 7.3 below). I wrote in my field notes at the 

first observation (29
th

 July, 2005), referring to WB1 (Figure 7.3): 

Used whiteboard to start discussion on clients…There is a lot of action at the whiteboard. 

Excerpt 7.1: Fieldnotes 29
th

 July – the whiteboard at the setting 

Either the Coordinator or Deputy Coordinator orchestrated the meeting. I observed 

six handover meetings and discussed handover with informants during interviews. 

Handover meetings occurred in the morning (from about 7.30 a.m. to 9 p.m.), the 

afternoon (from about 1 p.m. to 3 p.m.) and in the evening. 

 

Figure 7.3: Main whiteboard in clinicians’ room (WB1) 

I described the process of handover in my second set of field notes from a visit on 3
rd

 

August 2005: 

The same process of moving from the top left down and then through the next column on the right, 

through clients one-by-one was followed. I003 facilitated this process. This time, the Triage Request 

column of the whiteboard was filled out. One of the YSG team present started to describe a client, 

starting at the top left of the board. I found out that if clients are referred somewhere else they are 

rubbed off the board…Again, they told stories ‘around’ individual clients. In the case of one client 

they had already planned particular action. They followed similar processes to those described in 

[the last observation] and mentioned confidentiality issues with regard to particular clients. The 

clinicians discussed client history, client behaviours, degree of certainty regarding certain claims 

regarding clients and facts and clinicians’ and others’ (e.g. family members) proximity to clients and 

their mental states. 

Excerpt 7.2: Fieldnotes from August 3
rd

 observation describing handover 

Handover meetings followed a pattern. Clinicians firstly established who a client 

was: 

Coordinator: Does anyone know [client name]? 

 

NEW AFTER HOURS CURRENT CLIENTS 

TRIAGE REQUESTS NEW REFERRALS & ASSESSMENTS  NAME AGE DATE SUBURB PLAN YAT Med/R OCD/OR CCM/DR 

   Date Notes & my additions 1 Client      

 A Client 1  booked to early 4/8, P/C, W/E        

 B Client 2  D/W …        

            

ENTRY            

 ASSESSMENTS IN PROGRESS        

  Date Age Notes        

 Client 3 17/7 19 
Away till 28/7 P/C 29/7 She has 
not contacted P/C …        

ALERTS            
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A clinician reads from the case file and relates events based on this information. 

Clinician 1: When was all this? 

Table 7.7: Fieldnotes 6
th

 August, 2005 – Establishing who a client is 

Then they determined a point of access. 

Clinician 1: How much can we rely on her sister? 

At this point a clinician noted that “the Step Dad” may be an interested point of access to the 

client. This is followed by a question. 

... 

Clinician: I think we have to talk to the Step Dad because he has tried to kill himself 

heaps of times. 

Table 7.8: Fieldnotes 6
th

 August, 2005 – Determining point of access 

Finally they decided on action (in this case putting a client’s name on WB2). 

Clinician 1: Is the name up there?” [referring to WB2] 

Clinician 2: No. 

Clinician 3: Well put him up then. 

Table 7.9: Fieldnotes 6
th

 August, 2005 – Recording a decision 

They also had to deal with incomplete information (e.g. a missing file) and manage 

uncertainty. In the extract below files could not be located or particular clinicians 

who knew the client were not present at handover or available. 

Clinician 1: His file isn’t here either. 

Clinician 2: Where would they disappear to? 

Clinician 3: Blame the new tracking mechanism. 

Table 7.10: Fieldnotes 6
th

 August, 2005 – incomplete information. 

A general comment regarding these features of their work is that they were highly 

collaborative in nature: clinicians often collectively pieced client information 

together, assessed risk and made decisions. There was a continual necessity to make 

judgments based on talk and evidence. In the extract below the clinicians collectively 

make the decision to “screen” a client due to the risk the client posed. 

The clinicians show genuine concern and express some uncertainty. 

Clinician 1: It sounds odd, we don’t know what is going on? 

Clinician 2: There’s a princess thing about her. 

Clinician 3: Hyperscreen might be good for her…We should at least do the screens on 

her…Do you want just to write that plan up there?” [referring to WB1] 

After this one clinician writes this ‘plan’ in the client file and another writes it on WB1. The need 
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to reduce uncertainty through assessment is evident. 

Table 7.11: Fieldnotes 6
th

 August, 2005 – Clinicians collectively managing risk 

They also used objects arranged and ordered in the space in (see Figure 7.1 above) 

which they worked: whiteboards and paper files in particular. The whiteboards such 

as those shown in Figure 7.2 (“WB1”) and 7.4 below (“WB4”) were extremely 

important. These both helped orchestrate decision-making and put decisions on 

display during handover.  

 

 

Figure 7.4: Second whiteboard in clinicians’ room (WB2) 

7.6.3 Clinician visits to clients 

Clinicians regularly visited clients in the community. This involved driving to 

clients’ homes. In fact I004 described clinicians’ work as “hospital in the home” 

(Table 7.35). Through observing 5 home visit sessions when clinicians worked in the 

community I established that visiting the client involved five stages: 

Stage Description Artefacts 
1 the assembly of things car keys, medication 

2 getting there and back street map 

3 pre-visit work client files, phones 

4 the home visit n/a 

5 afterwards client files, phones 

Table 7.12: Stages of visiting a client 

There were broadly two types of visits – routine and emergency. Staff 

collaboratively coordinated visits at handover meetings, performed visits in pairs 

(unless the client posed a low threat and the clinician was very experienced) and 

tended to group several visits together. 
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  AFFILIATE C 

I003’s Update 
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9.00 – Ward round 
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Case 
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In the excerpt below the clinician describes (1) the assembly of things. This excerpt 

is typical of clinicians’ “assembly” except that they often collected medication and 

ensured they had access to a street map. 

I021 walked me through what they had to do. She takes two phones, car keys and 1 pager. She 

describes how they need to know who the Consultant and Registrar are (“the big cahoonas”). She 

reads this from a notice to the right of the central whiteboard. She seemed genuinely happy with the 

psychiatrists on call: “He’s our consultant psychiatrist which is nice to know.” She photocopies the 

“scribble” [the notes that another clinician had made on a client]. She goes through the client’s 

name, description and highlights particular parts [of the “scribble”]…She fills out the whiteboard with 

names (indicating mine), phones, pagers…There is no client file so she just has the information that 

I002 took on the phone [the “scribble”]…She noted: “We have to take our YSG pack.” I021 looks at 

the referral form and writes on the whiteboard. 

Excerpt 7.3: Fieldnotes 17
th

 September, 2005 – preparing for a home visit 

With regard to (2) getting there and back, I002 noted on 14
th

 October how: “I reckon 

this is the thing we use the most – the <name of street map>”. This involved 

planning a particular route and discussing alternatives. 

I002: I’ve circled it. It’s in the middle of…nowhere. I hate that. 

They circle the <name of street map> regularly to indicate clients’ home locations. 

I012: Would you go via the freeway? 

They talk about whether to go on the freeway or through regular streets. 

Table 7.13: Fieldnotes 14
th

 October 2005 – I002 and I012 planning their route 

(3) Pre-visit work involved preparatory work in the car: discussing the client(s) 

through referring to the case file, preparing for likely contingencies (e.g. a family 

member not being able to speak English) and often further navigating. 

I005: Do you know [client’s name]? 

They discuss the client – a lot of humour. I005 looks up the <name of street directory>. 

I005: [It’s a] Lovely little pocket. We may have been there before. Go down the 

freeway, we can get off at the corner of Greek Road…It’s that area in Metro 

Suburb. 

They discuss the driver’s [I020’s] knowledge of that area. One is navigating, one is 

driving…I005 opens file, puts on glasses and reads case notes. 

I005: I think they’re Romanian. 

I020 discusses details through stories. I005 describes how assessed [the client] and another 

clinician…I005 has <name of street map> perched on his lap. He is reading particular things. 

I005: I’ll read a little bit more when we get there. 
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Table 7.14: Fieldnotes 17
th

 September 2005 – I005 and I020 preparing for a visit 

The home visit itself (4) depended entirely on the client and the severity of his/her 

condition. However, key concerns involved client classification and, through that, 

establishing risk, any immediate action necessary and longer term action. 

Consultation and even sometimes the administration of medication was often, but not 

exclusively, performed in clients’ homes e.g. clinicians might arrange a screening of 

a client at the ASSIST office as in Table 7.11 above. Either I020 or I021 noted the 

following upon returning to the car after a home visit. 

I020/I021 I think he’s a conduct disorder. His risk to self is pretty minimal. Such 

oppositional behaviour. Not psychotically driven: no drug affects; no psychiatric 

behaviours. I don’t think there’s anything we can do: the risks are minimal. 

  Table 7.15: Fieldnotes 26
th

 September 2005 – I020 or I021 commenting on a client after 

a visit 

In this excerpt they classify the client as “a conduct disorder”. They then call the 

Consultant Psychiatrist for advice who subsequently calls back to the mobile phone 

in the cradle in the car. This exchange followed. 

Clinician 1: Go on [Consultant’s name]. This is on speaker phone. 

Clinician 2: Hi [Consultant’s name]. It’s I020 from YSG here 

They go through threatening behaviour, recent history, use of drugs, disappearances from 

home, relationship between when needs not met and behaviour. 

Clinician 1: He seems ongoing. No biological symptoms. Family feel he is using 

amphetamines. We’ve sat him down and talked to him and we tried all our best 

material and it didn’t work. 

Table 7.16: Fieldnotes 26
th

 September 2005 – clinician soliciting advice from the Consultant 

In this extract, through the Consultant, the clinicians are establishing the risk the 

client poses. I noted the following regarding the outcome of the conversation. 

Seems like there’s not a lot of certainty. Point to particular behaviours involving knives but 

doesn’t seem enough to get into ASSIST view. 

Clinician 1: The parents have got to make the referral. They’re not going to be pleased 

with us… 

Clinician 2: Not looking forward to this. 

Table 7.17: Fieldnotes 26
th

 September 2005 – outcome of phone conversation between the 

clinicians and the Consultant 

Both the short-term and longer-term action in this case is complicated because the 

clinicians cannot refer the client to the Child Protection Agency due to being over 16 
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– he poses a difficulty for categorisation. I then noted the following regarding the 

decision-making process. 

The car has been used as a virtual conference room to support these decisions. The call being 

conference has been an excellent way to manage problem-solving in a difficult situation. The phone 

call involved confirmation of what they had established but the information they needed for referral 

was not ‘at hand’. I021 needed to peruse the file for some time to get the number she needed. 

Excerpt 7.4: Notes and reflections on the decision-making process 

Table 7.16 and 7.17 also show the importance of considering and examining 

observable behaviour. In an interview with I004 on 3
rd

 August, I noted (direct 

quotations are in quotation marks): 

The signs that clinicians look for are: “how they are presenting”; “verbal and non-verbal cues”; “if the 

client can’t be found”; if the client has been compliant with medication; if any attempt has been 

made to contact the…team. 

Excerpt 7.5: I004 describing important “signs” 

Follow-up (5) after a visit again depended on the individual client. For example, if a 

client was not at home a clinician dropped an ASSIST card into the client’s letterbox 

stating they had visited as happened on 14
th

 October 2005 during an observation of 

I002 and I012. I005 described what usually happened after a visit. 

I006: …the info they had gathered in the community would be transferred back to 

ASSIST by talking to the Shift Senior (I004 in this case), updating the case file, 

and updating the plan on the whiteboard. This would ensure the next shift would 

be equipped with particular information should a call come in. He also said that 

they would, in one case, call the Mum when they returned as they had only 

seen the client. They tended to interact with one family member but often it was 

more depending on the culture…I005 also indicated that they would update the 

visits and magnets on the whiteboard in order to prioritise clients. He noted that 

clients tended to move between particular services and that certain ‘disorders’ 

determine the service they are with. With the first client they described how it 

was important to note the client was stable at the moment and thus may need 

attention in the future but not at the current time (as the client’s condition tended 

to cycle). 

  Table 7.18: Fieldnotes 17
th

 September 2005 - I005 describing what happens after a series 

of home visits, after returning to the Operations Room 

Again the need to classify and refer the client, mitigate risk and establish short-term 

and long-term action is evident from this excerpt. 
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7.6.4 Other aspects of clinicians’ work 

The observation of I012, the Shift Senior (or person managing the shift) on 29
th
 

September 2005 extended 6 hours and consumed nearly 100 pages of A4 notepaper. 

This observation involved handover and work in the Operations Room, specifically 

writing up reports, fielding telephone calls from clients who needed help. During this 

observation I012 had use contact other services such including a translation service 

to counsel one client who believed her mother was sexually harassing her. His work 

did not involve being mobile in the community at all although he was locally mobile. 

The observation demonstrated three important aspects of clinicians’ work: (1) 

organising work; (2) managing risk; (3) collective remembering. 

(1) Organising work involved using information in the environment to structure 

work. 

I012: At this stage [he] will go through [WB2 – see figure 7.4 for an example] and 

see if other professionals need to be contacted: urgent assessments, who 

needs to be contacted urgently. Based on risk: suicidal people; people who 

have been unwell for years less likely to run into problems. 

Table 7.19: Fieldnotes 29
th

 September 2005 – I012 describing his work 

(2) Managing risk was a key part of clinicians’ work that pervaded most of what they 

did. I012 described this process of determining the risk clients were to themselves 

and others. 

I012: Ultimately [we] categorise in terms of risk: all part of [the] big picture where 

people who they (the service) don’t know are treated cautiously and 

conservatively…Risk does depend on [client’s] past – [the[ biggest predictor of 

doing something dangerous is having done something in the past…other 

family members and history. Ultimately we are managers of risk. Some people 

are chronically at risk but an admission may not actually do anything for them: 

clients may want to get admitted to self-harm when on the ward. 

Table 7.20: Fieldnotes 29
th

 September 2005 – I012’s description of the importance of 

determining risk 

The previous observations had revealed to me the mass of information cycling 

through the organization. I012 described the idea of (3) collective remembering: the 

clinician group as a whole providing “ongoing” and “stored knowledge”. 

I012: Often an ongoing dialogue over time and therefore person just coming in will 

not be able to track it all. Ongoing knowledge of [a] person that is explored and 

presented in the meeting – everyone in [the] service [has] gone through that 
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process. When person first comes onto [white]board demographic and risk 

factors [are considered]. Once that’s known they are rediscussed each time… 

Stored among clinicians, stored knowledge of presentations, risks and 

contexts. Sometimes there are things about a person that are “hooks for 

remembering”, things about [their] history. Names, nicknames [are] about [a] 

story that [is] unique or different e.g. “Knife Boy”. But once the name is 

involved can remember [the] rest of [the] story. 

Table 7.21: Fieldnotes 29
th

 September 2005 – I012’s description of “ongoing” and “stored 

knowledge” 

Thus, for I021, the clinicians, not files or electronic databases, were central to 

organisational “knowledge” of clients. 

7.7 Discussion 

In producing extracts from and discussing the ethnographic report in Appendix 7-11, 

I have returned to the broad questions posed at the end of section 3.4 in Chapter 3, 

questions that drove my choice of method. In this particular case, I have focussed on 

what is going on at the setting through simply answering the question: “What do 

clinicians do?” I have not, however, dealt directly with the question: “Who are these 

people?” Nor have I deliberately suppressed the personalities and very human 

reactions of informants to events either. Critically examining the “thick description” 

(Geertz, 1973) I have presented above I have attended to: 

Aspect Description & examples 
Clinicians qualities (e.g. humorous, worried), being mobile (locally and in the community) 

Clinicians’ talk stories, what they described and how they described particular things (e.g. “signs”, a 
home visit, a client) 

The professional 

group 

their achievement (e.g. collective remembering), how they performed this 

achievement (e.g. through the assembly of things), their preoccupations (e.g. “risk”, 
“signs” etc) 

Clinicians’ work low level work (e.g. working with street maps), structure and flow of work (e.g. 

preparing for a visit), higher level work (i.e. community mental health care), different 
forms of work (e.g. information work on clients, sentimental work e.g. reaction to 
difficult situations) 

Clients their age, geographical location, their particular behaviour 

Repeated events handovers and home visits – their physical and temporal flow and structure 

Organization parts, flow of clients through it, other support services and their connection, the 
Operations Room and its layout, the car and its resources (e.g. phone), the 
arrangement of information, artefacts and resources, knowledge 

Table 7.22: Aspects of mobile work considered in Case C 
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Table 7.23 below is a reproduction of part of Table 3.5 in Chapter 3. It shows that I 

compared Strauss’s notion of trajectory to a set of categories and sub-categories 

developed through a grounded analysis of wayfinding video data in Chapter 4. It also 

shows I compared trajectory+ to another set of categories developed through the 

grounded analysis, themes from field data and probe returns. As this chapter is both 

verifying the conceptual scheme I developed in the last chapter (DWT) and 

generating mobile trajectory my “comparison” involves critically considering the 

work that DWT does for this setting.  

t h e o r y  a n d  c o n t e x t  C o m p a r i s o n  

Version Chapt/Case Describe Talk Infer Apply 

trajectory & orbit 4/A categories (1) categories (1) - - 

trajectory+ 6/B categories 
(2), themes, 

probes 

categories 
(2), themes, 

probes 

- - 

distributed work 
trajectory 

7/C ethnographic 
report 

ethnographic 
report 

- - 

Table 7.23: Comparisons deployed in this thesis across the “version” of mobile trajectory, the 

chapter (4-8) and case (A, B or C) 

I also need to address the concerns and requirements identified at the end of Chapters 

4 (Case A), 5 and 6 (Case B) with regard to work, temporality, space, technologies, 

the collective and the individual as well as the questions (Q1)–(Q4) presented at the 

beginning of this chapter (see Table 7.40 below). 

7.7.1 Similarities and resonances  

Similarities and resonances (SR) between DWT and what I have reported about the 

setting regard: 

No Similarity/resonance No Similarity/resonance 
(SR1) different forms of work (SR4) making forms of work visible, available 

(SR2) historicity and possibilities (SR5) the mobilities of members and media 

(SR3) schemes (SR6) social worlds and their members 

  (SR7) biographies 

Table 7.24: Summary of similarities and resonances between DWT and the setting 

With regard to (SR1) clinicians’ work is multi-faceted. It involves information work 

in particular places such as reading about a client’s biography in a car before 

entering a home (Table 7.14 above). It also involves using a street map to find their 

way through city and suburban streets (Table 7.13) and staying in touch with each 
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other. During a home visit the Shift Senior will telephone clinicians and clinicians 

will dutifully respond if they see a missed page (Excerpt 7.6 below). 

I002 had paged. I021 says they should call back. They call back. They discuss food on the way 

back. This is another common theme. They ask if they can get something for another member of 

staff. 

Excerpt 7.6: Fieldnotes 14
th

 October – I020 and I021 calling back to ‘base’ 

Other work includes: writing up assessments; describing clients with “a clinical 

gaze” (Foucault, 1976:89) – Table 7.15; making decisions (e.g. about drug 

administration, client treatment, client referral to another service e.g. Table 7.17) 

and; exercising clinical judgment. 

These forms of work are both future-oriented concerning possibilities and concerned 

with historicity (SR2) – not only past events but the significance of past events and 

the degree to which they form conditions for future action (Table 7.20). Thus 

clinicians’ work trajectory involves different forms of work and, indeed trajectories 

(see below): “…of varied scope, historical depth, and degree of specificity and 

generality” (Wiener et al., 1979:230). However, I refer to the overall process and 

flow of their work as mobile mental health care. 

Regarding SR3 and SR4, clinicians’ work is made visible and available through talk 

at handover meetings (Table 7.7-7.11) during car mobile phone conversations (Table 

7.16) and through the use of whiteboards (Figure 7.3) and a series of practices 

clustered around each of these e.g. the working through names on WB1 described in 

Excerpt 7.2. Schemes in the form of treatment plans stored in files (Table 7.14) and 

abbreviated on the main whiteboard (Figure 7.2, Table 7.11) are part of process of 

making visible and available. Schemes are the media and resources used to contain 

them are essential to the management (shaping) of clients’ illness trajectories in this 

setting just as in the last case. These schemes involve intention and careful, 

collaborative planning (e.g. Table 7.11) but, unlike “dying trajectories” (Strauss & 

Glaser, 1970), these particular schemes are aimed at shaping the primary mobile 

mental health care trajectory over individual illness trajectories. The mobile mental 

health care trajectory schemes have to account for the client group being distributed 

and the clinicians being limited in number. They are also less deliberative than 

negotiated and decided upon through talk (Table 7.16, 7.17) and, at times, some 

notes on whiteboards (e.g. Table 7.11) and the movement of artefacts such as 

magnets on WB1 (Table 7.18, Figure 7.4).  
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This is, indeed, an accomplishment, given the (SR5) mobility of clinicians both 

locally (Figure 7.2) and in the community and files’ mobility (Table 7.10). I argue 

that this has been achieved through a particular organizational orders and flows: the 

physical order or “ecological arrangement” (Martin and Sommerville, 2004) of the 

Operations Room; the material flow or mobilities (Urry, 2004) of objects (e.g. client 

files) and resources (e.g. a written plan); the temporal order achieved through a 

combination of “polychronous” and “monochronous” (Barley, 1988:157-61) 

approaches to time to achieve some degree of “temporal complementarity” 

(Zerubavel, 1979:60) across multiple shifts; the temporal flow e.g. of events in 

response to shift work and the vagaries of clients’ conditions. For example, the 

practices around the main whiteboard (WB1, Figure 7.2), exemplified in Excerpt 7.7 

below, created physical and temporal flows of clients through the organization, 

involving a particular client being, quite literally, in view or not in view for a period 

of time and therefore talked about and materially worked with via the whiteboard 

and files during this time.  

After the final comment, I004 wrote a note on the whiteboard: “Await allocation to MA” under the 

‘PLAN’ sub-column of the 3rd main column (see Figures 4 & 5). Again, they are working through the 

whiteboard row-by-row. The discussion is now around the third column of the whiteboard. 

Excerpt 7.7: Fieldnotes 29
th

 July October – practices around WB1 

For some clients the temporal gaps between being in view were small: “longitudinal” 

clients as I002 at the observation of a handover meeting on 3
rd

 August, 2005 

described them. Another clinician described this kind of client as: 

I002: “…frequent fliers…high service users, people who kept coming into view” 

Table 7.25: Fieldnotes 3
rd

 October – “frequent fliers” 

The nature of the Acute team’s work meant that scores of clients cycled in and out of 

view (cf. emergency work). I002 described what happened when a new case arrived 

through Triage.  

Client 

No 

Client Name Client 

No 

Client Name 

    

    

    

    

Figure 7.5: New client clipboard 
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When a new case is comes in (e.g. through a triage referral), they write the client’s name on a sheet 

secured to a clipboard, next to a unique, predetermined number (see Figure 7.5 below). This 

becomes the case number and is used in the client’s manila case file. 

Excerpt 7.8:  Fieldnotes 29
th

 July 2005: How Acute deals with new cases 

As well as having a physical file and number, a client both had a physical position on 

the main whiteboard (i.e. s/he populated a particular cell), a material presence in the 

Operations Room (e.g. on the clipboard in Figure 7.5) and a temporal position when 

s/he was being talked about and when s/he was not (DD1). The temporal order 

created by handover being at particular times enabled clinicians to collectively 

engage in the physical ordering of clients on the board. This involved starting at the 

top right of the board (in the “Triage Requests” area – Figure 7.3, Excerpt 7.2) and 

discussing each client cell in turn. Thus, considering how (SR1) different forms of 

work (e.g. home visits, reading client files) are made visible and available (SR4) not 

only focuses attention to relevant resources (e.g. client information), media (e.g. 

whiteboards, telephones) and practices (e.g. handover) but has also drawn attention 

to the importance of the material and temporal flow of clients information through 

the organization. DWT has no direct account of these issues but, curiously, enough 

has supported the discussion of them just presented. 

The same kinds of observations regarding (SR5) social worlds described in the 

previous case hold here. Certain social worlds – in this case the Acute Community 

Care Social World – functioned well, while others were problematic as noted by 

I004: 

I004: She described how, organizationally, Acute sits within YSG, which sits within 

ASSIST…She noted that there were better relationships between YSG and 

certain parts of the service than with others. She noted too that a lot of 

problems emerged because of referrals…She noted too that relationships with 

other parts of the service could be better… 

Table 7.26: Fieldnotes 3
rd 

August – relationships between different social worlds 

Acute’s core activity was treating young people with severe mental health problems 

in the community and providing emergency care across different ASSIST services. 

I004 described this in more detail: 

I004: Acute was also involved in after hours assessment and triage and ‘after hours 

mothering’ of clients…the ‘community treatment’ part of their work included 

mental state assessment; risk assessment; after hours assessment (e.g. 
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resulting from a phone call from an ED (Emergency Department); support for 

those recently diagnosed ensuring that they are e.g. taking their 

medication…She described how, if someone came to Acute’s attention without 

diagnosis, they would check that this person met the “fit criteria” for the service 

(e.g. the age range) and discuss the issue the client was experiencing on the 

phone. The case would then be discussed with the consultant psychiatrist on 

call. 

Table 7.27: Fieldnotes 3
rd 

August – activities in the Acute Community Care social world 

Teams within ASSIST had particular configurations with particular players, 

relationships and roles. For example I mainly observed the Acute team in the YSG. 

There were two other teams – Entry and Triage. I004 noted the following: 

I004: …the key relationships were between Acute and the YSG team, Acute and 

Triage, Acute and the Inpatient Unit and Acute and Case Managers. She 

described how this was mainly due the need for appropriate referrals. 

Table 7.28: Fieldnotes 3
rd 

August – “key relationships” 

I005, in the initial interview with him on 20
th

 December 2004 (Appendix 7-1), 

stressed the importance of responsibility. 

I005: … in many cases issues of responsibility emerged: it became difficult to decide 

if it was a mental health issue alone if multiple services were involved (e.g. 

Child Protection Agency, school etc.). He added that the communication chain 

was often very difficult. He described how Case Conferences were often about 

“turf marking” and that communication and coordination were very important. 

Table 7.29: Fieldnotes  20
th

 December 2004 – “responsibility” 

Although the Acute team had particular players, these changed regularly depending 

on the staff roster. This meant that the team was highly distributed across time and 

place. This meant that phone calls to other players not immediately available were 

necessary:  

I002: Does anybody know what this is about me having to write an incident report? I 

have to write an incident report about [name of client]. 

I002: I have to write an incident about [name of client]. 

Clinician: About [name of client]? What about? 

I002: About him threatening us with a metal pole. 

I002: I just want to clarify it with [name of clinician]. 

Calls paging service 

I002: Can you page [name of clinician]? The number is [mobile number]. 
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Clinician calls back that I002 had to ask about incident report. 

I002: I don’t get it. 

I002: We don’t have to write an incident report for everyone who takes an overdose. 

Table 7.30: Fieldnotes 14
th

 October 2005 –  I002 chasing up information from another clinician 

As with last case it was important for the players on a particular shift to be highly 

visible to others, in this case to other team members not the clients. For example, 

Figure 7.6 shows another whiteboard in the Operations Room (the labels “staff 

names”, “car registrations” and “mobile phone details” were not on the whiteboard). 

This whiteboard held magnetic rubber stickers showing who was currently carrying a 

particular mobile or pager number and travelling in a particular car. Clinicians 

highlighted who was on a visit was by placing the name(s) of the clinicians and the 

pager/mobile numbers in the centre of the whiteboard and highlighting this 

information in some way (e.g. through circling it). 

Figure 7.6: Whiteboard tracking clinician movements 

Clinicians, like the care workers in the last case (Case B), interacted with other 

services (Table 7.27). Their coupling to these services depended on the client and 

their particular needs (Excerpt 7.9 below) – or the point in their illness trajectory. 

This is another case of referral: they feel this is not a mental health problem and therefore cannot 

use ASSIST services. They phone the consultant for advice….They know the boy is sick and want 

to refer him to Child Protection but he’s over 16 and it does not appear easy to do so. It seems only 

the parents can do this. 
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Excerpt 7.9: Fieldnotes 26
th

 September – my comment on I020 and I021’s visit to a client in 

Table 7.14 – 7.16 above 

As already noted, clinicians within Acute often worked in carefully configured sub-

worlds such as a particular pairing and the Shift Senior (see below) during a home 

visit. They were often highly distributed, although connected through particular 

media e.g. mobile and stationery phones. Thus social worlds comprised sub-worlds, 

tethered to the broader social world through particular practices e.g. handover 

meetings, routine phone calls. In these worlds there were also particular practices 

associated with the need to “look after” each other through awareness of one 

another’s work: 

I004: She added that there was a tendency to “look out for people” within the team 

and to “keep an eye on each other.” 

Table 7.31: Fieldnotes 3
rd

 August – clinicians’ practices 

This need to keep in touch was particularly felt by the Shift Senior who had the 

responsibility of running a particular shift. S/he was the “controller of the shift” 

according to I012 (Fieldnotes taken on 29
th

 September 2005 at about 2.45 p.m.). This 

person (paraphrasing I012): 

I012: Primarily stays in ASSIST as much as they can to coordinate and prioritise – do 

all the Triage and take all referrals and prioritise. Because it’s crisis he said he 

really doesn’t know what will happen. 

Table 7.32: I012’s description of the Shift Senior role 

This quotation bears an uncanny resemblance to Bloomfield and McLean’s 

(2003:71) comment at the beginning of this chapter (section 7.3.1). I observed the 

Shift Senior calling clinicians twice when they were conducting home visits (the 

visits described in Table 7.14 and Table 7.15-7.17): 

I002 had paged so I021 says they should call back. They do call back. 

Excerpt 7.10: ‘Keeping in touch’ with the Shift Senior 

Although this tendency is listed as a “similarity” and “resonance” it also points to 

(DD2) roles and practices not having “descriptive adequacy” (Sharrock and 

Anderson, 1986:20). This tendency indicates ties and obligations to other members 

of a sub-world through both professional and personal endeavour. These worlds also 

deployed particular resources. This included client information on whiteboards (e.g. 

Figure 7.2), in clients’ files (Figure 7.1, Table 7.7) and sometimes distributed across 

clinicians (Table 7.21). Thus, due to the particular mobilities of clinicians and files 
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client information was distributed across different members and media. These media 

(DD3) had particular: (1) expressiveness e.g. a voice service supported consensus 

formation as in Table 7.16; (2) visibility e.g. a whiteboard or a proxy (e.g. a clinician 

reading a file) making client information highly visible to those in proximity as in 

Table 7.7 and 7.9; (3) availability as there was only one copy of each paper client 

file this was only available to a few people at a time as shown in Table 7.10. Other 

resources included, client plans (e.g. medication plans), other services affiliated to 

and exploited by the Acute team – the In-Patient Unit, the police, an interpreter 

service (Table 7.27, Table 7.33 below): 

I020 discusses father’s involvement. Mentions that the Mum has poor English. 

I012: Might be useful to have an interpreter at some point. 

  Table 7.33: I005 and I020 preparing for contingencies, September 17
th

 2005 

A key difference between the main social world and its sub-worlds in this setting 

and the setting reported in the last case concerns the issue of shared professional 

identity the continual, often rapid, deployment of professional judgment (SR7). The 

issue is that clinicians felt particular professional identities or biographies – either 

psychiatric nurses or social workers – and regularly exercised and were asked to 

exercise professional judgment through particular practices. In addition, the fact that 

clinicians were distributed and engaged in irregular shift patterns meant that their 

social world really was an ongoing accomplishment that ebbed and flowed over 

time. This was like a sphere extended over time, when focusing on clinician shifts 

and clients in view, and space, when considering clinician “automobility” (Urry, 

2000) and clients’ locations. Clinicians also regularly deployed what they knew of 

clients’ social worlds – membership (e.g. family), his/her role in the family (e.g. 

daughter) and ties with others (e.g. Excerpt 7.5). This is evident in this conversation 

between I012 and a client’s father after he failed to find the client at home. 

I012: Do you know anyone else who your daughter might have been in touch with? 

I012: He [another clinician] mentions that they had visited several times and at 

various times and couldn’t catch her, although they had seen her housemates 

I012: We have seen her twice…her mental state was quite good. I imagine you would 

like use to get in touch of you when we see her 

Table 7.34: Fieldnotes 14
th

 October – I012 discussing a client with her father 

Indeed I004 noted the following in an informal interview on 3
rd

 August 2005 when 

describing the relationship between Acute and the client group: 
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I004: “What we are doing with them is hospital in the home.” She also described that 

they made care plans with clients and that this involved them (i.e. Acute), the 

client and those treating them. 

Table 7.35: “Hospital in the home” 

This clinician thus de-emphasises the boundary between clients’ social worlds and 

that of the YSG organization and, in particular, the sub-world of clinicians. 

However, I noted the following (during the observation on 29
th

 September 2005 at 

about 3 p.m.) when paraphrasing what I012 said about relationships with clients: 

I012: 

 

Never would get involved in seeing a client that have any connection to – even 

if live in [the] neighbourhood can’t have [a] connection. In part, that’s why 

suburbs go up on the whiteboard. 

Table 7.36: Managing boundaries with clients 

This extract points to the need for clinicians to not to de-emphasise the boundaries 

between their social worlds and those of clients but instead to carefully manage these 

through engaging in boundary work (Nippert-Eng, 1996:7). 

7.7.2 Differences and dissonances 

As indicated above DWT needs development to account for the following: 

No Difference/dissonance No Difference/dissonance 
(DD1) the material and temporal flows of 

clients through the organization 
(DD5) how awareness work is handled 

(DD2) the obligations, ties and boundaries in 
the different social worlds 

(DD6) the notion of shape 

(DD3) the qualities of particular media and 

resources 

(DD7) the experience of temporalities in work, 

repeated patterns, rhythms, junctures 

(DD4) how multiple forms of work are related (DD8) how knowledge is created & managed 
in social worlds and through artefacts 

  (DD9) the relationship between work and 
trajectory. 

Table 7.37: Summary of differences and dissonances between DWT and the setting 

With regard to (DD4) in the previous section I described how clinicians’ work is 

multi-faceted. However this appears too much of a gloss failing to account for 

relationships between different forms of work. It is clear information work is 

important in what clinicians do (e.g. Excerpt 7.5, 7.7), whereas digital work and 

reconciliation work (Chapter 4) seem much less important, although they do deploy 

maps (e.g. Table 7.13, 7.14). On the other hand, boundary work (Nippert-Eng, 1996) 
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seems incredibly important i.e. managing the boundaries between different 

organisations as well as with clients (Table 7.36). 

With regard to (DD5) a strong component of clinicians’ work is also sentimental 

work (Strauss et al., 1985:129, emphasis their own) or: 

“..an ingredient in any kind of work where the object being worked on is alive, 

sentient and reacting–present either because it is deemed necessary to get the work 

done efficiently or because of humanistic consideration.” 

As Strauss et al (1985:134-14) note, this involves interactional work – e.g. being 

inquisitive about client’s feelings, behaviour etc (e.g. Excerpt 7.4, Table 7.38 below) 

– trust work – e.g. building a relationship with a client over time (e.g. Table 7.38 

below)  – biographical work – e.g. finding out about a client’s recent history in order 

to anticipate future actions etc (e.g. Table 7.34). 

I012: Hello [client’s name]? 

I012: What happened? 

I012: Have you got somewhere else to stay to stay? 

I012: So they are organising some accommodation for you tonight. 

I012: It’s good that you have somewhere to stay tonight. 

I012: Did you hear from [name]? 

I012: Did she organise a time for her to catch up with you again? 

I012: I’m aware that you are ringing tonight. Is there something I can help you with? 

I012: What makes you think you want to do that? 

I012: How can we keep you safe and not make you do something stupid? 

I012: So I guess I’m wanting to work with you. Have you got some ideas about how to 

manage these situations…how have you managed in the past? 

Table 7.38: Fieldnotes 29
th

 July: I012 engaging in sentimental work 

Particularly strong in clinicians’ work was biographical work and awareness work 

and contact work (e.g. Excerpt 7.11, Table 7.31). I also observed composure work – 

listening, calming clients down etc. – and “identity work” – or “working with the 

patient in matters of personal identity” (ibid:138): Table 7.38 above. 

Biographical storylines were important for clinicians. In the report above and in 

Appendix 7-11 I have tended to focus on clinician work and temporal sequences 

involved in particular work e.g. home visits. Another approach would have been to 

focus on developing client biographies. These are so core to how the organisation 
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and the clinicians structured their work (e.g. handovers, information work). Another 

important note in this regard is that much of clinicians’ information work was 

biographical work. 

Strauss et al. (1985:139) describe how “awareness context work” arises when: 

“…staff withhold information which they believe it will be difficult for the ill person 

to handle, such as probable physical deterioration, or will be really devastating, as in 

terminal cases.” 

Much of the clinicians’ work at this setting was about maintaining awareness of the 

client group in view (e.g. Table 7.21) and each other’s work (e.g. Excerpt 7.6, Table 

7.31) as well as being very careful about disclosure. Thus, given the volatile client 

group – both in terms of clinical condition and their flow in and out of view – their 

awareness work had to be carefully managed. In addition, they constantly engaged in 

contact work with each other and with client through e.g. calling each other (Table 

7.31), calling ahead to clients homes before visiting as in the excerpt below. 

I002: Hello my name is I002. I’m wondering if… 

I002: It’s I002 here from YSG. What are you doing mate? 

I002: Just letting you know we’re coming to your place mate. We’ll be there in an 

hour. How have things been in the last 24 hours? 

I002: Who’s home? 

I002: I guess we’d like to speak to Mum 

I002: We’re going to be there in the next hour. 

Table 7.39: Fieldnotes 3
rd

 October – I002 calling ahead to a client 

Thus the notion of sentimental work is distinct from the kind of emotional responses 

to technology noted in Chapter 4. A key issue here is that in the setting reported on 

in this case clinicians can get angry with technology and artefacts (e.g. a mobile 

guide, a map) but not with other people. In addition as with reconciliation work in 

Case A it appears critical not only to understand the key forms of work at a setting 

without being prejudicial to traditional notions of work but also to acknowledge key 

dependencies between these different forms of work. For example, while conducting 

composure work in Table 7.38, the clinician is also performing information work. 

With regard to (DD6), although the notion of shape applies to what clinicians do, it 

is not always easy and/or meaningful to apply in this case because their work was 

largely reactive. “Orbit” (Strauss, 1976:66) presented in Chapter 2 and discarded 
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through Case A seems similar even if the focus is “body work” (Strauss, 1985:260-2) 

that clinicians do. However, it only applies in the sense that clinicians orbit around 

certain areas in the Greater City area. Orbit, like shape suggests a regularity and 

predictability in their physical movement that I did not observe (although there were 

other observable cycles of work as explained above). Shape suggests particular form, 

“duration”, “critical junctures” all tied to “perceivers’ expectations” to use Strauss 

and Glaser’s terms (Strauss and Glaser, 1970:12-13). The shape of the DWT would 

seem to almost be random at this setting and the illness trajectories appear, if 

anything, cyclical. However the DWT and the work around it operated at a certain 

pace (see below) and there was, with regard to (DD7), a certain “rhythmic structure” 

dictated by the organization (Zerubavel, 1979:35). Clinicians’ work was highly 

contingent and, although it has particular structure at a low level – e.g. the assembly 

of items before a home visit – its higher level shape is harder to describe. 

Indeed attempting to attribute a particular shape to the DWT here fails to 

acknowledge that the work at this setting was very much lived and experienced and 

not deliberated on and structured. For instance I021 noted on 21
st
 September 2005 – 

a Wednesday – “It’s really slow today.” Thus this clinician experienced a moment of 

slowness. On the other hand, particular times were perceived as especially busy – 

I004, on 29
th

 July 2005, noted how it had been a very busy week with very few staff 

on. Thus the need emerges to tie any notion of trajectory more closely to the 

experience at the expense of attributing it a particular shape that are tied to 

particular expectations (cf. Strauss’s “dying trajectory” (1970)). 

There is a genuine deficiency in DWT’s account of (DD8) knowledge and how this 

is created and managed through particular social worlds. Although media and 

resources capture that particular artefacts (or “quite complex technologies” (Strauss, 

1978:122) are involved in a social world, there is a general neglect both for the 

transformations they undergo and how they are related to information and 

knowledge. For instance, in Table 7.21 I012 suggests that both clinician 

“knowledge” and “storage” were in fact if not independent of client files then at least 

defined in relational terms and enacted through them over time. 

The discussion of shape above really goes to the heart of (DD9) the difference 

between trajectory and work and the relationship between the two. It also addresses 

the issue of the difference between the experience of trajectory and work and any 
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descriptive terms used to describe them. Trajectory, including DWT, forces our 

attention on sequences, streams and flows whereas work captures the action and 

interaction that steers the trajectory. Work suggests involvement, intentionality, 

engagement, but trajectory is more concerned with temporal and processural 

character of phenonema. Strauss and his colleagues describe “dying trajectories” 

(Strauss and Glaser, 1970) and “illness trajectories” (Strauss et al., 1985). Thus it 

seems, for certain phenomena, trajectory has “descriptive power” and “rhetorical 

power” (Halverson, 2002). I can argue for particular forms of work being important 

for the clinicians: body work, sentimental work and information work for example. 

However, all these contribute to a particular trajectory, in this case the mobile mental 

health care trajectory. I can argue for an illness trajectory: individual client illnesses 

dealt with by various forms of treatment such as medication e.g. many of the clients 

had cyclical conditions. I can also argue for an information trajectory: a trajectory of 

client information through the organisation beginning with the initial contact e.g. 

clients often cycled into view. But I have to ask: “why would I want to do this?” In 

addition it is much harder to talk of a sentimental trajectory in these terms. 

7.7.3 Overall comment 

In Table 7.40 below I present the questions posed at the end of Chapter 6 regarding 

DWT (Q1–Q4) and relate them to the discussion just presented. 

No Questions No Similarities (SR) No Differences (DD) 
Q1a What is the relationship between 

work and trajectory? 

Q1b What is the relationship between 
different trajectories? 

SR1; 
SR4 

different forms of 
work; how different 
forms of work are 

made visible and 
available 

DD4; 
DD5; 
DD6; 

DD9  

how multiple forms of work are 
related; how awareness work 
is handled; the notion of 

shape; the relationship 
between work and trajectory;  

Q2a How do particular notions apply 
to different types of trajectories? 

Q2b What is work’s processural 
character? 

SR2; 
SR3; 

SR7 

historicity and 
possibilities; 

schemes; 
biographies 

DD7 the experience of temporalities 
in work, repeated patterns, 

“rhythms”  and key “junctures”  

Q3 What are the key 
transformations in artefacts 
involved? 

SR5 the mobilities of 
members and media 

DD3 media and resource material 
qualities 

Q4 What are the key “information 
flows” at a setting? 

  DD1 material and temporal flows 
through the organization 

 Table 7.40: Key questions regarding DWT related to similarities and differences in 7.7.1 & 7.7.2 

(Q1a/21b) Work and trajectory 
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This case demonstrates a clear difference between work and trajectory (Q1a). Work 

is the action and interaction, trajectory the overall course of that action. Thus a 

trajectory both comprises different forms of work and describes the overall character 

of those forms of work. Certain work and indeed trajectories are also more core than 

others to a setting (Q1b). Different forms of work are aligned and trajectories are 

shaped (as distinct from having a shape) through what Strauss et al. (1985:151) refer 

to as articulation work – a “line of work” that coordinates other work, “the work of 

working” (Pinelle et al., 2004:3), or the working of making work work. I will refer to 

this as alignment work and it encompasses the reconciliation work discussed in 

Chapter 4. Multiple trajectories were simultaneously at play at the setting. For 

instance, a client’s illness trajectory and the associated information trajectory were 

made visible and available through the main whiteboard (see Figure 7.2). Aspects of 

clinicians’ physical trajectory were made visible and available through the “Staff 

Movements” whiteboard (see Figure 7.6 above) and through phone calls. 

(Q2a/2b) Features of work and trajectory 

Trajectory focuses on process(es), temporal qualities and flows: cycles of repeated 

actions and interactions and transitions (key points in the trajectory where things 

change). Strauss captures all these processural notions within the notion of “phasing” 

(Strauss, 1993:54). The temporal qualities of a trajectory – the possibilities at any 

point in the trajectory, overall historicity (the importance of the past for 

contextualising the present and future) and shape (the form of the trajectory from 

past to present) are captured in the notions of “projection” (ibid:55), “arc of action” 

and “reciprocal impact” (ibid:56). Any formulation of trajectory should also force 

attention on the different qualities of time both as observable and experiences at a 

setting e.g. as compressed, layered, longitudinal, slow etc. I can argue for each of 

these having their own, particular temporal qualities cycles, transitions, 

possibilities, historicity, shape, traversals and streams. These issues focus on the 

“especially arresting” (Wiener et al., 1997:230) aspects of their work: “temporal 

matters, including the historical, evolutionary, and the future–proximate, immediate, 

and probable distant future” (ibid). However, as discussed above, certain trajectories 

are more susceptible to being described and talked about using these notions than 

others. For instance, it is difficult to talk about the mobile mental health care 

trajectory having a particular, uniform shape. In addition it may not be meaningful to 

describe a sentimental trajectory as having cycles. 
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(Q3/4) Transformations and flows 

The various flows associated with trajectory – traversals (the movement between 

these points) and streams (clusters of actions and interactions often in a particular 

order) – are indirectly captured by the notion of “phasing” (Strauss, 1993:54). Thus, 

rather than thinking only in terms of what I call transitions and traversals it also 

seems important to consider a trajectory’s experienced qualities such as pace. In 

addition, regarding media and resources as making certain work visible and 

available in particular ways over the course of a trajectory seems a useful way to 

regard transformation. Considering media and resources in this way draws also 

attention to their more permanent material qualities. 

Beyond these four questions the discussion above has also shown that DWT needs 

development to account for (SS6) social worlds better. In particular, (DD2) the 

obligations, ties and boundaries in the different social worlds at the setting should 

be considered. The notion of sphere (as in sphere of influence) seems to capture the 

idea that there is both personal involvement and the tendency to engage in particular 

behaviours driven by a sense of what is expected. A sphere can encompass 

particular social worlds and sub-worlds. 

In addition (DD7) how knowledge is created and managed both in particular social 

worlds and through particular artefacts requires further consideration. In the work of 

the mobile mental health care trajectory, mobility (of people and objects) was an 

essential part of acquiring and developing knowledge in the clinician’s social world. 

For example, when visiting a client’s home a file was read on the way, checked 

during the visit and annotated and added to subsequent to the visit. This suggests that 

knowledge is tied primarily to the social world and its practices and particular media 

and resources that, as described above, make certain work available. 

7.8 Conclusion 

Strauss and his collaborators deployed trajectory to describe anything from illness 

(e.g. Strauss et al., 1984), to dying (e.g. Strauss and Glaser, 1970) to mass 

immigration (e.g. Strauss, 1993). At this setting I have used an evolved version, 

DWT, to describe and talk about mobile mental health care in a community and 

answer the four questions, (Q1)–(Q4), posed at the end of the last chapter. It is a 

well-positioned analysis in this thesis as clinicians are not just distributed they are, in 

a very real sense, mobile, having to deal with the being mobile themes identified in 
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Chapter 2, partially explored through Chapter 4 (Case A), refined to account for 

mobile work in Chapter 5 and again explored through Chapter 6 (Case B). 

The discussion has highlighted both ways in which notions from DWT resonated 

with the setting and its dissonances. In the treatment of DWT here I have returned not 

only to the ethnographic report in Appendix 7-11 but also to the initial data collected 

with unanswered questions. Some of the investigations from these questions were 

factual in nature such as establishing the relationship between the client group and 

the clinicians through the notion of social world. Other questions have provoked 

conceptual investigation through the data, such as the relationship between different 

forms of work at the setting. Thus DWT, through the analysis presented here has been 

utilised beyond the category-matching of the grounded analyses in Chapter 4 and 6 

and, true to the promise of Chapter 3 and this chapter, has supported analytic work 

and theoretical development. 

This chapter has furthered the argument, largely made in Chapters 1 and 3, that 

trajectory is a useful analytical tool when consulting field data. I have shown DWT 

draws attention to particular things such as key temporalities at a setting e.g. what 

has happened and what happens next. Thus I have established that it does particular 

descriptive and rhetorical work. However, the issue remains as to how DWT’s 

successor, mobile trajectory, will work in framing questions, forcing attention, 

guiding analysis through provoking further questions, adding an analytical structure, 

supporting the telling in ways that are supportive of design etc. In deploying mobile 

trajectory there will be an inevitable “bracketing” away from the “ordinary affairs” 

of a setting (Sharrock and Anderson, 1986), although, as I have shown here the use 

of DWT and the attempt to refine it has actually enforced a return to the data and 

provoked further analysis. By using mobile trajectory as a “way of looking” (Randall 

et al., 2005), or a series of “reminders” (Wittgenstein, 1953:127) I hope to avoid the 

kind of slavish observance that Theory tends to attract. For instance, the notion of 

shape had little relevance here and therefore is critiqued. On the other hand the 

various forms of sentimental work were very important and therefore I proposed the 

notion of awareness work, which was also important in the last chapter (Case B) 

The issues I have to consider in the next chapter, given the versions of trajectory 

presented and critiqued to this point and the requirements for a theory of mobile 

work presented in Chapter 4 (Case A) and Chapter 6 (Case B) in particular, are 
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below. I will consider these issues through presenting and critically assessing mobile 

trajectory’s “power” (Halverson, 2002). 

1. Mobile trajectory’s purpose 

I argue mobile trajectory is a set of notions that are descriptive of and support talk 

around normal mobile work. I argue it assists in the posing of questions concerning 

the degree to which influences, characteristics etc are present at a setting: it is an 

attempt to support description and talk of the ordinary affair of mobile work as well 

as supporting inferences about design and application to design problems. 

2. Mobile trajectory’s types and characteristics 

I will argue that, like dying trajectories, mobile trajectories have different types and 

that as certain forms of work can be named and talked about as mobile i.e. that 

mobile trajectories have certain characteristics/properties. 

3. Mobile trajectory’s influences 

I will argue mobile trajectory is a class of trajectory that may depend on, be 

influenced by other trajectories e.g. an information trajectory and articulates its 

relationship to other things (e.g. the physical environment, other trajectories) 

through acknowledging these as additional key concerns. 

4. Mobile trajectory’s key notions 

Issue Description 
Work causes us not only to ask important questions concerning the core work at a setting 

but also the less considered aspects of  ICTs and their deployment e.g. mobile 
phones being used to support awareness work 

Orders draws attention to the importance not only of a established “negotiated order” 

(Strauss et al., 1963, 1964) at any one time but the ongoing and “processural order” 
(Strauss et al., 1993:254) involved 

People supports a coarse description of work (e.g. through the notion of social sphere) e.g. 

involving a team or support detailed treatment of what individuals do (through the 
notion of biography) and their responsibilities (e.g. through the notions of role) 

Movement and 

space 

involves types of movement (e.g. limited but critical) and the negotiation of space 

(e.g. a contained area) – the notion of locality addresses this. 

Contingency may have different levels of contingency e.g. highly structured and routine as with 
the domestic carers in Case B, highly unpredictable as with the clinicians here 

Temporality stretches over and through time and has particular temporal features. 

Pivots trajectory pivots around certain things – resources, media and schemes for example. 

Accomplishment is an ongoing achievement of responses to contingencies. 

Table 7.41: What mobile trajectory draws attention to 



Chapter 7: Case C – Towards mobile trajectory 

 

 

271 

My argument is that mobile trajectory draws attention to the broader context in 

which ICTs are embedded (Table 7.41). 

5. Mobile trajectory’s form and synthesis 

I will argue that although mobile trajectory exhibits a family resemblance 

(Wittgenstein, 1953) to other trajectories, in its form and in the ideas it collects 

together, it is unique. Thus it may resemble both its predecessor, trajectory, and the 

various versions presented here. However it is also particular and novel in its 

synthesis and in terms of how its form supports particular uses (e.g. fieldwork, 

design, heuristic reviews). 

To this point I have focused on evolving the notion of mobile trajectory. In the next 

chapter I present and explain mobile trajectory in detail and consider its power 

(Halverson, 2002) through measuring it against: (1) its other versions; (2) the 

Strauss-influenced conceptual schemes considered in Chapter 2; (3) other theories. 
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8.1 Overview 

This chapter completes a validation step through conducting a series of comparisons 

in order to establish mobile trajectory’s power (Halverson, 2002). I first need to 

present and explain what I have evolved through the case material analysed and the 

literature examined and critiqued. Mobile trajectory is a practical theory of mobile 

work that has the explicit purpose of understanding (describing and talking about) 

and supporting design for (inferring and applying) mobile work. I consider mobile 

trajectory as: (1) a conceptual device e.g. as a way of looking at the world and 

thereby supporting fieldwork; (2) an analytic device e.g. as a heuristic device for 

evaluating a mobile ICT’s; (3) a device supporting inference and design e.g. the work 

of developing ideas for new ICTs supporting mobile work, recommending 

appropriate policies surrounding these ICTs and critically evaluating existing ICTs. I 
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briefly revisit Halverson’s (2002) notions of “power” described in Chapter 3. I use 

three sets of comparisons. Firstly (i) I compare the different versions of mobile 

trajectory: trajectory (Chapter 2), trajectory+ (Chapter 4, Case A) and distributed 

work trajectory (Chapter 6, Case B). Secondly (ii) I compare mobile trajectory with 

three other Strauss-informed conceptual schemes described in Chapter 2: Bardram 

and Bossen’s “Mobility Work” (2003, 2005); Reddy et al’s “Temporality” (2002, 

2006); Munkvold and Ellingsen’s “CIS and Illness Trajectory” (2007). Thirdly (iii) I 

compare mobile trajectory with Urry’s (2003, 2004) “Mobilities” and Fitzpatrick’s 

“Locales” (1998; 2003). These comparisons are summarised in Table 8.1 below (a 

reworked version of Table 3.3 in Chapter 3). 

Compared with Compared with regard to 

Version Describe Talk Infer Apply 
trajectory ! ! " " 

trajectory+ ! ! " " 

distributed work trajectory ! ! ! ! 

Scheme Describe Talk Infer Apply 
Mobility work ! ! ! " 

Temporality ! ! ! " 

CIS & illness trajectory ! ! ! " 

Theory Describe Talk Infer Apply 
Mobilities ! ! " " 

Locales ! ! ! ! 

Table 8.1: Comparisons deployed in this chapter across the 3 “versions” of mobile trajectory, 3 

conceptual schemes and 2 theories 

The first two sets comparisons (i and ii) focus on descriptive and rhetorical power 

and briefly consider inferential power. The third set of comparisons (iii) considers 

inferential and application power in more detail.  All three sets of comparisons (i, ii 

and iii) taken together both identify the work that the different formulations of 

mobile trajectory did across the three cases in this thesis and establish its value 

compared to alternatives. 

8.2 Introduction 

“…we gaze upon what we encounter. And this gaze is as socially organised and 

systematised as is the gaze of the medic. Of course it is of a different order in that it is 

not confined to professionals ‘supported and justified by an institution’.” 

[Urry, 2002:1] 



Chapter 8: The work mobile trajectory does 

 

 

275 

Urry (2002) uses a metaphor of “gaze” to develop an understanding of tourism, 

drawing on Foucault’s notion of the clinical gaze (1976:89). This is a useful 

metaphor for considering the work that theory does: helping the observer to move 

beyond “scenic fieldwork” (Button, 2000:328) and instead attend to, make sense of, 

talk about, infer and apply. This kind of theory resembles the “clinical gaze” 

described by Foucault (and not dissimilar to the gaze used by clinicians described in 

the last chapter): a view on the world of phenomena, a series of reminders for the 

practical purposes of description, talk, inference and application. 

This chapter will argue that mobile trajectory is a useful gaze to adopt when 

examining, doing analytic work on and designing for mobile work. I will make this 

argument through presenting evidence from Case A (Chapter 4), Case B (Chapter 6) 

and Case C (Chapter 7) and through comparison. Specifically, I claim that mobile 

trajectory marks a considerable progression from trajectory as a theory for mobile 

work, particularly with regard to its purpose, properties, consideration of other 

trajectories and different forms of work, movement and space, temporality and what 

work pivots around. In addition it marks a considerable advancement in terms of its 

form and what it synthesises. I critiqued trajectory as too “diffuse” and “high-level” 

and identified the need to consider both artefacts and the temporality of space in 

Chapter 1. In this chapter I will also explore if it is supportive of design work. 

8.3 Approach 

Glaser and Strauss (1967:117-158) discuss different uses of comparative studies: 

studies for verification alone, studies for assumed verification and limited generation 

and eight different kinds of studies for generation. Largely their “accounting 

scheme” (ibid:117) presents different examples of “verification” and “generation” of 

theory. Throughout this thesis I have used comparison to generate mobile trajectory 

(see Table 3.5, Chapter 3): trajectory with a set of grounded theory categories in 

Chapter 4 (Case A); trajectory+ (Chapter 5); trajectory+ with grounded theory 

categories and field data in Chapter 6 (Case B) and; distributed work trajectory with 

theoretically agnostic field data in Chapter 7 (Case C). Thus, the overall approach to 

comparison, has been to compare settings with particular qualities and consider if 

variants of trajectory and, the final output, mobile trajectory have purchase, i.e. are 

useful and powerful, in these settings. I have also continually grounded and critically 

evaluated my theoretical output. 
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The comparisons I conduct in this chapter largely use Halverson’s (2002) notion of 

“power”. Halverson (2002:244) asked a very reasonable question when discussing 

the “grab bag of theories” (ibid:246) floating around CSCW: “What are we doing 

with these theories, approaches, and methods?” (ibid:244). She quotes Barthelmess 

and Anderson (2002:244-5): 

“The value of any theory is…how well a theory can shape an object of study, 

highlighting relevant issues. In other words, a classification scheme is only useful to 

the point that it provides relevant insights about the objects it is applied to.” 

Nardi (1996:70) this time quoting Brooks (1991:53) notes much the same: 

“…we must develop an appropriate analytic abstraction that “discards irrelevant 

details while isolating and emphasizing those properties of artefacts and situations 

that are most significant for design” (Brooks, 1991, emphasis added).” 

Brooks’ suggestion is that there is one “way of looking” (Randall et al., 2005), 

Barthelmess and Anderson’s that a theory lives and dies by what I have termed 

usefulness. I noted in Chapter 1 the importance of adopting neither an anti-Utopian 

nor a Utopian view of technology (Kling, 1996:42) and of the need to engage in a 

pragmatic vision of ICTs as engrained into the fabric (and achievement) of people’s 

everyday lives: technology neither shapes a “life enchanting and liberating for neatly 

everyone” (ibid) nor facilitates a social order that is “relentlessly harsh, destructive 

and miserable” (ibid). Thus I have tried to endorse Kling’s (1996:56) suggested 

approach to studies of technology through my deployment of theory here: “I have 

carefully observed and examined computerization in some key social settings and I 

will tell you how it really is”. 

However, there is often more than one way of telling and, as already noted in 

Chapter 1, I aim to do more than “scenic fieldwork” (Dourish, 2006:544; Button, 

2000:328). Thus in the sections below I attempt to establish if the kinds of telling 

mobile trajectory supports, actually attend to that which is “significant for design” 

(Brooks, 1991:53) and provide “relevant insights” (Barthelmess and Anderson, 

2002:14). I deploy Halverson’s (2002) notion of “power” throughout this discussion 

in order to draw attention to the multiple purposes that mobile trajectory can have: 

“Design of collaborative systems is only one possible use of theory. Another is 

supporting discourse in a community, while a third is providing the apparatus that 
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allows comparison across empirical observations. All of these are important for a 

field.” 

[Halverson, 2002:245] 

Similarly here I begin a “discourse” that considers complementarities and contrasts 

across different conceptual schemes and theories as indicated in Table 8.1 above. I 

also, critically evaluate the “apparatus” I have evolved. My rationale for my choice 

of the conceptual schemes, as noted in Chapter 3, is threefold: (1) they evolve some 

of Strauss’s work (two of them use trajectory); (2) they describe and talk about 

work; (3) I have already discussed them in Chapter 2. My rationale for my choices of 

theories is also threefold: (1) they were each influential in the development of mobile 

trajectory; (2) they each focus on the social aspects of action and interaction; (3) they 

each have already been used to describe and talk about mobile work. However, I 

must first clearly establish what the focus of this discourse and evaluation is. Thus I 

next present and describe the notion of mobile trajectory, a practical theory for 

mobile work. 

8.4 Mobile trajectory 

Mobile trajectory is a kind of trajectory, with particular key COMPONENTS, 

FEATURES, PROPERTIES, CONCERNS and ASSOCIATED NOTIONS (I use this notation here 

to distinguish between these aspects of mobile trajectory but, after this section will 

generally use italics to refer to mobile trajectory and/or its various aspects). Mobile 

trajectory makes no claims about being applicable to all mobile work settings, thus it 

is critical for the fieldwork and analyst to decide if it is relevant and which aspects 

are important at any mobile work setting. 

A mobile trajectory has a CORE TRAJECTORY (e.g. MOBILE MENTAL HEALTH CARE) 

that involves particular work: CORE WORK. This tends to involve one general, 

commonly understood class of actions and interactions that is exchanged for 

something else e.g. CARE, WAYFINDING). There are ALIGNED TRAJECTORIES that feed 

the CORE TRAJECTORY (e.g. INFORMATION TRAJECTORIES). These are part of the 

CORE TRAJECTORY. Some of the WORK in these ALIGNED TRAJECTORIES is SHAPING 

WORK from the perspective of the CORE TRAJECTORY e.g. BODY, INFORMATION, 

SENTIMENTAL i.e. the work involved in moving CORE TRAJECTORY forward. This 
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may result in ALIGNMENT or RECONCILIATION WORK (see CONCERNS below) or work 

focused on the coordination of different TRAJECTORIES. 

A mobile trajectory has CYCLES of repeated actions and interactions, TRANSITIONS 

(key points in the trajectory where things change), TRAVERSALS (the movement 

between these points), STREAMS (clusters of actions and interactions often in a 

particular order), SCHEMES (plans) in place to manage the trajectory, POSSIBILITIES 

at any point in the trajectory and overall HISTORICITY (the importance of the past for 

contextualising the present and future) and SHAPE (the duration, extension and 

granularity of the trajectory from past to present). A TRANSITION can be a point in 

time (e.g. 3 p.m.), a place (e.g. a street intersection) or an event (e.g. handover). In 

turn, a TRAVERSAL can involve passage of time, coverage of geographical space or 

the space between two events. CYCLES suggest regular, repeated actions contributing 

to the mobile trajectory. 

All these COMPONENTS and FEATURES support the asking of  “What…?” and 

“When…?” type questions e.g. What is the CORE TRAJECTORY? When did the 

TRANSITION occur? 

Mobile trajectory also has a number of PROPERTIES: PHYSICALITY (PHYSICAL, 

HYBRID, DIGITAL), LOCALITY (DISTRIBUTED, CENTRALISED), INSTRUMENTALITY 

(GOAL-DRIVEN, TOOL-DRIVEN, INFORMATION-DRIVEN), SYNCHRONICITY (POLY, 

MONO, A), INTER-DEPENDENCY (INTER-DEPENDENT, RECIPROCAL, DEPENDENT, 

INDEPENDENT), PREDICTABILITY (PREDICTABLE, UNPREDICTABLE) and PALPABILITY 

(VISIBLE, EPHEMERAL). A PHYSICAL trajectory plays out in the physical world e.g. a 

journey, care work etc. A DIGITAL trajectory plays out in digital space within a 

mobile system or virtual world. A HYBRID trajectory plays out in both. Different 

mobile trajectories have different regard for goals and tools: they can be TOOL-

DRIVEN i.e. profoundly influenced by the particular objects and artefacts at a setting 

(e.g. through their form); INFORMATION-DRIVEN or sustained by the exchange of 

messages and communications; GOAL-DRIVEN or heavily influenced by the high level 

intention within the trajectory (made evident through SCHEMES for example). Mobile 

trajectories tend to be INTER-DEPENDENT i.e. having important relationships to other 

trajectories e.g. INFORMATION TRAJECTORIES. Mobile trajectories tend to be both 

ASYNCHRONOUS, having different temporal orders and perspectives playing out 

simultaneously, and POLYSYNCHRONOUS, having a loose coupling between time slots 
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and the different forms of WORK that are done to SHAPE the trajectory. However they 

can also be anchored through moments of MONOSYNCHRONICITY i.e. when a singular 

notion of time and the work that is done in that time is shared. A mobile trajectory 

can involve all three of these PROPERTIES but exhibit them differently at different 

times. A mobile trajectory that involves movement through space may also depend 

on a DIGITAL trajectory through a device in-hand or on other INFORMATION 

TRAJECTORIES e.g. a flow of instructions. A RECIPROCAL trajectory extends a (INTER-

)DEPENDENT trajectories in that the suggestion is they are inseparable from other 

trajectories. PREDICTABLE trajectories tend to have regular CYCLES of repeating 

work and temporal regularity, UNPREDICTABLE trajectories are highly contingent e.g. 

emergency work. Certain trajectories are easy to experience or PALPABLE (e.g. a 

PHYSICAL trajectory) others are more ephemeral and amorphous (e.g. an information 

trajectory). 

All these PROPERTIES support the asking of “What kind…?” type questions (e.g. 

“What kind of PHYSICALITY does the trajectory have?”). 

Important CONCERNS are RECONCILIATION CONCERNS or the work that is done to couple 

different trajectories e.g. a PHYSICAL trajectory through space and a DIGITAL 

trajectory through a guide system for example and ALIGNMNENT CONCERNS or work 

that is done to make different trajectories relate or coordinate in some way e.g. a 

PHYSICAL trajectory with a ILLNESS TRAJECTORY. In addition there are RECIPROCAL 

CONCERNS. SHAPING WORK may result in consequences that are variously 

(un)expected (e.g. sadness, stress) or CONTINGENCY CONCERNS (e.g. being 

unpredictable) that affect the ongoing CORE and SHAPING WORK. 

A mobile trajectory plays out in (often a number of) SOCIAL SPHERES. A SOCIAL 

SPHERE can include particular WORLDS and SUB-WORLDS comprising certain 

MEMBERS with particular ROLES and INVOLVEMENT and thus has particular 

BOUNDARIES (e.g. physical, organisational). MEMBERS in the SOCIAL SPHERE have 

particular TIES and OBLIGATIONS, both in terms of numbers and strength, to other 

members and different levels of AWARENESS of them. Members have particular 

BIOGRAPHIES and INVOLVEMENT in particular trajectories and SPHERES, their own 

BIOGRAPHICAL TRAJECTORY for example. The SOCIAL SPHERE exploits particular 

RESOURCES (the focus here is on what something does e.g. a file provides 

information) and MEDIA (the focus here is on how something does it e.g. through 
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being expressive) which both have particular AVAILABILITY (e.g. visibility, mobility) 

and MUTABILITY (e.g. sustained availability, static usage) in order to sustain itself. 

The SOCIAL SPHERE also shares KNOWLEDGE, has expected PRACTICES, and, 

importantly, is an ongoing ACCOMPLISHMENT. 

These notions support the asking of “Who…?”, “How…?” and “With what 

consequences…?” type questions (e.g. Who’s involved? How are MEDIA used? What 

are the consequences of ongoing action?) 

In the sections below I appraise this theory of mobile work through a series of 

comparisons, summarised in Table 8.2 below. 

evaluation section case comparison 
8.5.1 A, B, C 3 different versions of trajectory 

8.6 C other Strauss-informed schemes 

8.7.1 C Mobilities 

(1) conceptual 
(2) analytic 

8.7.2 A, C Locales 

8.5.2 B, C distributed work trajectory 

8.6 C other Strauss-informed schemes (3) inferential 

8.7.2 A Locales 

8.5.2 B, C distributed work trajectory 
(4) design 

8.9 A Locales 

Table 8.2: Different kinds of comparison deployed in the sections below 

Thus, I evaluate mobile trajectory as: (1) a conceptual device e.g. as a way of 

looking at the world and thereby supporting fieldwork; (2) an analytic device e.g. as 

a means of making sense of a setting; (3) a inferential device e.g. as a heuristic 

device for evaluating a mobile ICT’s; (4) a device supporting design e.g. the work of 

developing ideas for new ICTs supporting mobile work, recommending appropriate 

policies surrounding these ICTs. These kinds of evaluation are by no means discrete. 

For example, evaluating mobile trajectory as a conceptual device involves 

considering its effectiveness for analysis. Similarly drawing inferences and 

considering appropriate designs for a setting involves understanding it i.e. using the 

concepts to describe and talk about the setting. 

8.5 Comparison(1): Different versions of trajectory 

I consider the descriptive and rhetorical power of all versions of mobile trajectory in 

this section (Table 8.3 below). I also consider only the inferential and application 

power for distributed work trajectory and mobile trajectory across Case B and Case 

C respectively. 
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Case Chapt Version Describe Talk Infer Apply 
A 4 Trajectory # # $ $ 

B 6 Trajectory+ # # $ $ 

B 6 Distributed work trajectory # # # # 

C 7 Mobile trajectory # # # # 

Table 8.3: Overview of the critical examination of the different versions of mobile trajectory 

8.5.1 Description and Rhetoric 

I wish to revisit to Halverson’s (2002) notions of description and rhetoric to support 

a summative analysis of the different trajectory versions. 

“First, we require descriptive power. Theory in CSCW should provide a conceptual 

framework that helps us make sense of and describe the world. This includes 

describing a work setting as well as critiquing an implementation of technology in that 

setting.” 

[Halverson, 2002:245] 

Halverson’s treatment of “description” extends beyond “I went there and this is what 

I saw” (Dourish, 2006:544) and includes a critical examination of the ICTs deployed 

at the setting. Thus description supports a critical gaze, fixing an ephemeral view (cf. 

Urry’s (2002) “tourist gaze”) and thus extends beyond merely stating what is there. 

Such a view does not contrast with the call for “ethnomethodological indifference” 

(Garfinkel, 2002; Lynch, 1999) but merely suggests there are particular motivations 

for approaching a setting and that it may have regularities. Randall et al., (2007:33-5) 

make this point when describing Peter Winch’s “The Idea of Social Science”: 

“There is nothing wrong in principle with identifying regularities, but Winch makes 

the point that ethnographers who simply describe various activities as being 

‘examples’ of a particular thing are missing the point. The problem is precisely what 

counts as the same thing and what warrant we might have for so deciding.” 

[Randall et al., 2007:35] 

Thus description involves deploying tools for sense-making that support “ways of 

looking” (Randall et al., 2005) when both observing and being analytic about that 

observation. My claim is not that the various instantiations and aspects of mobile 

trajectory are in any sense always, completely, really there but that parts of mobile 

trajectory can help describe aspects of what is there. 
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“Second, we need rhetorical power. Theory should help us talk about the world by 

naming important aspects of the conceptual structure and how it maps to the real 

world. This is both how we describe things to ourselves and how we communicate 

about it to others. Further, it should help us persuade others that our view is correct.” 

[Halverson, 2002:245] 

Halverson’s treatment of rhetoric subscribes to the view that theory is both 

“bracketed” (Sharrock and Anderson, 1986:19) and abstracted (Strauss, 1993) away 

from “the ordinary affairs of society” (Sharrock and Anderson, 1986:20). Rhetoric is 

also closely associated with description in this view but extends beyond “gaze” 

(Urry, 2002) and “looking” (Randall et al., 2007) to include more analytic and even 

persuasive work, putting views on settings into particular visible and presentable 

forms. There is also a strong element of enabling the asking of the right questions 

and the telling of a good story. Importantly these questions and stories are grounded 

in the “ordinary affairs” (Sharrock and Anderson, 1986:20) of the settings involved 

and less concerned about what might be the case, what kinds of processes, ICTs etc 

might work at the setting (as with inference below). 
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Descriptive power 

In the first case (Case A, Chapter 4) I identified certain resonances between 

trajectory and what I observed and analysed exhaustively with regard to: (D
+
1) 

action; (D
+
2) work; (D

+
3) orders; (D

+
4) dwelling; (D

+
5) support (Table 8.4 below). 

Issue Trajectory aspect(s) Explanation 
Contingency contingent courses of ‘digital’ actions related to physical traversal 

Phasing regular phasing of actions and interactions 

D+1 

Action 

Management (inter)actions concerned with managing their physical trajectory 

Phasing developing rhythms of work 

Reciprocal impact “evolving expectations concerning work” 

D+2 
Work 

Reciprocal impact “and the cumulative effect of work” 

Scheme “organising ‘stuff’ in the world” 

Management “putting ‘stuff’ in place” 

D+3 
Order(s) 

Arc of action “the actual process of working it out.” 

Trajectory “the virtual plane” and “the physical plane” D+4 

Dwelling Trajectory, projection interplay and switch between virtual and physical courses of action 

Trajectory, projection relation of envisaged action to the system D+5 
Support 

Trajectory, management how the system might help to assist with this envisaged action 

Table 8.4: Resonances (D
+
) between trajectory and its sub-concepts and Case A observations 

This case also showed that trajectory simply did not account for: (D
–
1) place; (D

–
2) 

resources; (D
–
3) work (see Table 8.4 below). 

Issue Trajectory aspect(s) Explanation 
D–1 
Place 

n/a role of the environment in e.g. stable against less predictable 
locations 

D–2 
Resources 

n/a transformation of resources (e.g. the mobile guide) within particular 
environments 

D–3 
Work 

Trajectory the problem of reconciliation work – digital work and physical work – 
described by 3.3-Mappings 

Table 8.5: Dissonances (D
-
) between trajectory and its sub-concepts and Case A observations 

There was a particular need to distinctly account for digital (inter)actions (digital 

work) and their ongoing relationship to other (inter)actions: reconciliation work. 

In Case B (Chapter 6) trajectory, social world, biography, orders, locale and 

different forms of work (trajectory+) alerted me to: (D
+
6) care work; (D

+
7) groups; 

(D
+
8) temporality; (D

+
9) orders; (D

+
10) shaping (Table 8.6). However trajectory+ 

(D
–
4) did not draw much attention to the exact nature of the dependence between 

different trajectories. The influence of place on (inter)action also did not emerge as a 

key theme in the analysis (D
–
5). 
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Issue T+ aspect(s) Explanation 
Trajectory the “care trajectory” at the setting and how it contextualised much of 

the other work that occurred. 
D+6 
Key action 

Management, phasing, 
schemes 

the detail of the features of the “care trajectory” and how it was 
managed 

D+7 
Groups 

Social worlds the importance of the membership, division of labour, composition 
and artefacts in the teams that staff worked in 

D+8 
Temporality 

Phasing “temporal rhythms” (Zerubavel, 1985) and the importance of 
managing transitions effectively 

D+9 

Orders 

Social world, trajectory the “Everyday Care Social World” and the “Community Care Social 

World” and the “care trajectory” were achievements 

D+10 
Shaping 

Trajectory (illness, 
biographical) 

multiple trajectories – illness trajectories (e.g. mental illness), 
biographical trajectories (e.g. individual residents) were shaped  

Table 8.6: Resonances (D
+
) between trajectory+ (T+) and Case B observations 

In Case B (Chapter 7), the notion of distributed work trajectory (DWT) forces 

attention on: (D
+
11) work; (D

+
12) awareness; (D

+
13) relations; (D

+
14) temporality; 

(D
+
15) shaping (Table 8.7). 

Issue DWT aspect(s) Explanation 
shape, historicity, cycles, 

possibilities 

Work at the setting has a form or shape: past (inter)actions form 

consequences for the future (historicity); there are repeated pattern 
(cycles); (inter)action stretch into the future. 

forms of work,  media, 
resources, mobilities 

Information work concerning the exchange of messages, the staff 
rota and healthy eating could support the trajectory of residents’ care. 

D+11 

Work 

forms of work, visibility, 
availability, schemes 

Information about medication was very important information in 
emergency situations e.g. if a resident attempted to commit suicide 

biographies, historicity, 
cycles, possibilities, 
visibility, availability 

Staff’s awareness of cycles of residents’ unfolding biographies (e.g. 
behaviour, patterns of spending, medication) were necessary for their 
care. 

D+12 
Awareness 

cycles, schemes, 
visibility, availability 

Residents’ awareness of “temporal rhythms” (Zerubavel, 1985) and 
cycles at the setting could support their care trajectory 

D+13 

Relations 

social world, members, 

forms of work, media 

Social interaction e.g. the act of sharing something could support the 

trajectory of residents’ care through sentimental work. 

biographies, historicity, 

cycles 

Exchanging and highlighting important information about residents, 

e.g. spending habits or cycles, over a period of time was important. 

D+14 

Temporality 

historicity, possibilities, 
shape 

Having access to information concerning residents’ point in their care 
trajectory was important. 

D+15 
Shaping 

forms of work, scheme, 
shape 

Shaping residents’ illnesses positively through the care trajectory was 
important. 

Table 8.7: Resonances (D
-
) between distributed work trajectory (DWT) and Case B observations 

These comparisons pointed to the need to consider the important (D
+
11) relationships 

between different forms of work and the need to frame trajectory beyond the singular 

notion of process towards a more complex, multi-dimensional flow of coordinated 

events and situations involving support for the psychiatric condition itself. During 

the Design Workshop (or Workshop), Jo, the Manager at the setting pointed to the 
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importance of (D
+
12), (D

+
13) and (D

+
15). She noted how residents “love to know 

who’s on duty” and want “to know who is going to be with us [them] for the next 

twenty-four hours” (D
+
12). She also noted how it was essential to utilise any 

resident’s positive experience (D
+
15) and how sharing a photograph meant sharing 

“a life story, of being someone, of being somewhere” (D
+
13). However, distributed 

work trajectory did not account well for particular issues namely (D
–
6) relations and 

(D
–
7) knowledge (Table 8.8 below). 

Issue DWT aspect(s) Explanation 
all compounded work and trajectory, lowering distributed work 

trajectory’s analytic value 
D–6 
Relations 

forms of work exploration of key relationships and dependencies among different, 
non-traditional forms of work (e.g. sentimental work) not supported 

D–7 
Knowledge 

n/a no account of the emergence and management of knowledge 

Table 8.8: Dissonances (D
-
) between distributed work trajectory and Case B observations 

Mobile trajectory draws on the strengths of trajectory while addressing many of the 

weaknesses. It draws attention to (inter)action (D
+
1), work (D

+
2, D

+
11), orders 

(D
+
3) and groups (D

+
7) in particular while addressing the deficiency concerning 

trajectory’s account of place (D
–
1). It does not, however, address issues concerning 

dwelling in a virtual space (D
+
4), despite attending to the consequences of 

longitudinal work (through HISTORICITY). 

In Case C the CORE TRAJECTORY at the setting is COMMUNITY CARE – mental health 

care in particular – which involved other, ALIGNED TRAJECTORIES – ILLNESS (e.g. 

mania), PHYSICAL (e.g. movement), INFORMATION (e.g. client information), 

SENTIMENTAL (e.g. confort), all of which had to be shaped in particular ways. Each 

of these trajectories involved particular WORK. For instance the COMMUNITY CARE 

TRAJECTORY involved INFORMATION WORK. Key CONCERNS were, for example 

ALIGNING clinicians’ PHYSICAL TRAJECTORIES with clients’ ILLNESS TRAJECTORIES 

(through home visits) and clinicians’ PHYSICAL TRAJECTORIES with clients’ 

INFORMATION TRAJECTORIES (through file management). These aspects of mobile 

trajectory directly address the different forms of work (D
+
2, D

+
11) and (inter)action 

(D
+
1) at the setting, its shaping (D

+
10, D

+
15), its temporality (D

+
8, D

+
14) and 

important relations (D
+
13, D

–
6). 

This mobile trajectory had particular CYCLES – shifts with the handovers marking 

TRANSITIONS and the work in between – e.g. a home visit – as a kind of TRAVERSAL. 
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Within a particular shift there were particular STREAMS of work – the assembly, pre-

visit, visit and post-visit pattern around a home visit for example. As these STREAMS 

of work were repeated they became CYCLES. There were also the CYCLES in the 

INFORMATION TRAJECTORIES concerning individual clients’ BIOGRAPHIES – as shown 

by the movement of clients through the main whiteboard and the repeated 

conversations around them – through the organization. These aspects of trajectory 

again address the processural character of work at the setting (D
+
1, D

+
2, D

+
11), 

important temporal orders (D
+
3) as well as important groups (D

+
7). 

The mobile trajectory at this setting was PHYSICAL, DISTRIBUTED and at times 

CENTRALISED and was largely INFORMATION-DRIVEN (with the broad GOAL of 

community care). It also demonstrated all three forms of synchronicity – clinicians 

had both shared (MONOSYNCHRONOUS) and independent (POLYSYNCHRONOUS) views 

on time and often operated according to both simultaneously (ASYNCHRONOUS). The 

setting involved RECIPROCAL, INTER-DEPENDENT trajectories (INFORMATION, 

ILLNESS, BIOGRAPHICAL), and their mobile trajectory was highly unpredictable. 

Given this a key CONCERN involved ALIGNING trajectories e.g. INFORMATION with 

PHYSICAL. These aspects of trajectory consider the exact dependence between 

different trajectories (D
–
3, D

–
5) as well the importance of place (D

–
1, D

–
4). 

The clinical team formed a tight knit SOCIAL SPHERE with particular MEMBERS at any 

one time (i.e. people on shift and on call), who were often distributed. BOUNDARIES 

between clinicians and clients were strictly defined although this BOUNDARY was 

invisible. However, it becoming acutely visible and physical when they had to travel 

to and cross the threshold of clients’ homes. There were strong professional TIES and 

OBLIGATIONS within the team and MEMBERS (particularly those in coordinating roles) 

managed AWARENESS carefully. They used client information (e.g. a client’s suburb) 

and service information (e.g. an In-Patient Unit) as a RESOURCE. Clinicians also used 

the expressive, largely IMMUTABLE MEDIUM of a mobile phone voice service to 

access these RESOURCES, as well as the highly AVAILABLE (through its mobility), 

MUTABLE (through its annotability) MEDIUM of paper. KNOWLEDGE (e.g. of clients 

and procedures) emerged through work and was managed via the CYCLES of the 

MOBILE COMMUNITY CARE TRAJECTORY. These aspects of mobile trajectory address 

the nature of the group (D
+
7), support and resources (D

+
5, D

–
2) sustaining the 

trajectory as well as knowledge (D
–
7), awareness (D

+
12) and important orders (D

+
-

3, D
+
9), including place-based orders (D

–
1), at the setting. 
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Rhetorical power 

In Case A (Chapter 4) trajectory enabled the asking of questions specifically about: 

(R
+
1) temporality; (R

+
2) flows; (R

+
3) action; (R

+
4) corporeality (Table 8.9 below). 

Issue Trajectory aspect(s) Questions 
Trajectory, phasing How is (inter)action (around ICTs) changing? 

Arc of action How has (inter)action (involving ICTs) extended into the past? 

R+1 
Temporality 

Projection What are the expectations of (inter)actions (involving ICTs)? 

Trajectory What are the key flows of action e.g. movement? 

Phasing What is the composition of these flows e.g. in terms of stages? 

R+2 

Flows 

Management How are these flows related? 

Arc of action How do key actions and interactions unfold over time? 

Management How are things worked out? 

R+3 

Action 

Scheme How are things organised? What mechanisms are used in 
action and interaction? 

Orbit, trajectory What are the issues with being there? R+4 

Corporeality 
Trajectory How important is people’s corporeality? 

Table 8.9: Questions generated & accounted for (R
+
) by trajectory and its sub-concepts in Case A 

Importantly, these kinds of questions themselves supported talk about unfolding 

action (R
+
1) digital work (R

+
2) reconciliation work and key relationships between 

place, people, work and resources (R
+
3, R

+
4). Trajectory did not directly address 

particular issues. However, the use of trajectory in asking the kinds of questions in 

Table 8.9 generated further questions concerning: (R
–
1) people; important (R

–
2) 

relations; (R
–
3) apparatus (Table 8.10) 

 Issue Trajectory aspect(s) Questions 
n/a Who is involved? R–1 

People 
n/a What responses do people have e.g. anger, frustration? 

n/a How are they connected to others? R–2 

Relations 
n/a What are their particular views of other people? 

n/a What mechanisms are used in (inter)action e.g. schemes?  R–3 
Apparatus 

n/a How are resources used in-the-world? 

Table 8.10: Questions generated (R
-
) by trajectory and its sub-concepts in Case A 

A clear use of trajectory+ (trajectory, social world, biography, orders, locale and 

different forms of work) was (1) framing interview questions (Appendix 6-2) to ask 

participants and (2) formulating vignettes (Appendix 8-2) from the Rapid Analysis 

described in Chapter 6 for use in the Workshop (see Appendix 8-1 for the transcript). 

The (1) interview questions addressed some issues left undiscovered in Case A 
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(Table 8.11): (R
+
5) group; (R

+
6) work; (R

+
7) plans; (R

+
8) artefacts; (R

+
9) 

interaction. 

Issue T+ aspect(s) Explanation/Example questions 
social world, biography participants’ working group e.g. Do you often have to work alone, 

or do you work with others a lot? 

R+5 

Group 

scheme division of labour e.g. Who plans your work or is it not really 
planned at all? 

social world nature of work e.g. Is this a typical work day for you? 

phasing patterns and stages of work e.g. Does your work have particular 
stages during the day? 

scheme do you have a particular schedule that you run to? 

R+6 
Work 

management ongoing management of work e.g. How do you manage the things 
that you have to do? 

R+7 
Plans 

scheme importance of plans and schedules e.g. Do you have a particular 
schedule that you run to?  

R+8 
Artefacts 

locale artefacts involved in work e.g. Do you use certain things for 
certain work (e.g. the telephone to make arrangements) 

R+9 
Interaction 

locale different forms of interaction e.g. Do you need to interact with 
other staff and residents during your workday 

Table 8.11: Questions generated and accounted for (R
+
) by trajectory+ in Case B 

These questions addressed the particular deficiencies with regard to trajectory 

identified in Chapter 4 (Case A); its account of different aspects of work (R
+
6), 

personal and collective experience (R
+
5, R

+
6) in particular. Overall these questions 

supported the framing of observations with regard to the people involved in care and 

their relationships (R
+
5), the work involved in ongoing care and its features (R

+
6) 

and the need to manage care through particular (R
+
7) schemes (e.g. pre-pre-prepared 

task lists), (R
+
8) objects (e.g. PostIt notes) and (R

+
9) interactions (e.g. handover). 

The questions also pointed to unanswered issues concerning (R
–
4) place and (R

–
5) 

awareness at the setting. Although questions on “interactional needs” and “means” 

(Fitzpatrick, 1998:91) from locale were useful, the questions on “site” (ibid) were 

not. More useful notions here were Martin and Sommerville’s (2004) “ecological 

arrangement” and “cooperative arrangement” which are closer to notions of order. 

Issue T+ aspect(s) Explanation/Example questions 
R–4 
Place 

locale Where participants worked e.g. How would you describe where 
you work? 

R–5 
Awareness 

different trajectories 
e.g. information 

the importance of awareness of residents’ conditions 

Table 8.12: Questions generated (R
-
) by trajectory+ in Case B 

The (2) vignettes (Appendix 8-2) created an opportunity for thinking about and 

discussing possible, new technology design (“Inferential power” below). The 
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vignettes represented a way of talking about trajectory+. I informally tested them 

through asking questions to participants regarding their realism, frequency and 

criticality during the Workshop (Appendix 8-1). Participants confirmed that all the 

vignettes were realistic. Figure 8.1 below presents two example vignettes, the 

trajectory+ aspects they exhibited and the comments about them at the Workshop. 

 Vignette 1 Vignette 3 
You are coming to the end of your shift and are talking 
through the day’s events with the next member of staff. 

A resident enters and wants to talk to you desperately. 
You ask politely for the resident to wait until you have 
finished talking to the staff member. The resident 
seems anxious. You stop the changeover and walk to 
the pool room to talk to the resident. 

You start your shift, have your changeover, and 
then go straight to the table in the lounge room to 

see what your tasks for the day are. You turn to the 
other staff member on duty and say: “D’ya want to 
sort through what we are going to do?” Your 
colleague nods and you work through the 
allocation of duties. 

 Trajectory+ aspects written in/visible 
ongoing work, stretching from one part 

of the day to next 

how plans or schemes operate at 

the setting 

phasing through the shift transition 

Trajectory 

handover transition through phasing 

Trajectory 

different trajectories – the illness and 

care trajectory 

Orders  spatial order: “the table in the 

lounge room” 

means - “allocation of duties” Locale interactional needs of the resident and 

staff member 

Locale 

 
site: “the table in the lounge room” 

the work of managing multiple 

trajectories 

Work articulation work – work required to 

proceed with other work 

Work 

different forms of work – information, 
sentimental work 

Social 
world 

how staff managed the division of 
labour 

Summary of comments at Workshop 
“typical”, “irritating” and “vital” realistic and frequent and could be critical 

reasons why this happened – residents knew it was 
handover 

a lot of paper was involved in their work e.g. the 
duty list 

useful for eliciting that particular technologies used for 
particular purposes 

allocation of duties could involve the landline and 
fax machine 

Figure 8.1: Two example vignettes (1 and 3), the aspects of trajectory+ they exhibited and 

comments about each at the Workshop 

Some vignettes were more generative of technology-centered discussions than 

others. For instance, although Vignette 6 (Appendix 8-2) was also found to be 

realistic yet infrequent, it was also much more generative of discussion concerning 

possible client therapy through technology than Vignette 2 (Appendix 8-2) which 

was confirmed to be realistic, frequent and critical. 

The vignettes, as the examples above and Table 8.13 show, directly deployed 

trajectory+ sub-concepts, phasing, scheme (
X
) and management while other aspects 

of trajectory+ are visible (
O
) in them. Thus, I describe the use of the latter notions 
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(marked 
O
) in post-hoc terms. I did not explicitly consider these at the time of writing 

the vignettes. 

Scenario 

T+ aspect(s) 1 2 3 4 5 6 
multiple O – – O O – 

phasing X X X – X X 

scheme – X X X – X 

management X X – X X X 

arc of action – – – – – – 

trajectory 

projection – – – – – – 

social world – – O – – – 

site O – O – – – 

means O O O – O – 

locale 

needs O O O – – – 

biography – O – O – O 

forms of work O O O O O O 

orders – O O – – – 

X
 = written in 

O
 = visible 

– 
= not written in or visible 

Table 8.13: Aspects of trajectory+ in the 6 vignettes 

The deployment of the trajectory+ sub-concepts, phasing, scheme and management, 

supported discussion of work at the setting and it was relatively straightforward to 

write these notions into the vignettes explicitly. Table 8.14 maps the issues addressed 

in the scenarios to particular trajectory+ notions. 

Issue T+ aspect(s) Explanation 
management staff's preoccupations with ongoing resident care R+10 

Pre-
occupations 

scheme staff’s mechanisms for managing residents’ care 

social world collective nature of work and means used 

trajectory contingent nature of work 

phasing, orders longitudinal, repetitive nature of work, negotiation of actions and 
interactions (orders) that could span over shifts 

R+11 
Work 

interactional needs “information work” and “articulation work” required 

R+12 
Place 

site the action happening in a particular place 

R+13 

Technology 

means technologies used e.g. word-processed reports, task lists and talk 

Table 8.14: Aspects of staff’s work made visible (R
+
) through the vignettes in Case B 

However, there is both a suggestion that (R
–
6) site is no more than a form of spatial 

order and that (R
–
7) interactional needs are largely captured by forms of work. 
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A clear use of DWT in a rhetorical fashion was in forming the informants interview 

questions for Case C (see Appendix 7-5). These questions fuelled conversations 

about clinicians (mobile) work in informal and more formal interviews. 

Issue DWT aspect(s)  Q  Example questions 
biography A2. How long have you been with ASSIST? 

members B5. Who are the key people you need to work with? Why? 

shape/cycles D2a. Do you often think in terms of stages of a client’s condition? 

How does this affect your work? 

R+14 
People 

historicity D2e. Do you find yourself thinking back about what happened 
previously in a client’s history? 

social world A6. Do you usually work alone or with others? If you work with 
others, who do you work with? 

scheme D1b. Do you have a particular schedule that you run to…? 

R+15 
Group 

roles D1b. Who plans your work or is it not really planned at all? 

forms of work B4. What are the key things that you have to do as part of your 
work? 

R+16 
Work 

management D1d. How do you manage the things that you have to do? Do you 
write down reminders…? 

R+17 
Relations 

core/aligned work F1. Through your work, how would you describe your needs in 
terms of: a. Information (e.g. client information)? b. 
Awareness of others (e.g. other staff)? Social interaction (e.g. 
with other staff)? 

historicity D1e. Do you find yourself thinking back about what happened 
previously in the day and how that relates to what is going on 

now? 

shape/cycles B3. Can you describe a typical work day to me or are there no 
“typical” work days for you? 

R+18 
Temporality 

possibilities D1c. Are you often aware of thinking ahead during your workday or 
do you just do work as it comes to you? 

media E1.  
 
E2. 

What instruments (e.g. phones and paper) do you use to do 
your work? 
Do you use certain things for certain work (e.g. the telephone 
to make arrangements)?  

resources F3. Can you provide specific examples when you didn’t have: a. 

Information (e.g. client information)? b. Awareness of others 
(e.g. other staff)? Social interaction (e.g. with other staff)? 

practices D1b. Do you have…routines that you follow? 

R+19 
Support 

scheme D3a. Describe the stages you go through to reach a client in the 
community. Who plans this? How? 

locality C2. Are there any particular difficulties or advantages you 
encounter because of where you work? 

R+20 
Place 

mobility C3. Do you often move around as part of your work? Describe 
how and when this might happen. 

Table 8.15: Questions generated and accounted for (R
+
) by distributed work trajectory in Case C 

Many of the questions used in Case C resembled those asked to participants in Case 

B through trajectory+, particularly questions concerning (refer to Table 8.15 above): 
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- (R
+
15) work group configurations through asking about social worlds operating 

at the setting e.g. question A6. 

- (R
+
18) the temporal character of work e.g. through asking about the shape, e.g. 

question B3., and cycles in work e.g. question D2a. 

However, the questions supported by DWT also address: 

- (R
+
14) individuals through probing biographies e.g. question A2. 

- (R
+
16) different forms of work in their working lives, information work, 

awareness work and social interaction in particular, and a greater 

acknowledgement of importance of physical movement e.g. question D3a. 

- (R
+
17) how different forms of work are related e.g. question F1. 

- (R
+
20) place through attention to the locality in which clinicians worked, e.g. 

question C2., and the mobility in their work e.g. question C3. 

Both plans (R
+
7) and artefacts (R

+
8) are conceived of as different forms of support 

for work (R
+
19) management e.g. D3a., D1d.. In addition, in both this and the last 

case I used the theoretical notions to probe the particular affordances (e.g. question 

E1.) of different resources (e.g question F3.) and how they might be laced together 

during a working day (e.g. question E2.). However, despite the strengths of 

distributed work trajectory in supporting questioning around these issues both the 

relationship between different forms of work was not considered in depth and nor was 

the relationship between work and trajectory (R
–
8). 

The form of mobile trajectory itself, as already indicated above (section 8.4), affords 

the asking of important if very straightforward questions about a setting. These 

questions start a discussion around issues concerning work, preoccupations, people, 

groups, time, awareness, place and artefacts at a setting. It also considers the ongoing 

achievement of the orders at the setting through considering the social spheres to be 

an ongoing accomplishment (Table 8.16). 
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Issue(s) MT aspect(s) Q Example questions 
R+17, R–2, R–8 Relations COMPONENTS e.g. 

CORE TRAJECTORY 
1. What is the CORE TRAJECTORY? What are the 

other ALIGNED TRAJECTORIES? 

R+3 Action; R+6, R+11, R+16 

Work; R+9 Interaction 

COMPONENTS e.g. 

SHAPING WORK 

2. What different forms of work are used to SHAPE 

the trajectories? How are trajectories aligned? 

R+2 Flows; R+1, R+18 

Temporality; R+7 Plans 

FEATURES e.g. 

CYCLES 

3. What are the temporal FEATURES of and support 

for the trajectories? 

R+4 Corporeality; R+12, 
R+20, R–6 Place; R–4,  

PROPERTIES e.g. 
PHYSICALITY, 
INTERDEPEDENCY 

4 What are the other PROPERTIES of the trajectories 
(e.g. LOCALITY) and how are they related to other 
trajectories (e.g. INTER-DEPENDENT)? 

R+17, R–2, R–8 Relations CONCERNS e.g. 
ALIGNMENT 

5. What are the key CONCERNS with these multiple 
trajectories e.g. reconciliation? 

R+8 Artefacts; R+13 
Technology; R–5 
Awareness; R–3 Apparatus 

RESOURCE/MEDIA 

VISIBILITY and 

AVAILABILITY 

6. How are trajectories make VISIBLE and AVAILABLE if 
at all? 

R+9 Interaction; R+10 Pre-
occupations; R+5, R+15 

Group; R+14, R–1 People; R–

5 Awareness 

SOCIAL SPHERES, 
KNOWLEDGE, 

PRACTICES  

7. Who/what is involved in the trajectories? How are 
they achieved? What is achieved by them (e.g. 

KNOWLEDGE)? 

Table 8.16: Issues addressed by mobile trajectory and example questions it provokes 

Summary: Description and Rhetoric 

In this section on descriptive and rhetorical power I have considered all four versions 

of mobile trajectory with regard to the three cases presented (Table 8.17). 

Case Chapt Version Describe Talk 
A 4 Trajectory # # 

B 6 Trajectory+ # # 

B 6 Distributed work trajectory # # 

C 7 Mobile trajectory # # 

Table 8.17: Overview of the critical examination of the descriptive and rhetorical power of the 

different versions of mobile trajectory 

A general observation is that, as I have moved away from the categorical outputs of 

grounded analysis more attention has been paid to the unfolding nature of action 

(such as how past actions formed consequences for future actions through 

HISTORICITY), the various flows (e.g. through the notion of TRAVERSALS) and how 

different trajectories and work are related (e.g. through particular PROPERTIES and 

CONCERNS). Comparing the four versions, mobile trajectory’s descriptive and 

rhetorical power lies both in drawing attention to and generating questions about the 

different types of, characteristics of, and influences on ongoing work at a setting 

(through mobile trajectory COMPONENTS and FEATURES). Mobile trajectory draws 
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the gaze towards the key people, their involvement with and relationship to others 

and how they move and use the particular features of the environment they work in 

(through SOCIAL SPHERES) so that these can be explored, questioned and talked about. 

These notions make us consider and ask questions about borders (BOUNDARIES of 

SOCIAL SPHERES) such as what formal borders people have to negotiate e.g. when 

there is a gatekeeper to another institution and what, less distinct boundaries they 

continually manage between work and non-work activities. It draws attention and 

forces discussion of the work constituting and supporting (ALIGNED TRAJECTORIES) 

ongoing work (the CORE TRAJECTORY) such as the sentimental work or the awareness 

work involved in keeping in touch. It also brings into view and provokes questions 

about the key things that this work pivots around, such as mobile phone calls 

(through RESOURCES and MEDIA), as well as the temporal qualities of the ongoing 

work – discrete parts of courses of action, repeating patterns in courses of action and 

interaction (TRANSITIONS and TRAVERSALS, CYCLES and STREAMS) – and stretch – 

the extension of courses of action and interaction into the future (HISTORICITY and 

POSSIBILITIES). Through mobile trajectory the composition and decomposition of 

relevant courses of action become both strange and apparent: how ongoing action is 

made up and how it can be broken down into parts. 

8.5.2 Inference and Application 

In this section I focus on the inferential power and application power of distributed 

work trajectory and mobile trajectory alone in terms of Case B and Case C material 

alone (Table 8.18). 

Case Chapt Version Infer Apply 
B 6 Distributed work trajectory # # 

C 7 Mobile trajectory # # 

Table 8.18: Overview of the critical examination of the inferential and application power of two 

versions of mobile trajectory 

A general note on the progression across the different versions of mobile trajectory is 

that with each case material that was more susceptible to inference and application 

(see below) was produced. In Case A (Chapter 4) a need to reconcile different 

trajectories emerged. In Case B (Chapter 6) I used trajectory+ to ask questions and 

produce a series of themes and vignettes.  In Case C I framed interview questions 

and directed inquiry through distributed work trajectory. To support the discussion 

of design I again return to Halverson’s (2002)’s discussion of the notion of “power”. 
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 “The third attribute is inferential power. Without engaging in arguments about 

whether theories are true, or only falsifiable (Popper, 1992), we do want a theory to 

help us make inferences. In some cases those inferences may be about phenomena that 

we have not yet understood sufficiently to know where or how to look. We may hope 

that inferences will lead to insights for design. Or we may want to predict the 

consequences of introducing change into a particular setting.” 

[Halverson, 2002:245] 

Paul Dourish (2006:549) argues that there is something of a tradition of 

“implications for design”. He also describes reservations concerning this as a means 

of viewing (and valuing) the ethnographic enterprise (ibid): 

“Ethnography provides insight into the organization of social settings, but its goal is 

not simply to save the reader a trip; rather, it provides models for thinking about those 

settings and the work that goes on there. The value of ethnography, then, is in the 

models it provides and the ways of thinking that it supports. Ethnography has a critical 

role to play in interactive system design, but this may be as much in shaping research 

(or corporate) strategy as in uncovering the constraints or opportunities faced in a 

particular design exercise.” 

Inference, as Halverson has defined it, involves design implications, or “insights”, 

and an element of design prediction, or “consequences”, as well as new questions. 

She seems to tie this questioning to the phenomena under study in general as 

opposed to design in particular: “phenomena that we have not yet understood”. 

Defined as such inference is difficult to distinguish from application (see below), 

except in terms of its generality. However the difference may be at the level of 

specificity and longitudinality: the level of detail concerning any design 

recommendations and the ongoing support for design, evaluation etc. that the theory 

provides. Here I will restrict inference to mean providing a bridge to design through 

the identification of new insights that have yet to be worked through and tested.  

“An important fourth attribute has to do with application: how we can apply the 

theory to the real world for essentially pragmatic reasons. Mostly this translates to our 

need to inform and guide system design. We need to describe and understand the 

world at the right level of analysis in order to bridge the gap from description to 

design.” 

[Halverson, 2002:245] 
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Halverson (2002) suggests that application is more about real design and intervention 

and less about blue sky design. Application, it seems, is less about what might work 

and more about pragmatic guidance for system development at a particular setting; 

less about inferring through theory designs that could reasonably work and more 

about applying theory to ensure a particular design works through fleshing out the 

detail of the design. Given this definition of “application” I consider the design 

recommendations for ICTs I have made using mobile trajectory and in distributed 

work trajectory below as application. 

One issue that Halverson (2002) does not address is that applying theoretical notions 

such as mobile trajectory to a setting such as that described in Case C (Chapter 7) 

requires focusing on a particular aspects of the setting. Application also has to 

extend beyond inferences like design implications. This bridging of the gap is non-

trivial and thus how this gap is bridged is as important as if it is bridged in the 

application below. 

Inferential power 

Distributed work trajectory supports both a critical analysis and further development 

of possible designs at a setting. In Case B, during the Design Workshop (Chapter 6, 

section 6.4.2), participants discussed two designs (see Appendix 8-1 for transcript). 

The idea for a digital complaints book arose after a discussion of photographs and 

messages at the setting. It was a digital version of a complaints book that had already 

been introduced at the Hostel. This book would be in a public area so residents could 

write into it concerning issues that frustrated them. The group discussed two kinds of 

complaints: residents’ complaints and staff complaints (Figure 8.2). 

  

Figure 8.2: Parts of the sketch of the digital complaints book from the Design Workshop 

 The group presented some key issues regarding the book (Table 8.19). 
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N Issue Explanation Quotation 
DC1 availability residents knowing it was present and 

available was important 
“…to be a trigger in some way…” 

DC2 social rules residents should conform to certain 
conventions when writing into the book 

“…so they don’t write things that are out 
of line…” 

DC3 visibility & 
therapy 

residents writing into the book and 
seeing the complaint was therapeutic 

“…they could see they had written 
something and they could actually 

feel…they had let off some steam…” 

DC4 media residents could add pictures “it might be nice…if this book….might 

enable them to actually add pictures to 
demonstrate their point too” 

Table 8.19: Issues discussed regarding the digital complaints book (DC) 

The group also discussed possible uses of the design (Table 8.20). 

N Use Explanation/Quotation 
DCA problem 

diagnosis 
if the complaint was important or frequent it should be dealt with  “…through a 
conversation…at quite short notice.” 

DCB problem 
resolution 

the digital complaints book could be useful for obtaining “…a snapshot of the 
issues within the environment… 

DCc process 

change 

 the digital complaints book could be compared with (and the suggestion is, 

integrated with) “…existing important procedures within Hostel. 

Table 8.20: Possible uses of the digital complaints book (DC) 

 

Figure 8.3: A more developed sketch of the digital complaints book from the Design Workshop 

Further discussion of how the Digital Complaints Book might work resulted in 

Figure 8.3 above. The figure depicts a tablet with handwriting recognition software 

that allows residents to write complaints that are then shown on a digital public 
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display. These complaints are stored in a database and can then be responded to and 

filtered by staff via another computer. Through the discussion of this design, the 

group discussed further issues concerning media (Table 8.21). 

N Issue Explanation Quotation 
DC5 digital versus 

paper 
a paper-based system may be far 
more effective 

“…it could be…this physical paper, 
that current technology is, is the one 
to go for…” 

DC6 expression & 
description 

handwriting is different from typing: it 
facilitates more expressiveness and 
descriptiveness 

“…something that enable[s] the 
resident to go through the process of 
writing physically…”. 

DC7 anonymity & 

choice 

having the choice of displaying 

handwritten text and conversion to 
typed text supports anonymity 

“…one of the plusses with 

handwriting recognition is that you 
have the choice…”. 

DC8 media as 
evidence 

the system could support the 
capture, transfer and display of 
photographs of particular things 

“…like a collector of evidence so 
they could be taking pictures of…for 
example…a too messy kitchen…” 

Table 8.21: Further issues discussed regarding the digital complaints book (DC) 

This design idea was not centred only on information work, although an important 

aspect of it was getting information on residents’ concerns. There was a particular 

concern with the system supporting residents “venting” about issues that concerned 

them and that they perceived they were being heard. Beyond the affordance of the 

design for conducting “rectification work” (Strauss et al., 1985:139), the group 

discussion suggests that an important aspect of this design was supporting the 

expression and display of emotion and staff’s awareness of residents concerns. The 

former notions resonate with two of Hochschild’s (2003:9-12) “discourses” 

concerning “emotional labour”
1
 regarding firstly the display of feelings and secondly 

the management of emotion. These issues potentially have considerable implications 

for mobile workers, especially those engaged in local and remote mobility. The staff 

at this setting had to manage illness trajectories while moving and dealing with the 

emotional consequences of these trajectories’ phasing. This trajectory management 

was something they were paid to do and thus, they were in Hochschild’s terms, 

engaged in “emotional labour”. This is an additional demand for any theory of 

mobile work to account for in these kinds of settings. Considering this more broadly 

suggests the importance of awareness work i.e. being aware of others, the work that 

they do, and their emotional state. 

                                                
1
 “…the management of feeling to create a publicly observable facial and bodily display..” 

(Hochschild, 2003:7) 
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The message and photo display design followed a discussion of how messages and 

photos were used at the setting. The group discussed how the technology involved 

would be a touch-sensitive display with collections of thumbnails that would become 

larger when pressed. They also discussed how there could be random messages 

displayed alternating between e.g. information on healthy eating and information 

about going to see the dentist regularly. Broadly, they described how the digital 

display could be used as a form of reinforcement as current information was not 

often looked at: “…a display could be used as a way of reinforcing these messages 

by making them more vital in some way…I mean, because the messages and 

information are all there, it’s just nobody bothers to look at it”. The underlying 

argument was that much of the work at the Flats concerned information work – 

“…passing information to different people.” Yet, on closer examination, much of the 

discussion of this possible display concerned “sentimental work”, including “trust 

work”, “composure work” and “biographical work” (Strauss et al., 1985). There was 

also, again, discussion of awareness work. The key issues with the design discussed 

are below (Table 8.22, Figure 8.4). 

N Issue Explanation Example/Quotation 
MP1 Users who would use the display e.g. residents, staff, people at the 

day centre, relatives, friends. 

MP2 Access how access to the display and 
display of content could be 
controlled/monitored 

e.g. access by outsiders and of a 
photo for a particular resident 

MP3 Safeguards preventing inappropriate content 
being displayed through 

e.g. a blocking facility and a policy 

MP4 Fairness everyone may not be able to send 

photos to the display which could be 
disruptive and create exclusivity 

“What I’d like to avoid is any jealousy 

and fighting.” “…We’re creating 
another form of exclusivity…” 

MP5 Fun the whole design had to be fun  “You know that has got a bit of the 
fun element…your natural reaction 
is: “Seriousness, don’t want naught 
to do with it.”” 

MP6 Location the exact position of the display in 
the setting was also important so 

that more people could pass by it 

“If we put it down near where the 
noticeboard is, only two or three 

people might pass it in the day.” 

Table 8.22: Issues discussed regarding the message and photo display (MP) 
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Figure 8.4: Visual from Design Workshop presenting issues with the message and photo display 

The group also talked about the kinds of content that could be displayed (Figure 8.5, 

Table 8.23). 

N Use Explanation/Quotation 
MPA Old photos photos of staff when they were young: “Let’s have our life stories, let’s tell 

something.” 

MPB Current 
photos 

information about newly arrived tenants and staff and day trips 

MPC The rota staff members on duty: “This is who is going to be here”, “It’s important in terms of 
who’s going to care for me” 

MPD Shopping pictures of things residents might want staff to buy for them 

MPE Health 

advice 

information on healthy eating for residents: “It could flash up health advice: Have 

you eaten five portions of fruit this week or today.” 

MPG Help 
information 

other organizations and resources: “Do you know about the Campaign Against 
Living Miserably?” 

MPH Useful 
numbers 

one of the reasons residents interrupt changeover is to obtain telephone numbers: 
“…a touch facility where useful numbers could come up…” 

Table 8.23: Possible content for the message and photo display (MP) 

 
 

Figure 8.5: Visual from Design Workshop showing possible message and photo display content 
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Thus, as with the digital complaints book the group discussed longitudinal issues 

concerning disclosure as being important for trust: “…introducing staff might be 

really useful to introduce something like that with a view to considering whether 

tenants would like to share themselves or information.” The discussion also suggests 

the importance of seemingly trivial disclosure through photos: “This is what I was 

like when I was eighteen”; “Here’s me as a baby.” Such disclosure by staff was an 

issue of building trust. For residents a photo might involve their “…life story, of 

being someone, of being somewhere.” In both cases longitudinal “biographical 

work” (Strauss et al., 1985:137) and “trust work” (Strauss et al., 1985:135) would be 

involved. 

This kind of work was evident again in the discussion of making visible the 

temporality of work at the setting. The group discussed the importance of putting the 

cycles and phases of staff’s work at the setting: “It’s important in terms of who’s 

going to care for me…’Cos this person’s there, they’re meant to keep me safe, 

they’re meant to help me through the day.” Thus this was important in terms of 

residents feeling safe. Thus there was evidence of “composure work” (Strauss et al., 

1985:136) being done through this disclosure. The connection between this kind of 

work and the temporality of the shift is illustrated in the following quotation from a 

participant in the workshop when talking about making residents aware of who is on 

duty: “You know and Jo’s not here, however, if you want to catch her she’ll be the at 

such and such a time…Sam’s in in three days’ time.” The suggestion here is that it is 

also important to display the trajectory projection of the shift. This, and the other 

content being put on display also served an important role concerning awareness. 

Finally, this group engaged in some discussion concerning the location of the 

display. This was important in terms of it serving an awareness role i.e. making 

people at the setting aware of particular information. A key concern in determining 

this was who would pass it i.e. the possible location and position of the display was 

connected to residents’ (and staff’s) local mobility – i.e. how and where they move 

and what they need when they do. 

In summary the discussion of particular features of both the digital complaints book 

and the message and photo display produced inferences concerning how these 

systems might work and the impact they might have. These discussions were about 

design and extended beyond mere description and rhetoric into exploring the detail 
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of the technologies that could be placed in the setting. These inferences resonate with 

particular aspects of distributed work trajectory and I believe it is useful to frame 

them both generally and specifically in these terms as in Table 8.24 and 8.25 below. 

General inference Issue(s) DWT aspect(s) Specific inference* 
importance of care as involving 
ongoing collaborative information 
work and sentimental work 

DC3, DCc forms of work, 
social worlds, 
roles, relationships 

Design to support the ongoing 
sharing of complaints with 
staff. 

importance of particular 
information being visible and 
available through particular 

placement 

DC1, DC3,  forms of work 
being visible and 
available in 

particular localities 

Proximity between the tablet 
and the display is important. 

visibility allowing for choice 
concerning the revealing of social 
world members’ identities 

DC7 members of a 
social world with 
roles & practices 

Some mechanisms supporting 
anonymisation should be built 
in. 

different media having different 
low level interaction in terms of 
expressiveness 

DC4, DC5, 
DC6, DC8 

media and 
resources 

Use handwriting recognition 
technology supports 
expressiveness. 

awareness work supported by the 
display: of staff availability, 

resident concerns and residents’ 
emotional states 

DC1, DC3, 
DCA, DC7 

forms of work 
being visible and 

available 

Ongoing capture and display 
of complaints is important to 

get a sense of a what an 
average complaint is. 

there existence of particular, 
expected practices 

DC2, DC8 social world, 
practices, cycles, 
historicity, 
possibilities 

There should be a mechanism 
for regulating complaints such 
as an approval process 

*generated through using DWT aspect(s) 

Table 8.24: Mapping between issues with the digital complaints book (DC), distributed work 

trajectory and design inferences 

General inference Issue(s) DWT aspect(s) Specific inference* 
importance of designing for 
different members of social worlds 
with particular media & practices 

MP1, MP2, 
MP3, MP4 

social worlds, 
members, media 

Support access from different 
phones i.e. text, photos 

opportunity of engaging different 
social world members in different 

localities through the design 

MP1, MP2, 
MP3, MP4 

social worlds, 
members, localities 

Configure content for access 
by different groups 

importance of supporting 

information work, sentimental 
work, biography work etc 

MP5 forms of work, core 

work, aligned work 

Display photographs to 

support biography, trust and 
composure work 

importance of supporting the non-
informational aspects of 
information work 

MPA, MPC, 
MPD, MPE 

forms of work Support display of health 
advice and messages from 
staff 

importance of placing the display 
in an appropriate locality 

MPF the localities of 
social worlds 

Place the display in a high 
traffic area for residents 

importance of making cycles 
visible and available 

MPD cycles, social 
worlds, members 

Make staff rota information 
available to residents through 

the display 

*generated through using DWT aspect(s) 

Table 8.25: Mapping between issues with the message and photos display (MP), distributed 

work trajectory and design inferences 
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The tables above show that the issues raised about two designs at the Design 

Workshop resonated with aspects of the distributed work trajectory conceptual 

scheme. They also illustrate that distributed work trajectory can both act as a general 

reminder when making inferences about design and help refine general inferences. 

The inferential power of mobile trajectory is more developed. Heuristics can 

relatively easily be drawn from its formulation (Table 8.26). Through, applying these 

heuristics to the setting in Case C I can make the inferences regarding possible 

designs at the setting. I will illustrate this through discussing a particular example of 

a dedicated situated display supporting SMS messaging to and from mobile phones 

with an on-screen, touch sensitive keyboard similar to the SPAM system discussed in 

Case B (txt-2-display).  

No Heuristic Explanation 
1. Support the core trajectory 

and its features 

key cycles, transitions, traversals, streams, historicity and 
possibilities 

2. Acknowledge the key aligned 
trajectories 

the difference between core and shaping work and their 
relationship 

3. Design for physicality, locality 
and instrumentality 

the body, the place and the purpose 

4. Acknowledge temporal views, 
dependency and contingency 

view(s) on time, dependencies and how predictable things are 

5. Support the social sphere 
 

members, biographies, ties, obligations, resources and media 

6. Support awareness for/of the 
relevant trajectories 

making things visible, making actions available 

7. Allow for development 
 

practices, knowledge, transformations 

Table 8.26: Mobile trajectory heuristics 

With regard to heuristics 1. and 2. the display should support how information is 

made available through particular points, or key transitions, in the mobile mental 

health care trajectory. It should also support more traditional work such as 

information work focused on clients and sentimental work among clinicians. Both 

handover meetings and clinicians’ physical trajectories in the community have key 

transitions. A key concern at handover, for example, is accessing information about 

clients and the risk they present through, for example, agreeing on some biographical 

detail and collectively managing uncertainty i.e. reconciling the information 

trajectory of the client through the organization with the core, mobile mental health 

care trajectory. This is difficult when there is no alignment between clinicians’ 

physical trajectories, the information trajectory and the mobile mental health care 
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trajectory because clinicians are continually mobile and distributed. txt-2-display 

could help align these trajectories through supporting information work in particular. 

With regard to heuristic 3. a key issue concerns where the display is positioned and 

how this interacts with clinicians’ body work and the particular localities in which 

the mobile trajectory plays out i.e. in the Operations Room, the car and the 

community. In addition, considering the purpose of txt-2-display in terms of specific 

work, e.g. information work or awareness work, is critical. If txt-2-display is 

primarily for awareness work, it need only support basic input for example. txt-2-

display should also support the key transitions in localities clinicians experience in 

the course of their unpredictable physical trajectories. In addition, understanding 

clinicians’ work as having a distributed locality means that considering the situation 

at both ends of any interaction is important i.e. as happening in a car parked in the 

community and in a configured, information-rich environment. 

With regard to heuristic 4., understanding txt-2-display’s ability to support 

asynchronous and polysynchronous and monosynchronous views on time is 

essential. A technology that enforces too much monosynchronicity, through e.g. 

demanding particular time slots to update client files, will not work at this setting due 

to the contingent nature of the core trajectory. In addition, the information trajectory 

is highly dependent on clinicians’ physical trajectories. txt-2-display acknowledges 

this dependency, helping align the two trajectories through allowing clinician 

information work to occur more independently of particular time slots. 

The suggestion from heuristic 5. is that txt-2-display should support the discreteness 

of the clinicians’ and clients’ social sphere as well as the ties to each other and 

obligations to clients clinicians felt while on duty (e.g. to keep their personal 

information private). The other suggestion here is, as awareness of each other was 

particularly important in this social sphere, media that hide views on the key 

resource of client information (e.g. client databases) are not the most appropriate. In 

addition, understanding the different work (e.g. information, sentimental) that needs 

to be performed by particular members in particular localities is critical for inferring 

what media that will work at a setting e.g. synchronous voice vs asynchronous text 

services. 

Heuristic 6. requires careful consideration at this setting as awareness and privacy 

need to be traded off carefully. Essential client details are already on display and in 
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permanent view making client information publicly available e.g. while fielding a 

phone call or when just about to leave for a home visit. This information is also 

easily annotated and a history of those annotations and changes is, again, made 

visible through e.g. crossing out things. txt-2-display presents the key opportunity  to 

make particular information e.g. of clinician locality available in a way that 

clinicians can artfully disguise through e.g. abbreviations that only make sense when 

looking at client information on the main whiteboard. 

Heuristic 7. is a reminder that txt-2-display has to acknowledge their involvement in 

particular trajectories maintained through other media such as mobile phones. It is 

also a reminder that clinicians have evolved a sophisticated series of practices 

around the way clients’ information and details are dealt with: handover meetings, 

for example, are a collaborative activity where annotations and changes are only 

made after they have reached some form of verbal consensus. Within practices here 

there is a broad appeal to consider social practices (and/or obligations) as 

increasingly intertwined with (and indeed inseparable from) work practices as the 

discussion under heuristic 1. and 2. persuades us. Thus there is a strong requirement 

in this setting to make txt-2-display open and allow clinicians to develop clinical 

practices around it. Over-engineering too early could threaten the clinicians’ feeling 

of autonomy. Table 8.27 presents three examples of how txt-2-display could be 

transformed. 

Transformation MT notion Suggested need 
txt-2-display becomes a key means of 
developing organisational knowledge 

information work, social 
world, knowledge 

to store and parse the txt-2-display 
logs 

txt-2-display becomes a digital audit 
trail of clinician movement for 
management consumption 

body work, social world, 
knowledge 

to manage disclosure of these logs 
and the level of temporal and 
locational granularity they support 

txt-2-display becomes a means of 
staying in touch among clinicians 

awareness work, social 
world, knowledge 

 to support ‘touches’ such as 
revelation of GPS coordinates 

Table 8.27: Possible transformations of txt-2-display, relevant mobile trajectory notions and 

ensuing needs 

A comparison between DWT and mobile trajectory with regard to inference shows 

that they share strengths but that mobile trajectory has more specific inferential 

power (Table 8.28). In addition mobile trajectory also has a treatment of knowledge 

and how it is maintained and developed. 
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Issue Both…(similarity) Mobile trajectory...(difference) 
Work …acutely tuned to different forms of work 

and how they are connected 
… works out the relationship between 
trajectory and work better 

Trajectory …consider a core, ongoing trajectory …is more focused on dependencies between 
particular trajectories 

Time …attend to the temporal character of 
work e.g. cycles 

…has a more sophisticated notion of 
temporality e.g. transitions 

Groups …tune to the existence of particular 
practices and social configurations 

 …develops the notion of teams as e.g. 
involving ties and obligations 

Media … suggest the expressiveness of 

different media 

…focuses on key transformations that may 

occur 

Place …consider the role of localities …more focused on the particularities of 
localities 

Visibility …consider visibility and availability …attends to consequences of different views 
on time for e.g. information availability 

Table 8.28: Possible transformations of txt-2-display, relevant mobile trajectory notions and 

ensuing needs 

Application power 

Here I present two fleshed out designs: one each for the setting in Case B and Case 

C. Neither design idea presented here has been implemented but both are can be 

achieved through using off-the-shelf, quite ordinary technologies. I trace and identify 

distributed work trajectory’s and mobile trajectory’s aspects in each design. 

In Case B one of the focus groups in the Design Workshop described a large, flat 

touchscreen placed in a communal area. I fleshed out this design further: Figure 8.6. 

This display can support the receipt and display of filtered text and picture messages 

from staff and residents in the message posting and photo posting areas and planned 

content in the form of staff information and temporal (e.g. shift) details. The posting 

areas can also support planned content. Planned content in the top area can support 

sentimental and biographical work through the display of pictures of staff at different 

points in their lives. There is also support for the care trajectory through information 

on healthy eating in the message posting areas. The display could support the 

positive management of residents’ care trajectories through the promotion of healthy 

eating routines among residents by reacting to key cycles in residents’ days such as 

meal times. The display could also make visible relevant schemes and cycles. 

Content could be proactively delivered to the display according care trajectory 

cycles: the display could react to staff changeover for example through altering the 

photographs of staff on display in the top area. Staff and residents would interact 

with the top area of the display via touch-sensitive hyperlinks (e.g. “next >”). They 

could use devices supporting MMS and Bluetooth to send content to the posting 
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areas such as the “Photo posting area”. This was addressing issues from the Design 

Workshop regarding residents’ biographies as well as the sentimental work involved 

in their continuing care. In this way the physical act of passing over a photograph 

could be emulated. Thus the controls on the display, such as those underneath the 

photo posting area (“>”, “>|”), would enable navigation through images producing 

digital work which may or may not have any relationships with the other forms of 

work at the setting. The particular social worlds accessing the display and their 

localities determine where the display could be deployed: a communal area for staff 

and residents was obvious in this case. 

 

Figure 8.6: Sketch of public touchscreen design 

Reflecting on this design, distributed work trajectory has been useful with regard to 

attending to and fleshing out the following: (1) alignment; (2) timing; (3) placing; (4) 

interaction; (5) policy (Table 8.29). 
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N Issue Explanation Example 
1 Alignment Different categories of content are 

not mutually exclusive but are, 
like different forms of work, 

aligned. 

Shift information supports the care trajectory’s 
core work, e.g. coordination and communication 
among staff, and the aligned sentimental work of 

creating comfort and security among residents. 

2 Timing Delivery of content in terms of the 

intersection of different, key 
cycles 

Information on healthy eating could cycle through 

at relevant points in the care trajectory e.g. when 
going shopping, cooking meals etc.. 

3 Placing Positioning of the display in a 
communal area where the key 
social world localities intersected 

The office was the only communal area at The 
Flats at the time of the study whereas the Hostel 
had more shared spaces. 

4 Interaction Residents’ interaction with display 
content: stuff pushed to them and 
stuff they pushed to the display 

Delivery of staff shift information is timed while 
interaction with the photo component of the 
display emulates the physicality of photo-sharing. 

5 Policy Visibility and availability of certain 

digital content requires careful 
handling. 

Without filtering inappropriate content i.e. content 

bad for residents’ conditions could be sent to the 
display. 

Table 8.29: Contributions of distributed work trajectory to expanding the public touchscreen 

design 

In Case C I developed a design idea to support the discussion of current clients. As 

presented in Chapter 7 and Appendix 7-11, in mobile, shift-based teams this can be 

difficult as key people may not be at handover meetings due to e.g. emergencies. 

Considering the social sphere that clinicians operate in, a key resource for them is 

client information which is often distributed due to both the members of their social 

sphere (clinicians) and the media involved (paper files) being mobile. Clinicians 

have circumvented this problem to some extent through using mobile media (mobile 

phones) and talk to help track down missing client information. These “mobilities” 

(Urry, 2003) also cause a problem concerning the assessment of client risk, a key 

clinician preoccupation. Without key members of their social sphere being present at 

key cycles of team activity and transitions, the knowledge in the social sphere can 

become either corrupted or out-of-date. Given the key information trajectory of 

client information had its own rapid cycles and key transitions that mapped onto the 

core mobile mental health care trajectory at the setting this was a key concern. Thus 

the key reconciliation concern at this setting was between clinicians’ physical 

trajectory and the client information trajectory. 

Considering the design of an interactive whiteboard (Figure 8.7 below), supporting 

the display of a spreadsheet (Figure 8.8 below) or database application is a useful, if 

not very imaginative, design proposal. The whiteboard would support the display of 

a computer’s desktop via a wireless connection on a touch-sensitive surface (or 

“touch system”) and handwriting recognition (or “digital ink”). This means that a 
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spreadsheet with client data could be displayed, information (e.g. a client’s name) 

entered via an onscreen keyboard and particular information annotated and edited via 

pen input. 

 

 

http://www2.smarttech.com/st/en-

US/Products/SMART+Boards/Front+Projection/600+Series/ 

Figure 8.7: Electronic whiteboard 

 

Figure 8.8: Client spreadsheet 

Comparing the application of DWT to mobile trajectory the design produced by the 

mobile trajectory: 

- is much more grounded in clinicians’ current work practice; 

- attends to the physical aspects of staff’s trajectories more; 

- is more tuned to the need to tailor information for particular social spheres; 

- considers the need to make changes (e.g. updates) visible and available 

immediately; 

- considers the shape and historicity of an information trajectory through e.g. the 

saving of client multiple client records for example; 
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- keeps more members of a particular social world in view. 

Summary: Inference and Application 

Inference, as Halverson (2002) has defined it, has been supported by DWT through 

pointing me towards the setting and research presented in Case C (Chapter 7). I am 

also aware that the comparison between these two versions is not entirely fair as 

DWT preceded mobile trajectory and the two setting in Case B and C are different. 

Despite these caveats the discussion above shows that mobile trajectory has a more 

mature and applicable form and that its application leads to a more critical view of 

both existing and potential future practices and technologies. Finally mobile 

trajectory also supports the development of more detailed design proposals through: 

(1) provoking the asking of important questions; (2) inviting the re-examination of 

original observations; (3) carefully considering the consequences of the introduction 

of particular features of new practices or technologies. 

8.5.3 Overall view 

At the beginning of this thesis I argued that the following were trajectory’s strengths 

(Table 8.30): 

N trajectory’s strengths 
1 Strong concept nomenclature 

2 Strong account of the temporality of work 

3 Descriptive of actions and interactions that people both individually and 

as a collective experience and are engaged in 

4 Inherently contingent, with a trajectory having different levels of 
certainty/uncertainty, predictability/unpredictability 

5 Places actions and interactions at the forefront of the analysis 

6 Provides a powerful set of background concepts for understanding 
“context” (Dourish, 2004), such as social world 

7 Accounts for collective and individual actions and interactions as 
purposeful, without coupling actions/interactions and goals too tightly 

8 Provides a powerful set of subconcepts for describing the impact of 
ongoing mobile work and the processural character of work 

Table 8.30: Strengths of trajectory  

Examining these strengths in the light of the case material presented, the different 

versions of trajectory (see Table 3.2, Chapter 3) and the issues identified at the end 

of the last chapter, key concerns for any theory of mobile work are: purpose; types 

and properties; different trajectories affecting the core trajectory; different forms of 

work; movement and space; temporality; pivots and; the form that mobile trajectory 

takes and what it supports and affords (Table 8.31 below). 
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Issue mobile trajectory trajectory 
Purpose To support understanding and design for 

mobile work 
Account of ongoing, contingent action 
and interaction 

Types/properties Different types, common characteristics Not considered 

Influences Other trajectories Not considered 

Key notions 

Forms of work Core and less considered work Not considered 

Orders Ongoing negotiated order and 
processural order 

Accounts for purposeful action and 
impact of ongoing work 

People Team (social sphere) and individual 
(biography) 

Describes collective and individual, 
notions of identity  

Moving & space Physical trajectory, locality None 

Contingency Different levels accounted for Inherently contingent 

Temporality Different temporal features accounted for Temporality at its core 

Pivots Resources, media, schemes Technologies 

Achievement Ongoing Accounts for purposeful action and 
impact of ongoing work 

Form & synthesis Affords fieldwork, design, heuristic review Strong concept nomenclature 

Table 8.31: Strengths of mobile trajectory and trajectory compared across key issues 

Table 8.32 traces the conceptual evolution of mobile trajectory from trajectory 

through focusing on the notions. The table, somewhat crudely, shows that mobile 

trajectory is the most developed (at least in terms of notions) of the four versions. 

 trajectory  trajectory+ dw-trajectory m-trajectory 
Purpose descriptive descriptive Design-oriented Design-oriented 

Work management management, 
orders 

forms of work, 
accomplishment 

core, shaping, 
alignment, reconciliation, 

obligations, practices, 
accomplishment 

Contingency n/a n/a n/a predictability, 
contingency concerns 

People scheme, 
management 

social world, 
biography 

member, role, 
biography  

social sphere, member, 
role, ties, obligations, 
involvement, biography 

Space n/a locale locality, availability, 
mobilities 

physicality, locality, 
palpability, availability 

Temporality phasing, arc of 
action, projection 

reciprocal impact 

phasing, arc of 
action, projection 

reciprocal impact 

historicity, shape, 
cycles, possibilities 

cycles, streams, 
transitions, traversals, 

possibilities, historicity, 
shape, synchronicity 

Artefacts scheme scheme, social 
world 

scheme, media, 
resources 

instrumentality, scheme, 
media, resources 

Table 8.33: Coarse-grained comparison across the 4 versions of trajectory (“dw-trajectory” = 

distributed work trajectory; “m-trajectory” = mobile trajectory) 

As Table 8.32 above shows, mobile trajectory is a considerable advancement on 

trajectory, particularly with regard to considering types of trajectory with particular 
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properties and its account of work, movement and space and what that work pivots 

around. It also has a more developed form and synthesises key notions in order to 

support for fieldwork, heuristic review and design as I have attempted to show 

above.  

8.6 Comparison(2): Other ‘trajectory-informed’ schemes 

Through a brief treatment of Case C data (Appendix 7-11), I now consider the 

descriptive and rhetorical power of the three of the perspectives considered in 

Chapter 2 (section 2.7, Table 2.3): Bardram and Bossen’s (2005) “Mobility Work”, 

Reddy and Dourish’s (2002, 2006) “Temporal Rhythms”, “Trajectories” and 

“Horizons” and Munkvold and Ellingsen’s (2007) “CIS and Illness Trajectory (Table 

8.33). 

Scheme Describe Talk Infer Apply 
“Mobility work” ! ! ! " 

“Temporality” ! ! ! " 

“CIS & illness trajectory” ! ! ! " 

Table 8.33: Comparisons with the 3 conceptual scheme 

My question is simply: “What descriptive and rhetorical power do these schemes 

have for the setting in Case C compared to mobile trajectory?” I also briefly consider 

inferential power when answering these questions. I draw on the data presented in 

the ethnographic report in Appendix 7-11. 

8.6.1 Bardram and Bossen’s “Mobility work” 

Considering Bardram and Bossen’s (2003, 2005) work with regard to the setting 

presented in Case C produced two questions for me: 

- What is the “mobility work” at the setting? 

- How is the particular configuration(s) of “people”, “places”, “resources” and 

“knowledge” achieved?  

Using these questions to describe and talk of the setting draws attention to the 

particular achievements of handover meetings, car journeys and home visits in 

particular i.e. the features of the setting as particular events. Each of these events 

represents a configuration of “people” (e.g. clinicians), “places” (e.g. the information 

rich Operations Room), “resources” (e.g. client information on display and in files) 

and “knowledge” (e.g. particular clinicians’ knowledge of particular clients). This 

“mobility work” accompanies other work such as the information work that 
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clinicians do through updating files etc.: it is “the spatial dimension of a work 

trajectory” (Bardram and Bossen, 2005:151). “Mobility work” also draws attention 

to, describes and supports discussion of the three forms of mobility at the setting in 

Case C: the “micro-mobility” of objects such as paper files to be “…handlable, 

manipulable, portable, dismantable and can easily be reordered and reassembled…” 

(Luff and Heath, 1998:307); the “local mobility” (Bardram and Bossen, 2003:355) of 

clinicians moving around the Operations Room; the “remote mobility” of clinicians 

in the community involving “decentralised, ad hoc coordination” (Bardram and 

Bossen, 2003:357) “…where mobility workers move or travel across larger 

distances” (Bardram and Bossen, 2005:133). 

“Mobility work” has strengths as “a way of looking” (Randall et al., 2007) and there 

are also particular complementarities with mobile trajectory. “Mobility work” can be 

shaping work or core work for example. In addition it has supported asking two 

relevant questions about the setting that draw attention to key events and two 

particular spatial configurations. Bardram and Bossen (2005) introduce the notion of 

“Standard Operating Configuration (SOC)” (ibid:138) or “a spatial setup fostering 

easy cooperation because of common knowledge and agreement as to use and 

navigation”. This draws attention to the achievement of mobility with regard to 

space, particularly the handover meeting in the Operations Room and the car during 

client visits in the community. Finally it draws attention to the different mobilities 

(i.e. micro, local and remote) that clinicians experience. However, I have three 

criticisms arising from using “mobility work” to describe and talk about this setting 

regarding: (1) forms of work; (2) contingency; (3) temporality. 

Bardram and Bossen (2003, 2005) place mobility work alongside articulation work. 

This is questionable, if understandable – there is an argument that mobility work is 

simply another form of articulation work. However, more generally, it seems 

important to consider key (1) forms of work in any account of mobile work. In 

discussing Strauss et al’s (1985:39) treatment of space they omit the first and third 

point that Strass et al. make in this section: that “trajectory work” (and here, I 

believe, they are referring to illness trajectory work) involves other forms of work; 

and that trajectory is: “…especially useful in thinking about the experiential and 

identity impact of work in hospitals because it brings out the evolving character of 

that work and work relationships over the course of the entire case” (ibid:39). In 

addition, despite accounting for mobility they provide a poor account of movement. 
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For instance, they acknowledge, but fail to seriously deal with, the importance of 

wayfinding work: 

“Physicians, nurses and other staff at the hospital move themselves around and while 

it may take some time to learn the geography of the hospital and people occasionally 

get lost, the movement itself poses no problems except of course for sore feet.”  

“While banal, it is not always trivial to ensure the right patient arrives at the right 

place at the right time, and it happens on some occasions that a patient waits in a 

corridor for hours at the wrong examination room.” 

[Bardram & Bossen, 2003:366] 

The broader issue here is that in their account of “mobility work” they fail to 

rationalise or explain the importance of other forms of work or to consider the 

interplay between different forms of work: information work and “mobility work” for 

example. 

A key distinction between Bardram and Bossen’s (ibid) case work and Case C is that 

spaces outside the Operations Room and the car are not pre-configured and people 

spend less time in them. Thus there is more (2) contingency in the spatial 

configuration at any one time, for example, and access to resources is much more 

limited. Clinicians are both highly autonomous and engaged in highly contingent 

work thus, although there are indeed SOCs these are often in flux and subject to time. 

This leads to my final concern.  

It is not really clear from their papers what they conceive the relationship between 

work and trajectory to be. For example, they illuminate an important distinction 

“trajectory work” (ibid:137) and trajectory – a distinction between the actions and 

interactions that shape a trajectory the actions and interactions that constitute it – 

without really exploring it.  The emphasis in Case C is less on the achievement of the 

negotiated order (e.g. a spatial order) than the processural order of how it is achieved, 

what is required to achieve it, how work is achieved often without optimal 

configurations, and how people cope with this. Emphasising (3) temporal aspects of 

clinicians work is achieved in mobile trajectory through distinguishing between work 

and trajectory as well as through its particular features (e.g. transitions, traversals). 

A broader concern is the work that “mobility work” does. Although I have shown 

Bardram and Bossen’s (ibid) “mobility work” has some descriptive and rhetorical 

power, it is harder to draw inferences from this conceptual scheme. 
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8.6.2 Reddy et al’s “Temporality” 

Reddy et al’s (2002, 2006) treatment of temporality in information work through the 

notions of “trajectory”, “rhythms” and “horizons” draws attention to information 

work’s temporal organization and how it interacts with other aspects of work, 

particularly collaboration and coordination. When using this scheme with Case C 

material “temporal trajectory” (ibid:37) draws attention to the flow of information 

supporting the individual treatment of individual clients’ mental illnesses and the 

need for ongoing awareness of the risk they pose; the flow of activities, events and 

occurrences around the retention and display of information in the Operations Room 

in particular. It also draws attention to the ongoing nature of this treatment for many 

clients and the continual thrust of clinicians’ work being mental illness (and risk) 

management. “Temporal rhythms” draws attention to the regular patterns of activity 

that comprise mental illness management: “large-scale” (Reddy et al., 2006:41) 

rhythms like handover meetings at shift transfer and home visits as well as “finer-

grained” (ibid:42) rhythms like establishing a point of access for a client or prepping 

for a client home visit in the car. “Temporal horizons” describes how clinicians 

respond to the contingencies involved in individual client care in the context of the 

“temporal rhythms” and the mechanisms they use to do so. Thus a telephone call 

from a client via “the hand grenade” (the red mobile phone) could result in a plan to 

visit a client arranged through a phone call. However the clinician visiting would still 

have to consider the “temporal rhythm” of handover in this arrangement of their 

activities. “Temporal horizons” captures clinicians’ need to constantly shuffle 

activities in the course of the day i.e. how work is foregrounded and backgrounded 

(ibid:45) due to perceived risk. The notion of “information flows” (ibid:47) also 

captures how client information travels among the different teams at ASSIST (e.g. 

Triage, Acute) and the dependencies emerging from this. 

Reddy et al.’s (2002, 2006) work, through “trajectory” and “rhythms”, elegantly 

addresses temporality, different forms of work and their dependencies and the 

ongoing, regular character of work. The work also, through “horizons”, addresses the 

importance of schemes, the configuration of individual involvement in collective 

activity and the need to often reconfigure work based on the “rhythms” and 

contingencies. There are also clear complementarities with mobile trajectory. 

“Temporal trajectory” mirrors the temporal features of mobile trajectory, the overall 

shape and historicity and future possibilities in particular. This notion also captures 
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the shaping work done to keep a particular trajectory on course and the particular 

members with particular involvement in the trajectory. “Temporal rhythms” 

resonates strongly with mobile trajectory’s features of cycles and transitions and the 

social world’s practices. “Temporal horizons” capture the schemes that people use to 

manage the shape of the trajectory and respond to the cycles and key transitions of a 

trajectory at a setting. This notion also draws attention to the particular resources 

and media that members of a social world use to keep a trajectory on course.  

The three points below are less criticisms than observations regarding this conceptual 

scheme’s treatment of: (1) place; (2) work; (3) experience. 

“Rhythms”, in this account, include “how people use their knowledge of these re-

occurring patterns” (ibid:40). Thus “rhythms” both contextualise and exist outside 

individuals’ perception of work, almost as if they reside as part of an institution. 

However they consider different rhythms in terms of granularity at the expense of (1) 

place e.g. shift rhythms versus lab result rhythms. Their conceptual scheme is 

exclusively an account of time. In the case of mobile clinicians in the community it is 

not easy to bracket time from e.g. the particular groups and sub-groups interacting at 

the setting and/or the localities in which people work 

The account of temporality, although acknowledging a “practice-based” view on 

time, the importance of “temporal structures” (ibid:34) and the configurability of 

particular time slots through the notion of “temporal horizons” seems to neglect how 

certain structural aspects are not only flexible but avoidable in the broader context of 

the work at a setting e.g. when risk is a key determinant of how (2) work is 

structured. In addition, by their own admission, this conceptual scheme has limited 

exploration of the interaction between the (3) experience and availability of 

particular temporal structures and temporality at a setting e.g. a sense of pace is not 

easily described or talked about. This relates to their account of time being practice-

based. 

Despite being a neat, powerful conceptual scheme which provides descriptive and 

rhetorical power, like Bardram and Bossen’s (2003, 2005) “mobility work”, it does 

not conclusively lead to inferences or applications concerning the kinds of 

technologies that might work at a setting. 
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8.6.3 Munkvold and Ellingsen’s “CIS and Illness Trajectory” 

Munkvold and Ellingsen (2007) work draws attention to the artefacts at the setting in 

Case C: the role of the woven accomplishment of whiteboards and paper files and 

mobile phones and multiple trajectories that create a “Common Information Space” 

(Schmidt and Bannon, 1992:27). This notion emphasises the resources and media 

comprising the information-rich environment of the Operations Room and that is part 

of an ongoing accomplishment. However, their treatment leads to circumventing the 

patterns and structure within this “Common Information Space” (CIS) in any 

description such as procedures for negotiation of information. Their work draws 

attention to the “momentary and contingent” intersecting points for the multiple 

“disciplinary trajectories” (Munkvold and Ellingsen (2007:313), in meetings for 

example. In the setting reported on in Case C, these intersection points were less 

“momentary” than prolonged and sustained across space and time: the team was 

tight-knit. In addition conceiving the CIS as the convergence of multiple 

“disciplinary trajectories” neglects how knowledge was preserved and created 

through talk in the organization. This treatment of meetings also is a distraction from 

meetings marking the convergence of trajectories of different kinds e.g. physical and 

informational. Their account draws attention to the contingency of plans or schemes 

around the care trajectory, how information on each client evolves over the course of 

an illness (and aligned trajectory) and that information flows through the 

organization (an aligned information trajectory). 

I have four main concerns with this work.  Firstly it prejudices particular forms of 

work over others e.g. information work over sentimental work. Secondly, it 

interprets a trajectory as disciplinary when social world and biography seem to 

capture these notions of a professional group better in Strauss’s original work. 

Thirdly, they overstate the contingency of a “Common Information Space” at the 

expense of its artful, if complex, achievement. Finally, it underplays the 

accomplishment (e.g. temporal order) at the setting for Case C. 

8.6.4 Summary of comparisons 

Table 8.34 below shows a brief summary of the analyses above. “Forms of work” 

refers to the different kinds of work presented in Chapter 5 such as information work, 

body work and sentimental work. “Key relationships” describes if the connections 

between different forms of work and the relationship between work and trajectory 

were considered as well. “Accomplishment” refers to the attention to the ongoing 
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achievement of work and care. “Experience” refers to the consideration of the 

individual and collective experience of being involved in work. “Place(s)” refers to 

the attention to place and its configuration. “Temporal aspects” describes the 

attention to temporal order and temporality at the setting.  

C o m p a r i s o n  M o b i l i t y  w o r k  T e m p o r a l i t y  C I S - t r a j e c t o r y  

Forms of work Yes: “articulation work” Yes  “information work” No 

Key relationships Brief and unclear Yes: “temporal trajectory” No 

Accomplishment Yes, but no processural 
focus 

Yes, but little processural 
focus 

Yes, but ephemerality 
exaggerated 

Experience No Yes: “temporal rhythms”, 
“horizons” 

No 

Places(s) Yes, but only for stable 
settings 

Yes, if slight: “temporal 
rhythms” 

Yes: through CIS 

Temporal aspects No Yes: accounts for individual 
and collective 

Poor account 

Table 8.34 Summative comparison of 3 Strauss-informed schemes and mobile trajectory 

The table and the discussion above show that there are many complementarities 

between mobile trajectory and the other conceptual schemes. Bardram and Bossen’s 

(2003, 2005) work resonates strongly with the accomplishment of the social world in 

with particular members etc. Reddy and Dourish’s (2002, 2006) work resonates 

strongly in terms of the emphasis on individual trajectories, time and mechanisms 

supporting and/or enacting the trajectory. However, no conceptual scheme seriously 

considers the relationship between different trajectories and work. There is less 

general attention to the importance of processural ordering. Reddy et al’s (2002, 

2006) different notions of temporality offered the strongest descriptive and rhetorical 

power for the setting considered. 

8.7 Comparison(3): Alternative theories and metaphors 

“I presume in the following that all human thought, including the scientific and 

abstracted practices of science/social science, involves metaphor. Indeed to seek to 

establish non-metaphorical thought itself involves forms of metaphorical substitution. 

I also presume that ‘revealing’ the metaphorical basis of diverse forms of thought is a 

major task and goal of social science. Also much theoretical debate consists in effect 

of the counter-posing of one metaphor against another with a variety of extra-

scientific considerations determining the respective success of one metaphor over 

another.” 

[Urry, 2000:22] 
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Urry (2000) continues to note that different theories can be evaluated through their 

“productivity”, “appropriateness” and “fit” according to “empirical data”, its 

“plausibility” and longevity. The latter, he argues, at least in part determined by how 

“rhetorically persuasive” a “good metaphor” is. 

Thus here I consider mobile trajectory with regard to two other metaphors: Table 

8.35. As shown there, I retain the focus on descriptive power and rhetorical power 

but explore inference and application using “Locales”. In my comparison I briefly 

consider the underlying views on the world each metaphor proselytises but also the 

kinds of metaphors they provide for talking about mobile work and ICTs. 

Theory Describe Talk Infer Apply 
Urry’s (e.g. 2000) “Mobilities” ! ! " " 

Fitzpatrick’s (1998, 2003) “Locales” ! ! ! ! 

Table 8.35: Comparisons deployed in this chapter across 2 theories 

I have selected these two because they both focus on social action and interaction, as 

does mobile trajectory. “Mobilities” is an ideal candidate for comparison as, 

spawned from studies of tourism and transport, it describes and supports talk about 

different kinds of movement, both physical and digital. It also marks a serious 

attempt, through empirically-grounded conceptual structures, to describe a symptom 

of post-modernity – travel – as well as social life in a networked society that focuses 

on “movement, mobility and contingent ordering” at the expense of “stasis, structure 

and social order” (Urry, 2000:18). “Locales” is an appropriate candidate for 

comparison because it is grounded in ethnographic observation and developed 

analytically through grounded theory. In addition, like mobile trajectory it draws 

considerably on Strauss’s work, the notions of “social worlds”, “actions and 

interaction” and “trajectory” in particular (Fitzpatrick, 1998:231-3). It also marks a 

serious attempt to solve the “wicked problem” (Fitzpatrick, 1998:1) of design for 

computer-supported cooperative work.  Thus, it not only supports description and 

talk, but also inference and application about designs that might work as mobile 

trajectory claims to do for mobile work. In addition, “Locales” has been highly 

influential in the development of mobile trajectory. 

In order to centre the discussion on both world views and tools, to ground the 

ensuing discussion in people’s everyday realities and to keep attention on mobile 

work and ICTs, I have presented and analysed a fragment of empirical data from 

Case C, reproduced in Appendix 8-3. I analyse this fragment using both “Mobilities” 
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and “Locales”, comparing their descriptive and rhetorical power with mobile 

trajectory’s. My final comparison, at the end of this section, draws on Appendix 8-4 

and 8.5, both of which use data from Case A to support the comparison of mobile 

trajectory and “Locales” in terms of inferential and application power. 

8.7.1 Mobilities: Description and Rhetoric 

Urry’s (2003:156-7) discussion of the relationship between travel and social relations 

begins with challenging the assertion that travel and mobilities are simply a means: 

“The social sciences have failed to examine how social life presupposes both the 

actual and the imagined movement of peoples from place to place, person to person, 

event to event…Social life is full of multiple and extended connections often across 

long distances, organized through certain nodes or hubs within which social life is 

formed and reformed.” 

He also argues (Urry, 2003): 

- There is an increased spread and differing configurations (e.g. chain, hub, 

distributed) of social networks 

- Social networks are characterised by the different forms and character of 

meetingness and are organised and orchestrated by material things such as road 

and mobile phone networks; 

- There is a need for travel to meet the various obligations (e.g. legal, social, 

object, place, event) emerging from the social networks in which people are 

engaged; 

- “Face-work” (Goffman, 1955, 1967) or “‘Thick’ co-presence” (Urry, 2003:164) 

is critical for meeting these obligations. 

As noted in Chapter 2, Urry (2004:28) describes “five highly interdependent 

‘mobilities’”: “corporeal travel of people for work, leisure, family life, pleasure, 

migration, and escape”; “physical movement of objects, delivered to producers, 

consumers and retailers”; “imaginative travel elsewhere through images of places 

and peoples on television”; “virtual travel often in real time on the Internet, so 

transcending geographical and social distance”; “communicative travel through 

person-to-person messages via letters, telephone, fax, and mobile phone.” He also 

argues that it is the interconnectedness of these different mobilities through which “a 

networked society” is achieved. 
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Urry’s perspective on mobility, when applied to the extract in Appendix 8-3, 

highlights the how both “physical travel” and “communicative travel” are critical to 

clinicians’ work: 

“They’ve [two other clinicians] just gone out to see someone, they’ve just gone out to 

see [a client].” 

Excerpt 8.1: I001 explaining where two clinicians are 

[I009] tells a story and explains how this client [arrow drawn to ‘PHONE CALLS’ 

part of WB2 – see Excerpt A9-4.3 below] has contacted them/been contacted – 

important to know contact. 

Excerpt 8.2: I009 explaining contact with a client. 

This draws attention to how both “physical travel” and “communicative travel” are 

critical to assessing risk and how clinicians use particular, trusted, material things to 

meet their professional obligations: “‘thick’ co-presence” (Urry, 2003:164) supported 

by “automobility” (Urry, 2000) and the telephone. In general, meetingness, both with 

other clinicians and with clients, is a key part of them responding to their various 

“obligations” (Urry, 2003) such as the obligation to be in the Operations Room 

during handover to discuss the whiteboard. Urry’s perspective also draws attention to 

the mobility of objects at the setting: the client files, mobile phones and even 

magnets on the whiteboard: 

I020 reaches over for a magnet, places single red magnet next to name on ‘PHONE 

CALLS’ board. 

Excerpt 8.3: I009 explaining contact with a client 

Finally Urry’s “Mobilities” approach draws attention to clinicians’ achievement of 

maintaining a social network involving multiple, often distributed clinicians and 

clients connected by strong ties, even if these ties were for a limited time (i.e. for the 

duration of the client’s treatment). In such a network the organization ASSIST, and 

the YSG team in particular, was an essential node if not hub. 

Mobilities provides a contextualising perspective on social connections and how they 

are maintained. It also forces attention on the configuration of particular social 

networks and how this is maintained and achieved through material things and draws 

attention to the different types of obligations at play at the setting and the 

relationship between them. Finally it centres on concerns with clinician and client 

file mobilities and how these are worked around using “communicative mobilities”. 
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My main criticisms of the “Mobilities” approach concern: (1) work; (2) action; (3) 

design. Not surprisingly, “Mobilities” has a poor account of collective and individual 

(1) work grounded as it is in tourism and travel. In particular the fact that work is 

variously goal-driven is not well captured in this scheme. Mobile trajectory’s 

property of instrumentality captures this and social sphere describes both 

collaborative and individual accomplishment. Nor does “Mobilities” draw attention 

to the importance of (2) action at a low-level of granularity. Mobile trajectory 

achieves this through its features, streams and traversals in particular. Finally, 

although this section primarily considers description and rhetoric, the Mobilities 

approach seems to focus exclusively on these without generating any description or 

rhetoric that is even susceptible to making ICT (3) design recommendations.  

8.7.2 Locales: Description and Rhetoric 

Fitzpatrick’s notion of “locale” draws on Activity Theory (Leont’ev, 1978; Kuutti, 

1999) and Giddens: “the use of space to provide the settings of interaction, the 

settings of interaction in turn being essential to specifying its contextuality” 

(Giddens, 1984:118).  Fitzpatrick’s “locale” can be thought of as an emergent 

construct analogous to a sense of place or a kind of moving image stretched over the 

world that reacts to the changing social needs of the actors. A “locale” is tied to both 

the social world in which actors operate and to the specific site and affordances and 

objects within that site. A “locale” represents a shared space where people from 

different social worlds can interact. Fitzpatrick et al. (1997) describe an instantiation 

of locale in the locale pane of the WORLDS system containing primary activities, 

particulars of a setting, people (e.g. participants and visitors) and processes. Thus 

they used Strauss’s concepts of “locale” and “social world” as a rich metaphor 

supporting group interaction within a collaborative system.  

However, before I embark upon a critical treatment of “Locales” in the light of Case 

C data, I must note that it has been incredibly influential in the framing of mobile 

trajectory and in both Case A (Chapter 4) and B (Chapter 6). Case A exploited the 

“Locales” aspect “interaction trajectories” in particular in the grounded analysis and, 

as noted in Chapter 5, the notion of “locale” was carried into Case B. That noted 

mobile trajectory is, at least in part, a response to the deficiencies of “Locales” in 

accounting for mobile settings, mobile work in particular. 
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Examining each of the five aspects of “Locales” (“Locale foundations”, “Civic 

structures”, “Individual views”, “Mutuality” and “Interaction trajectory”), the first 

step is to establish what a “locale” is in the community care setting described in 

Appendix 8-3. One “locale” seems to be the Operations Room, with the main 

whiteboard as one of the resources, another a client’s home and still another the car 

that clinicians travel to clients’ homes in. “Civic structures” seems to account for, in 

a loose way, the movement between these “locales” and the various structures in 

place, road networks for example. “Mutuality” accounts for the experience of others 

when the team is distributed and how that is managed through procedures such as 

marking up the “STAFF MOVEMENTS” whiteboard in the Operations Room 

(Figure 7.6, Chapter 7) and making telephone calls to each other. “Interaction 

trajectory” captures the various ongoing (articulation) work at the setting, its 

character (e.g. in terms of “rhythms”) and how this is planned and managed in the 

context of the clinicians’ “social world”. In the case of the fragment in Appendix 8-3, 

the main “interaction trajectory” involves interaction around the main resources in 

the main “locale”: discussing each client on the whiteboard in turn. “Individual 

views” could concern the individual clients that are in view, manifested through the 

main whiteboard, and/or the multiple “locales” that individual clinicians have to 

engage in i.e. the Operations Room, clients’ homes etc. 

I have 5 main criticisms of the descriptive and rhetorical power of “Locales” here: 

1. It obscures a key concern at this setting – the multiple forms of work (and 

trajectories) and how they are reconciled; 

2. It shifts focus away from the importance of how work is accomplished – its 

processural character – and onto particular structures such as sites where work 

takes place; 

3. It shifts the accomplishment of awareness management (an aspect of sentimental 

work) away from individuals towards the place they inhabit; 

4. Its account of the temporality of work at the setting, while multifaceted, is 

confusing – I cannot easily talk about the key temporal concerns at this setting; 

5. It has a strong account of place and resources and, indeed, the notion of “locale” 

is grounded in these notions but traversal through places, when physical 

movement is added to work for example, is poorly accounted for. A strong notion 

of place is at the core of the Locales framework, not changing place 
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This final point regards knowing how to exactly deploy the multitude of concepts 

and dimensions associated with each “Locales” aspect in describing and talking 

about a setting. In addition in inferring what design insights might work at this 

setting the design problem could easily become a problem with place not a problem 

with multiple streams of work. 

8.7.3 Locales: Inference/Application 

My final comparison in this chapter is a comparison between the inference and 

application supported by “Locales” and that supported by mobile trajectory. My 

rationale for this is that Locales has developed analytical tools (e.g. heuristics) and 

has deliberately made forays into design. I have already argued for mobile 

trajectory’s inferential and application power. In this section I wish to put this to the 

test further by revisiting Case A (Chapter 4), comparing mobile trajectory with 

“Locales” as a heuristic device for the mobile guide discussed in that case, GPS Boy. 

I conducted a usability problem-driven analysis of two participants (Participant 1 and 

Participant 5) with two other researchers. I used Greenberg et al’s (1997) heuristics 

developed from “Locales” to inform the analysis (Appendix 8-4). I simply identified 

a usability problem from viewing the video tapes and then subsequently related this 

problem to the appropriate “Locales” heuristic if possible. I used Participant 1’s (p-1) 

and Participant 5’s (p-5) field data. I then, on my own, examined the list of usability 

problems and attributed each problem to an appropriate mobile trajectory heuristic 

(Appendix 8-4), considering the problems labelled “N/A” carefully. 

The result was a matrix (see Appendix 8-5) that included the issue or concern (an 

identified usability problem), the relevant “Locales” or mobile trajectory heuristic, 

the participant number, a supporting quotation and the severity of the problem, 

similar to Nielsen & Molich’s (1990) definition of “severity”. Specifically, severity 

was determined in terms of frequency of the usability problem occurring across users 

and the degree to which it impeded task completion (see Kjeldskov et al., 2005:55). 

In the “Locales”/mobile trajectory column there were three main classes of entry: a 

“Locales”-based heuristic, a mobile trajectory heuristic or “N/A” when no relevant 

“Locales” heuristic could be identified. Every instance of a usability problem was 

considered against a “Locales” and mobile trajectory heuristic (Table 8.35 below). 

Tables 8.36 shows that the two other researchers and I originally found a total of 60 

instances of usability problems for both participants (27 for Participant 1 and 43 for 
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Participant 5) and that we grouped these problems under 48 separate categories (12 

for Participant 1 and 36 for Participant 5). The heuristics are mapped onto the 

instances not the categories. 

participant >  
(u-problems) > 

p-1 
(12 & 27*) 

p-5 
(36 & 43*) 

p-1+p-5 
(48 & 60*) 

rank > 1 2 3 all 1 2 3 all 1 2 3 all 
“Locales” 18 14 4 36 25 23 5 53 43 37 9 89 

mobile trajectory 27 9 0 36 41 21 0 62 68 30 0 98 

N/A 9 0 0 9 17 0 0 17 26 0 0 26 

total > 54 23 4 81 83 44 5 132 137 67 9 213 

*usability problems identified (in terms of categories & instances) 

Table 8.36: Frequency of “Locales” and mobile trajectory heuristics and “N/A’s” across 

participants in terms of ranks (1-3) 

I deployed a total of 89 “Locales” heuristics ranked “1”, “2” or “3” based to the 

degree to which they mapped onto each problem. I ranked mobile trajectory 

heuristics with only a “1” or a “2” ranking in this regard. As Appendix 8-5 shows, 

this mapping onto each problem extended beyond description and rhetoric and into 

inference concerning what had happened. The 43 instances of “Locales” heuristics 

and the 68 instances of mobile trajectory heuristics ranked “1” (the primary ranking) 

were the heuristics with the greatest explanatory power (i.e. they provided insights 

into what happened). The 37 “Locales” and 38 mobile trajectory heuristics ranked 

“2” (the secondary ranking) offered some explanatory power with the 9 “Locales” 

heuristics ranked “3” offering limited insight. I included “N/A” as a descriptor that 

captured the situation in which no “Locales” heuristic described and/or explained the 

problem observed. This was never deployed for the mobile trajectory heuristics – 

there was always at least one heuristic that provided some insight. 

The cursory view offered by this analysis shows that mobile trajectory heuristics 

were less distributed across particular usability problems i.e. it seemed easier to map 

a particular mobile trajectory heuristic onto a particular usability problem. A more 

detailed analysis of both application follows. 

Locales 

Despite mapping usability problems which emerged from the use of a technology by 

an individual against a framework which has been designed to describe and design 

for cooperative work and work environments I managed to map most usability 

problems onto at least one “Locales” heuristic. As there were often multiple 
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heuristics mapped onto a single usability problem (hereafter I will refer to a single 

deployment of a heuristic or equivalent as “a mapping”), the number of total number 

of occurrences of the heuristics did not match the total number of usability problems 

for each participant. Table 8.37 shows the number of usability problems captured by 

“Locales” across the two users.  

participant (u-problems)> p-1 (12 & 27*) p-5 (36 & 43*) p-1+p-5 (48 & 60*) 
rank > 1 2 3 all 1 2 3 all 1 2 3 all 

L1. locale foundations 6 7 1 14 3 12 0 15 10 17 1 29 

L2. mutuality 2 1 0 3 5 2 1 8 7 3 1 11 

L3. interaction trajectories 4 1 2 7 11 6 1 18 15 7 3 25 

L4. civic structures 4 4 0 8 5 1 1 7 9 5 1 15 

L5. individual views 2 1 1 4 1 2 2 5 3 3 3 9 

total (locales) > 18 14 4 36 25 23 5 53 43 37 9 89 

N/A  9 0 0 9 17 0 0 17 26 0 0 26 

total (all) > 27 14 4 45 42 23 5 70 69 37 9 115 

*usability problems identified (in terms of categories & instances) 

Table 8.37:Frequency of “Locales” heuristics and “N/A’s” across participants in terms of ranks 

(1-3) 

Examining the table, the aspects of “Locales” that were most easily mapped onto 

usability problems in terms of frequency and thus that had some analytical power for 

this exercise, were L1. and L3.. These accounted for 25% and 22% of all deployed 

mappings (including “N/A’s”). However, L4. had some utility for Participant 1 and 

L2 for Participant 5, accounting for 18% of all mappings for Participant 1and 11% of 

all mappings for Participant 5 (including “N/A’s”). However, almost a quarter (22%) 

of all mappings were labelled “N/A”; 37% of all primary mapping (rank=“1”). Given 

there were only 60 usability problems, for over 40% (43%) of usability problems, I 

could not be attribute a “Locales” aspect as a primary mapping. 

severity> critical severe cosmetic Total 
rank > 1 2 1/2 1 2 1/2 1 2 1/2 1 2 1/2 

L1. locale foundations 1 3 4 4 5 9 5 10 15 11 17 28 

L2. mutuality 3 0 3 4 2 6 0 1 1 6 4 10 

L3. interaction trajectories 0 0 0 6 4 10 9 3 12 15 7 22 

L4. civic structures 4 3 7 4 1 5 1 1 2 9 5 14 

L5. individual views 0 0 0 2 3 5 1 0 1 3 3 6 

N/A 2 0 2 13 0 13 11 0 11 26 0 26 

total > 10 6 16 33 15 48 27 15 42 71 35 106 

Table 8.38: Frequency of “Locales” aspects in terms of severity of usability problems 

considering only the first 2 “Locales” aspects for each problem  



Chapter 8: The work mobile trajectory does 

 

 

327 

Table 8.38 above shows a different view on the same data: the allocation of different 

“Locales” heuristics to problems of different severity. It displays only primary and 

secondary mappings. Overall, of the 60 problems identified, we labelled 10 

“critical”, 33 “severe”, and 27 “cosmetic”. Table 8.37 also shows that L2. and L4. 

were the most effective at providing insight into critical problems – they were the 

primary mapping for 7 out of the 10 critical problems. L1. and L3. provided insights 

for nearly half (n=15) of the severe problems, with “N/A” being used as the primary 

mapping of 13 of these same problems. 

In the heuristic analysis L3. provided insights concerning the participants’ need to 

understand that his/her choices at a particular moment made sense in terms of the 

overall “arc of action” (Strauss, 1993:56). L1. was useful when considering the guide 

as a resource supporting key activity in-the-world and for identifying that the 

application had a very linear and information-centric sense of interaction that focused 

less of providing a set of key resources to facilitate work. This notion provided the 

insight that the application often did not help him/her find the resources s/he needed 

to do her work – trams, times and stop numbers – easily and, as revealed later in the 

interaction, did not provide a set of tools to help with resource exploration. L2. 

addressed issues with regard to user presence, a critical concern in this setting. For 

example, the maps often caused problems because the user was unaware of their 

current location. This made them unable to reconcile the map representation and the 

outside world. A representation of user presence may have informed the user better 

about future interactional possibilities, which Fitzpatrick defines as a component of 

presence. 

Thus, L3., L1. and L2. helped with understanding the user’s relationship to 

representations within the device and to the real world. If the user and device were 

understood as constituting a “locale” and the user and the external resources in the 

real world (e.g. signs) were understood as another “locale”, L4. could also help 

describe problems emerging from the relationship between system and real world 

representations. However, although, L1. and L3. described some of the serious 

problems the two participants encountered, these aspects did not describe or provide 

an obvious explanation of what was happening when there was a critical problem. 

This is likely due to the fact that all of the critical problems (e.g. “Street labelling is 

unclear”, “No sense of the users position”) concerned the user making sense of their 

position in-the-world in order to actually find their way. Thus, the critique of 



Chapter 8: The work mobile trajectory does 

 

 

328 

“Locales” here is that it does not provide adequate insights into the usability 

problems concerned with movement through the world as opposed to their place in it. 

Mobile trajectory 

Table 8.39 below shows the number of usability problems captured by mobile 

trajectory across the two users. As with “Locales”, there were often multiple 

heuristics used for a single usability problem. 

participant (u-problems)> p-1 
(12 & 27*) 

p-5 
(36 & 43*) 

p-1+p-5 
(48 & 60*) 

rank > 1 2 all 1 2 all 1 2 all 

mt1. core trajectory 6 0 6 7 0 7 13 0 13 

mt2. aligned trajectories 5 2 7 10 2 12 15 3 18 

mt3. physicality, locality, instrumentality  5 4 9 8 6 14 13 10 23 

mt4. time, dependency, contingency 1 2 3 5 5 10 6 7 13 

mt5. social sphere  6 1 7 3 3 6 9 4 13 

mt6. trajectory awareness 2 0 2 5 3 8 7 3 10 

mt7. development  2 0 2 3 2 5 5 2 8 

total > 27 9 36 41 21 62 68 30 98 

*usability problems identified (in terms of categories & instances) 

Table 8.39:Frequency of mobile trajectory aspects across participants in terms of ranks (1 or 2) 

Examining the table, mobile trajectory heuristics that were most easily mapped onto 

usability problems in terms of frequency and thus that had some analytical power for 

this exercise, were mt2. and mt3.. These accounted for 23.5% and 18.4% of all 

deployed mappings. However, mt5. provided insights for Participant 1 (19.4% of all 

this participant’s mappings) while mt4. accounted for 16.2% of all Participant 5’s 

mappings. mt1., mt4. and mt5. cumulatively accounted for nearly 40% of all 

mappings (approximately 13.3% each). 

severity> critical severe cosmetic Total 
rank > 1 2 1/2 1 2 1/2 1 2 1/2 1 2 1/2 

mt1. core trajectory 4 0 4 8 0 8 1 0 1 13 0 13 

mt2. aligned trajectories 0 1 1 3 2 5 11 1 12 14 4 18 

mt3. physicality, locality, instrumentality 5 2 7 5 7 12 3 1 3 13 10 23 

mt4. time, dependency, contingency 0 2 2 6 5 11 0 0 0 5 7 13 

mt5. social sphere  0 0 0 3 1 4 6 3 9 9 4 13 

mt6. trajectory awareness 1 0 1 5 0 5 3 1 4 9 1 10 

mt7. development  0 0 0 3 1 4 3 1 4 8 2 10 

total > 10 5 15 33 16 49 27 7 34 70 28 98 

Table 8.40: Frequency of mobile trajectory heuristics in terms of severity of usability problems 



Chapter 8: The work mobile trajectory does 

 

 

329 

Table 8.40 above shows the allocation of mobile trajectory heuristics to problems of 

different severity. Overall, of the 60 problems identified, we originally labelled 10 

“critical”, 33 “severe”, and 27 “cosmetic”. Table 8.41 also shows that mt1. and mt3. 

were the most effective at providing insight for critical problems – they were the 

primary mapping for 9 out of the 10 critical problems. These same two heuristics, 

along with mt4. provided insights into nearly two thirds (n=19) of the severe 

problems. 

The analysis conducted with the mobile trajectory heuristics forced attention on the 

importance of digitally traversing through the system and the fact that this was an 

aligned trajectory to the core trajectory of finding the way from A to B. In this 

analysis the mobile guide was not simply a resource that deployed particular media 

but a host for a trajectory that was depended upon by the physical trajectory. The 

heuristics highlighted the importance of acknowledging these dependencies as well 

as the need to consider the consequences of these trajectories unfolding together e.g. 

the need to pace route information disclosure appropriately. The need to make both 

future possibilities and consider historicity in design was also important. For 

instance, the screen-by-screen approach of the application failed to accommodate or 

represent past interactions or to support potential future interactions effectively. 

Above all, the mobile trajectory analysis drew attention to the importance of 

designing for being there physically in a particular series of locations (e.g. a tram, an 

intersection), each with particular features (e.g. signposts, street names) where users 

are driven by particular things (e.g. trying to find a tram stop) and, as a result, they 

have certain expectations of the guide. Mobile trajectory highlighted that in such 

circumstances the challenge is aligning the key trajectories e.g. through making 

information pertinent to the physical trajectory highly visible for the mobile worker 

at the right time and in the right place. Mobile trajectory also drew attention to the 

processural character of work and particular sequences of action and thereby 

developing rhythms of (digital) work and reconciliation work. The focus on the 

aligned, digital trajectory through the guide also drew attention to actions and 

interactions at different granularities contributing to the trajectory such as low-level, 

keystroke interaction. 

There were problems with applying the heuristics from mobile trajectory though. 

mt5. was not especially applicable: only one person was really involved in this world 

at any one time with others being peripheral. In addition certain heuristics were 
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similar – for instance the difference mt4. and mt6. was sometimes not clear, 

particularly if time itself is considered as a trajectory (as Reddy, Dourish and Pratt 

(2006) do)). In addition the dependency component of mt4. simply states a 

consequence of the first two heuristics. 

Summary 

Overall my experience when conducting the heuristic reviews was that, although  

L3.and L1. were useful for broadly understanding interaction and design issues, they 

were much less useful concerning understanding low-level problems (e.g. input 

problems with an auto-complete function) and addressing what exactly could be done 

to improve the system (e.g. specific problems with the choice of labels for hyperlinks 

on maps). Mobile trajectory addressed the issue of granularity but, as noted below, 

has the same issues with regard to supporting design. In addition, with both sets of 

heuristics, I often struggled to choose the most applicable heuristic, although less so 

with mobile trajectory, perhaps because I created it. Although this process of 

uncertainty can be useful in probing the problem further I found many of the aspects 

of “Locales” are too loose and lack precision for easy applicability in the mobile 

work domain. 

Broadly “Locales” handles complexity quite well: it can be used in a reduced form 

that is somewhat applicable to mobile work use situations and design.  However, I 

can also be critical of “Locales” as a whole in its formulation: it seems to want to 

account for every single possible form of work and all its different aspects. It is an 

admirable attempt to bring “social thinking into software practice” (Fitzpatrick 

2002:142) but in its full form it seems unnecessarily complex when it is, in essence, a 

means of taking the social seriously through a notion of place 

With mobile work the focus shifts from shared resources and places (“…the more 

stable “environmental” aspects enabling interaction…” (Fitzpatrick, 2002:148)) to 

distributed resources and places. Thus a “stable” shared perspective is often not 

realistic. “Locales” accounts for place but not changing place while mobile trajectory 

assumes a flow of work that operates across different and localities (of trajectories) 

that seems to account for the impact of changing place in ongoing mobile work 

better. The account for the temporality of mobile work is core to mobile trajectory 

through transitions, traversals, historicity, possibilities as well as synchronicity of 

different trajectories. The account of temporality in “Locales”, on the other hand, is 
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distributed across different aspects of the framework such as “mutuality” and 

“interaction trajectories”. 

Mobile ICTs support different couplings between different forms of work and 

individuals. For example, if I am attempting to find my way around a city using an 

electronic, mobile map, my actions and interactions in-the-world are supported by 

digital actions and interactions: the mobile device becomes a means supporting my 

physical actions and interactions. This relationship may vary through the course of 

my action e.g. if I am entirely dependent on the device to sustain my physical 

trajectory against using the device for awareness work. Mobile trajectory has better 

support for different relationships between different forms of work through assuming 

multiple kinds of trajectories. It also accounts for connections among variously 

mobile individuals through decoupling place and social interaction through the 

notion of social spheres while closely associating locality with work via trajectory. 

8.7.4 Summary of comparisons 

There are many other theories, metaphors and approaches I could have compared 

mobile trajectory with such as Distributed Cognition (Hutchins, 1995) and Activity 

Theory (Engeström et al., 1999). I consider these alternative metaphors briefly as an 

opportunity for further work in the next chapter. I acknowledge too that a key neglect 

is any consideration of Suchman’s (1987) situated action approach. I redress this 

through briefly reflecting on the view, situated and otherwise, that mobile trajectory 

supports below. 

Reflecting on the “Mobilities” and “Locales” approach the former was particularly 

effective at drawing attention to the flux and flow of constellations of people and 

things at the setting considered while the latter drew attention to the particular, if 

provisional, stasis of place and how that related to the work going on there. Thus the 

analytical power (to cluster description, rhetoric and inference together) of 

“Mobilities” was to focus on how people were sustaining their networks through (the 

possibility of) being together at the setting: through co-presence at meetings; through 

particular modes of transport; through communicative obligations. The analytical 

power of “Locales”, on the other hand, was to draw attention to the different 

configurations of places and resources, the key groups, and the particular actions and 

interactions that drew these together. This is unsurprising given the focus of 

“Mobilities” on describing and talking about travel and networks in a post-society 
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era and the focus of “Locales” on understanding and designing virtual places to 

support distributed work, action and interaction. 

Mobile trajectory exhibits complementarities with “Mobilities” and “Locales” 

through acknowledging the importance of both the temporal flows and social 

configurations of “Mobilities” and the spatial and temporal orders and ongoing 

action and interaction of “Locales”. It synthesises key notions from each to address 

the problem of mobile work. In addition, through its intelligible and applicable form, 

on one hand it supports the search for certain “persistent structures” (Nardi, 1996:83-

6) such as work, orders, individuals, groups, space, contingency, time and pivotal 

objects. On the other hand, because of how it is framed as provoking questioning and 

searching, it supports a situated view on work (Suchman, 1987) as ad hoc and 

contingent and its particular notions emphasise work’s processural and temporal 

character. Mobile trajectory also does not presuppose that particular aspects of its 

proposed “structures” are present or even influential at a setting. 

Mobile trajectory focuses on unfolding action and interaction in-the-world, over and 

through time. It suggests that there are particular features and properties of ongoing 

work. It suggests that there may be particular concerns given that there may be 

different streams of work operating at a setting. It also suggests that this work is 

contextualised by particular collections and configurations of people. It even 

suggests that work is achieved through particular schemes and, at any time, the flow 

of work at a setting is both constrained by its historicity and open with regard to its 

possibilities. However, mobile trajectory makes no definitive claims concerning 

cause and effect, the inevitability of an actions course or the central role of particular 

structures. It merely suggests that these are aspects of a setting that are worth looking 

out for (as opposed to looking for) when engaged with it through e.g. observation. 

In this characterisation of people that mobile trajectory supports the human is, I 

believe, more than a sentient vassal supporting computation or a means of production 

or even an animal that must be followed and observed but instead a living, breathing, 

social entity with a body, a personal biography, ties and obligations to others and 

particular sentiments. This human is often entangled in multiple threads of work and 

if s/he were ever given the time to reflect then s/he might well think that as opposed 

to just getting on with it. As, Bloomfield and McLean (2003:71) note this is an 

essential concern in the kinds of settings I have considered: 
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Furthermore, as we shall see subsequently, systems put in place to standardize and 

document practice may not just displace time available for working with patients face-

to-face, but might also distort aspects of professional practice if not designed to take 

proper account of the situated nature of that practice. 

8.8 Conclusion 

I have attempted to make the argument in this chapter that in the context of mobile 

work mobile trajectory marks a distinct contribution when compared to: its previous 

versions; other conceptual schemes; other theories and metaphors. In arguing this I 

have considered complementarities and well as distinctions between these different 

“ways of looking” (Randall et al., 2005). This has involved me revisiting Case A, 

Case B and Case C and considering the different forms of power that mobile 

trajectory exhibits. My general argument has been that mobile trajectory’s attends to: 

different forms of work and their interdependencies; the processural character of 

work and how it unfolds over time; the particular fabric of the (changing) workplace; 

the particular social configurations in which people accomplish their work and; the 

particular people practising the work and their impact e.g. as generators of 

knowledge. The argument has also been that these kinds of insights support more 

than description and talk but forays into design. For example the temporal and 

locational aspects of distributed work trajectory alerted me to opportunity of making 

certain aspects of the care trajectory availability through a digital public display. 

This, in turn, pointed to the interdependence of different aligned trajectories and the 

opportunity of exploiting this in a particular design solution. These notions of 

availability and aligned trajectories were carried forward to form mobile trajectory. 

Fitzpatrick (2002:155) when considering “Locales” as a means of promoting “social 

thinking” concedes to the generative deficiencies of the framework when discussing 

future uses of the framework: 

“Are there principled approaches that could suggest what constitutes a better locale 

design?”  

When describing how the Locales framework might be used (Fitzpatrick, 2002:150-1) 

she describes how it could first make sense of current data (and indeed inform its 

collection) and then be used to enhance existing locales. She then reflects (ibid:154): 
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“While it has been very useful for motivating design decisions at a higher conceptual 

level, it has not been useful for informing the substance of design for specific 

solutions; the designer is still left to translate the motivations into actual systems.” 

Thus, the argument is that although “Locales” supports design decisions that 

consider “the broader context of work” (ibid) its support for developing particular, 

new designs is questionable in this context i.e. it has limited application power. I 

sympathise with this sentiment. Despite the forays into design presented in this 

chapter mobile trajectory, has still much to prove in this regard. 

I am also acutely aware that I have been conducting the comparisons in this chapter. 

In the next chapter I wish to compensate for this bias through critically examining the 

example design based on mobile trajectory presented in this chapter and considering 

mobile trajectory in the light of Sharrock and Anderson’s (1986) and Glaser and 

Strauss’s (19678) criteria for good theories. I also wish to make the contribution that 

mobile trajectory marks even clearer through revisiting the being mobile themes 

considered in Chapter 2 and the discussion of mobile work in Chapter 5. 



 

 

335 

Chapter 9: Conclusion 

9.1 Overview........................................................................................................ 335 

9.2 Introduction.................................................................................................... 335 

9.3 Approach........................................................................................................ 336 

9.4 Mobile trajectory, being mobile and mobile work........................................... 337 

9.5 Mobile trajectory, design and theory .............................................................. 339 

9.5.1 Support for design?.................................................................................. 339 

9.5.2 A good theory? ........................................................................................ 342 

9.6 Conclusion and further work .......................................................................... 343 

  

9.1 Overview 

The argument for mobile trajectory as a descriptive, rhetorical, application and 

inferential device has been presented through three cases – Case A, B and C – in this 

thesis and in the last chapter. In this chapter I conclude by: considering mobile 

trajectory in the light of the being mobile themes and key issues with mobile work 

presented in Chapter 2 and 5 respectively; critically reviewing a design discussed in 

the last chapter; examining mobile trajectory through Sharrock and Anderson’s 

(1986) and Glaser and Strauss’s (1968) views on what good theories are and; 

identifying some ongoing concerns with mobile trajectory as a conceptual scheme. 

At the end of this chapter I consider some future possible uses and directions for 

mobile trajectory. 

9.2 Introduction 

I have three main concerns as I write the conclusion to this thesis. My first concern 

regards the origin, evolution and use of mobile trajectory. I have had an unwritten 

(now written) fear that what I have produced in this thesis is little more than 

Sociology 101 packaged as an HCI theory. Indeed, there is much that has influenced 

me – some of which I have named throughout (e.g. Strauss, 1993; Fitzpatrick, 1998), 

some of which has gone unnamed to this point (e.g. Schmidt and Simone’s (1996) 

work on visibility) – in the generation of mobile trajectory I can only hope I have 

both appropriately acknowledged my influences and not simplified subtle notions 

into banality. My second fear concerns what Paul Dourish (2006:549) refers to as a 

“bullet list of design implications formulated by an ethnographer” being the kind of 

output mobile trajectory produces. It is somewhat strange that someone who believes 

in prolonged engagement with a setting, the ordinary nature of action, the importance 

of the member’s viewpoint and in longitudinal involvement for the ICT design 



Chapter 9: Conclusion 

 

 

336 

enterprise should produce A Napkin Theory of Mobile Work that might produce 

exactly Dourish’s (2006) “bulleted list”. My third fear concerns the place of mobile 

trajectory as a stock of knowledge in a field already littered with frameworks, 

concepts and theories most of which sit quietly gathering dust on university 

bookshelves. I hope to address at least some of these concerns here. 

My final rant will begin with a return to the being mobile themes presented in 

Chapter 2 and continued in Chapter 5. This chapter needs to seriously consider if 

mobile trajectory is a theory of mobile work at all and briefly reflect again on the 

work it does (considered in the last chapter in detail). I will then engage in three sets 

of critical reflections: 

1. Critically examining a design from the fieldwork in Case C, in particular 

considering the role mobile trajectory and the effectiveness of the design; 

2. Reflecting on mobile trajectory as a warranted theory in the light of Sharrock and 

Anderson’s (1986) and Glaser and Strauss’s (1968) criteria for good theories; 

3. Reflecting, at the end of the thesis, on some ongoing concerns with mobile 

trajectory that require further working out: time; place; work; and awareness. 

9.3 Approach 

Approaches inspired by critical theory have gained some popularity in HCI in recent 

years. They are variously touted as a way of “making strange” (Bell et al., 2005), to 

“diagnose the underlying condition” (Boehner et al., 2007:1077) and 

“question…values and assumptions” (Stahl and Brooke, 2008:52). Bell et al. (2005) 

suggest “making strange” to gain new perspectives in order to generate new 

strategies for design in domestic settings. Boehner et al. (2007:1085) critically 

examine Probes as a method in order to expose HCI’s “epistemological constraints”. 

Stahl and Brooke (2008:53) suggest there are both “instrumental benefits”, including 

identifying risks early, and “intrinsic benefits” beyond the economic imperative to 

adopting a critical approach in IT projects. All these deployments seem both a way 

of removing oneself from the thick of being in a particular practice or perspective 

and asking “What assumptions are being played out here?” They also appeal to other 

authorities in order to ask: “Are we moving in the right direction here?” 

Here I step back from being in the thick of mobile trajectory to consider it in terms 

of the aims and professed contribution of this work presented in Chapter 1 and my 
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literature reviews. I thereby further consider its power. Then I consider the products 

– mobile trajectory and the designs it engenders. I consider the shape and form of 

mobile trajectory in terms of others’ views on good theories and the latter with 

regard to a notion of design power (Graham and Rouncefield, 2008).  

9.4 Mobile trajectory, being mobile and mobile work 

In Chapter 2 I presented a table (Table 2.5) that mapped the different being mobile 

themes I had drawn from my literature review onto individual studies. I reported how 

much work had focused around themes (3), (4), (8), (7) and (9) while much less 

work focused on themes (5), (6), (10) and (11) and some had focused on themes (1), 

(2) and (12) (Table 9.1). 

N Being mobile theme f N Being mobile theme f 
(4) multiple worlds 10 (2) change of location 6 

(8) (dis)connection from resources 10 (12) an ongoing accomplishment 6 

(3) uncoupling of space and (inter)action 9 (5) change and irregularity 4 

(7) temporal (a)synchrony 7 (10) affording particular technologies 3 

(9) moving through heterogeneous topologies 7 (6) more interaction 2 

(1) physical movement 6 (11) different modes 2 

Table 9.1: Frequency (f) of the 12 being mobile themes in Chapter 2 studies 

The attention to being-in-the-world, space and movement in mobile trajectory is 

evident in its properties: whether it plays out in the physical world, PHYSICALITY, and 

the particular features of that worldliness, LOCALITY, whether multiple 

(DISTRIBUTED) or singular (CENTRALISED). The notion of SOCIAL SPHERES not only 

invites consideration of people’s MEMBERSHIP of different, intersecting worlds with 

particular BOUNDARIES but also addresses what is fuelling the group involved in the 

CORE TRAJECTORY: the RESOURCES involved as well as the MEDIA. This notion also 

addresses the need to consider if any of these RESOURCES, such as information, are 

associates with any trajectories. The attention to RESOURCES and MEDIA draws us to 

consider what the relationship between these is, the affordances of particular 

technologies and how they work together and transform over time. In addition 

mobile trajectory through RECONCILIATION and ALIGNMNENT CONCERNS, forces 

attention on the coupling between different streams of work. This work may be very 

physical and involve worldliness with work that may be more digital in nature. 
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Mobile trajectory also emphasises different flows of work at its heart and attends to 

the ongoing, contingent nature of such work. It thus marks an invitation to examine 

how the past has impact on the present, HISTORICITY; and how the future might pan 

out, POSSIBILITIES. This attention to time and different perceptions of it is also 

contained in the property SYNCHRONICITY. Mobile trajectory invites an examination 

of the regularities and temporality of work and its processural order – CYCLES, 

TRAVERSALS, TRANSITIONS and STREAMS. It attempts not to privilege any particular 

form of work a priori but instead invites an analysis that examines the complete 

ACCOMPLISHMENT of being mobile. Thus body work deserves as much attention as 

information work, although one of them could be more core to the setting – CORE 

WORK – and the other be aligned – ALIGNMENT WORK – and even mutually supportive 

– RECONCILIATION WORK. 

In addressing the being mobile themes mobile trajectory also considers the different 

features of mobile work discussed in Chapter 5. RESOURCES and MEDIA, as already 

noted, draw attention to the different technologies woven together through the course 

of action/interaction that is a mobile trajectory. The feature of SHAPE draws attention 

to the duration, extension and granularity of work. Particular properties of mobile 

trajectory – LOCALITY and PHYSICALITY – as well as the notion of SOCIAL SPHERE 

draw attention to where the work extends to and from, the particular BIOGRAPHIES 

involved and the resultant PRACTICES. Mobile trajectory also draws attention to how 

work, information etc. is made visible and AVAILABLE through the notion of SOCIAL 

SPHERE. This latter notion also forces consideration of how different SPHERES are 

divided, if at all, and how these BOUNDARIES are managed over time.  

In addressing the themes and concerns presented in Chapter 2 and 5 respectively, I 

have addressed how “an adapted, enhanced set of understandings drawn from 

sociology (i.e. trajectory) [can] be modified to be an effective instrument for 

understanding mobile work involving ICTs” (Chapter 1, section 1.5, objective 1). I 

have also, as stated in Chapter 1 (section 1.8), developed: “A new series of mobile 

trajectory concepts drawn from studies to account for the features of mobile work – 

these advance trajectory with regard to form…synthesis…and application…”. I have 

shown that mobile trajectory exhibits both descriptive and rhetorical power when 

applied to studies of mobile work involving ICTs. A final, core contribution, is 

suggesting the importance of different forms of work at a setting, sentimental work 
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in particular, and the key relationships between them in the achievement of mobile 

work. 

9.5 Mobile trajectory, design and theory 

“The ethnographic description renders the practice strange and therefore questionable. 

This kind of observational work is part of the ethnographic tradition of unpacking and 

interrogating naturalizations of social practices and institutions… Such ethnographies 

invite us to look again at our public and private spaces, our social practices, ourselves, 

and notice, perhaps for the first time, how strange it might all look to other people.” 

[Bell et al., 2005:152] 

As with Bell et al’s (2005) ethnographic description (they were referring to mobile 

phone pricing schemes in the UK) I have, in the presentation of a few possible 

designs and through putting mobile trajectory into a form, perhaps made them 

strange even if only to myself. Thus in this section I attempt to remove myself from 

such purely reflexive endeavour in order to ask how strange mobile trajectory really 

is: (1) in terms of inference and application i.e. the what it leads to (even if just 

design sketches) and (2) in terms of what it is. In both endeavours I am simply 

asking the question: “Is mobile trajectory any good?” With regard to the designs, 

that involves asking, to write it plainly, if the designs are stupid. With mobile 

trajectory itself that involves appealing to metrics deployed to measure theories. 

9.5.1 Support for design? 

“In using the framework, the question of how to better design locales, or what even 

constitutes a better locale, becomes highlighted as a significant issue. At the moment, 

this is largely left to the intuition and skill of the designer. In one sense, this is not a 

problem since design is a creative process. The difficulty is related more to the 

relative newness of CSCW design as a field, and more generally to the newness of 

software practice around interactive systems. Other creative design disciplines such as 

architecture have rich, well-established traditions to draw upon.5 Such design 

knowledge about socially situated systems is only beginning to evolve.” 

Fitzpatrick (2002:155) 

Fitzpatrick highlights one issue about moving towards design – the implication is 

that design actually leads to better understanding and even explanation. But designs 

are also a test of the conceptual scheme. This section will critically consider how 
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different parts of mobile trajectory have been used to support design work through 

critically examining a design that I sketched in the last chapter. I will use the notion 

of design power and consider what assumptions I made. In order to do this, as the 

design has not been implemented or formally evaluated, I pose a series of critical 

questions. In mental health care settings an appropriately critical view of any design 

proposal is highly desirable if not essential due to the client group and the nature of 

the work being carried out. Innocent and popular assumptions concerning e.g. the 

need for technology consumption or Utopian views of technology (Kling, 1996) are 

at best, naïve and, at worst, highly dangerous. 

The design experiment, which the digital whiteboard (Figure 8.6, 8.7) was, made 

salient particular issues at the setting in Case C: (1) how client information stretches 

over time (the INFORMATIONAL TRAJECTORY) and is placed within the context of 

other organizational knowledge (the SOCIAL SPHERE’s KNOWLEDGE) through 

storytelling (the SOCIAL SPHERE’s PRACTICES); (2) how certain client information was 

visible and readily available (the INFORMATION TRAJECTORY’s PALPABILITY, the 

AVAILABILITY of particular RESOURCES); (3) the importance of being able to annotate 

information and to record these annotations (the HISTORICITY of the INFORMATION 

TRAJECTORY the expressiveness of particular MEDIA); (4) the importance of being 

able to capture the information on the whiteboards when handover meetings are 

finished (capturing HISTORICITY, SCHEMES, and POSSIBILITIES in a PALPABLE 

manner); (5) the importance of having retrieval tools supporting searches of past 

whiteboard information (supporting MUTABILITY and AVAILABILITY of resources, in 

particularly making the HISTORICITY of the INFORMATION TRAJECTORY PALPABLE); 

(6) how making the whiteboard portable can support making client information 

private (configurability of AVAILABILITY and MUTABILITY). 

The critical evaluation of the digital whiteboard with regard to design power is 

presented in Table 9.2 below. The table shows that, although the design has 

demonstrated power with regard to most aspects, it is somewhat conservative and 

even a little naïve. It represents a form of romance with the digital and the view that 

replacement and upgrading of analogue systems is desirable. The table also 

demonstrates a preoccupation with capture and search. The immutability of writing 

on the whiteboard actual supported an important form of collective forgetting which 

was essential in this organization where clients cycle in and out. In addition, fast 

retrieval in the short term can lead to the decay of knowledge, engendered through 
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talk for example, in the long-term. There is also a focus on information work within 

the design and limited acknowledgement of other forms of work (such as awareness 

work). Thus the design, through focusing on data capture and storage neglects the 

importance of the processural and sentimental character of some of the information 

work. 

N Power Positive aspects Negative aspects 
1 Mapping Helps alleviate some clinicians problems 

regarding capturing and recording of client 
information: supports information work 
around the information trajectory 

Moves clinician practices towards digital in 
a naïve manner, through replacing key non-
digital artefacts such as the whiteboard with 
similar, if not identical, digital equivalents 

2 Practical Uses off-the-shelf software so it would 
probably work. 

Clinicians often used their own 
abbreviations that handwriting recognition 
software might have difficulty recognizing. 

3 Informational In theory interactions with the whiteboard and 
annotations could be logged. 

Includes few inbuilt data capture 
mechanisms enabling insights into the use 
of the technology 

4 Disruptive Minimally disrupts current practices Overly cautious, doesn’t utilize some 
opportunities available through e.g. tracking 
of paper files via RFID 

5 Expressive Enables past decisions based on discussion 
and negotiation around incomplete client 
information to remain visible for example 
through e.g. the striking through of text 

The spreadsheet could constrain and limit 
the more verbose note-taking and sticking 
affordances of a unconstrained whiteboard 

6 Interpretive Could support sticking and layering of other 
things through e.g. a Stickies application 

A somewhat closed design that is rigid 
regarding practices and technology as 
immutable 

7 Inferential Work through with participants. 

Table 9.2: Critical evaluation of the digital whiteboard in terms of power 

A final observation is that the design largely neglects the importance of the auditory 

modality – the value of talk perhaps because of the persistence of the visual modality 

in space – and focus on symbolic (“abstract” in Erikson and Kellogg’s (2001:334) 

terms) representations. 

The key argument here is that the longitudinal notions (e.g. CYCLES) within mobile 

trajectory supported design: it alerted me to the shear number of clients that cycled 

in and out of the organisation and the subsequent demand on clinicians to remember. 

The reminder that it served up was that the information rich environment served to 

compensate for the distributed knowledge within the organization. The suggestion is 

not that mobile trajectory should be used in its entirety when thinking through 

possible designs, merely that it has application power and inferential power 
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(Halverson, 2002), meaning that particular parts of it are useful for generating 

particular designs for particular settings. 

9.5.2 A good theory? 

In Chapter 3 I described a series of criteria for measuring a theory: “usefulness” and 

“descriptive adequacy” (Geertz, 2000; Sharrock and Anderson, 1986:20);  

“consistency”, “clarity”, “coherence”, “rigour” and “operationality” (Sharrock and 

Anderson, 1986:20-23); “fitness”, “understanding” or workability, “generality” and 

“control” or modifiability (Glaser and Strauss, 1968:237-50); and “relevance” 

(Glaser, 1998:236-7). 

With regard to usefulness and descriptive adequacy, mobile trajectory has two 

responses. Firstly, it, in various forms, has been applied to mobile work across two 

different settings and mobility across three settings. In this application it has 

provided particular insights concerning, in particular, work, artefacts and space – 

relevant concerns for the design of ICTs for mobile work – and has produced two 

(albeit untested) designs. Thus it has supported particular bracketing (Sharrock and 

Anderson, 1986:19) and thus provided useful explanations given its purpose. 

With regard to rigour and clarity mobile trajectory supports a simple, reduced 

perspective on mobile work that is, nonetheless quite complete. It has also been 

worked out through observations of real world phenomena. With regard to 

consistency, and coherence mobile trajectory identifies clearly the problems it aims 

to support. It also considers particular trajectories to make more general claims not 

concerning that certain phenomena will be observed but instead that certain 

phenomena should be looked for. Finally, with regard to operationality, mobile 

trajectory forces us to “follow the animal” (Sharrock and Anderson, 1986:23) and 

gives little opportunity for that “animal” to disappear. It proffers practical advice on 

how to investigate mobile work in particular settings through e.g. attending to 

particular things, asking particular questions and applying particular heuristics. 

Using Glaser and Strauss’s (1968) criteria to address similar concerns with mobile 

trajectory, I argue it exhibits “fit”, “workability”, “modifiability” and “relevance”. 

Its “generality” is for people who use it next (including me) to determine, although I 

argue above that it forces attention of the phenomena while supporting “transferable” 

(Guba and Lincoln, 1989) inquiry e.g. through supporting the framing of questions. 

Mobile trajectory is not “divorced from the everyday realities” (ibid:238) nor is it 
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unclear how to apply it as I have shown in the last chapter and through its variants’ 

repeated use across cases. In terms of mobile trajectory being understandable or 

workable that has only been tested by me alone and made observable through the last 

chapter, although its results have been subject to the scrutiny of others via 

publication (e.g. Graham et al., 2006; Graham et al., 2008). Mobile trajectory has 

indicated that it can be controlled and modified and that it, again, supports inquiry 

into particular controllable (Glaser and Strauss, 1968:245) aspects of people’s mobile 

work involving ICTs. Mobile trajectory, as has been argued above, is also highly 

relevant to the phenomena of mobility and mobile work. 

9.6 Conclusion and further work 

“…for unless we start to respect the full range of values that make us human, the 

technologies we build are likely to be dull and uninteresting at best, and de-

humanising at worst.” 

[Gaver, 2001] 

I have argued that mobile trajectory is a perspective that draws attention to particular 

aspects of mobile work: being longitudinal and contingent; having different, 

reciprocal phases; being temporal in nature; involving different kinds of work; 

including different (groups) of people. Thus mobile work stretches out over time 

and space – it tends to involve distinct periods of time and the traversing of 

particular paths. This may seem obvious but it seems that ICTs supporting mobile 

work focus on the temporal instantaneousness of being mobile when mobile work 

may, in fact, stretch over hours, days and weeks. Mobile trajectory draws attention to 

this through distinguishing work from the ongoing trajectory and through the notions 

of historicity, possibilities and locality. Mobile work’s different, reciprocal phases 

may involve different forms of mobility (e.g. automobility (Urry, 2000)) with 

different resources and people at hand. There may also be discrete phases within 

particular phases. This consideration of phase (captured in the notions of transitions, 

traversals, streams and clusters) leads to the asking of questions concerning what is 

required, what might be done not only when mobile but also after being mobile. It 

also accounts for the experience of temporality. There is a temptation to consider 

than mobile work is all about changing location and instantaneousness, as already 

noted. However, a more robust analysis is to consider how mobile work involves 

changing temporalities – the slowing of time, the quickening of time etc – and that 



Chapter 9: Conclusion 

 

 

344 

these temporalities interact with location. Mobile trajectory accounts for these kinds 

of interactions through considering that multiple trajectories may be at play at a 

setting and that a social sphere accomplishes their work through particular resources 

and media over and through time. I have argued there has been a tendency to focus 

on information work in past treatments of mobile work. Here I have shown that there 

are many different kinds of work involved in mobile work and focusing on one may 

lead to the neglect of others. Finally, the perspective that mobile trajectory provides, 

as focusing on the longitudinal aspects of technology use and different forms of work 

and how these evolve over time, forces us to consider the particular members of 

social spheres with particular biographies, ties, and obligations. This final point 

relates to the challenge that Bill Gaver issues above. This challenge regards studies 

of mobile work involving ICTs moving away from consideration of the human as 

some kind of information machine, sentient being and/or social creature to a more 

subtle, multi-faceted organism engaged in different forms of work which over and 

through time sustain a sense of order and self. Through considering these kinds of 

concerns our theories have greater hope of supporting the design of ICTs that appeal 

to our humanity whether we are designing for mobile work, work or something else. 

Challenges for mobile trajectory and, more generally, this perspective are dealing 

with the mobile experience, mobile work and mobile life issues considered in 

Chapter 2. At the heart of this concern is how situated views on action relate to more 

abstracted views e.g. if various conceptual structures can be transported from one 

study to the next and how in-the-moment we live. The possibility that mobile 

trajectory (and its successors) offers is to consider that the temporally coarser-

grained, life perspective may give us more insights into the temporally finer-grained 

experience and work perspectives than we might expect. Possible playgrounds for 

these areas include action and interaction that is both a high-level life in nature and 

comprised of critical, unplanned moments, such as a change in lifestyle or tourism. 

Research into smoking cessation support for example not only provides the 

opportunity to examine different, aligned trajectories (e.g. smoking, life) but also 

how these different trajectories are aligned and reconciled over time through 

particular forms of work such as face-work (Goffman, 1955, 1967) and how these 

trajectories play out in different localities.  With regard to leisure technologies the 

mobile trajectory is oriented towards goals differently from business ICTs: 

wandering around a city, seeing the sights is quite different from trying to get to the 
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right building in a city for a meeting. In this example, again, the notion of goal is 

more difficult and intertwined with both experience and localities than it is related to 

traditional notions of work. This domain also permits the exploration of mobile 

trajectory and different modes of transport, such as Urry’s (2000) “automobility” 

which I have only briefly referred to here. 

Further conceptual work includes extending the comparisons with other metaphors, 

an exercise I began in the last chapter. Others have completed exemplary 

comparisons between different metaphors. For example, Halverson (2002:247) 

presents a cogent comparison of Activity Theory and Distributed Cognition along the 

three main dimensions of: concept nomenclature; analytic focus and; means of 

process representation. Nardi (1996) compares Activity Theory, Situation Action and 

Distributed Cognition according to how they view the structuring of activity, 

persistent structures, the status of people and things. Thus it seems a worthy future 

test of mobile trajectory to compare its power with that of Distributed Cognition 

(Hutchins, 1995) and Activity Theory (e.g. (Leont’ev, 1978; Kuutti, 1999) in 

particular. The former theory, because it is grounded in studies of navigation, with its 

focus on particular qualities of media, and with a focus on representation states as 

embedded in the temporal flow of action offers a good test of mobile trajectory’s 

attention to the processural character of work and the pivotal entities involved. 

Activity Theory s strongly influenced as it is by Marx in its origin (Engeström and 

Miettinen, 1999) and with a strong focus on accounting for work, its actors, 

instruments and influences offers a further test of mobile trajectory’s attention to the 

team, larger group and even societal influences and structures contextualising work. 

Examining both differences and complementarities through comparisons grounded in 

real work settings promises to advance mobile trajectory, provide insights regarding 

ideal problem domains for these different approaches and to deepen our 

understanding of mobile work involving ICTs. 
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Wireless Communications literature selection process 

I perused 26 books in the wireless telecommunication section of an academic library 

(CALL number TK5103.2), taking Hjelm’s (2000) book as a starting point (1 in 

Table A2-1 below). My criterion for selecting each book was that it had the string 

“mobile”, “mobility” or “multimedia” in the book’s title (all the books had wireless 

in the title). Although not particularly sophisticated I deemed this sufficient for 

getting a general sense of how being mobile was defined in this area. I generally 

avoided conference proceedings as they often tended to leap straight into specifics 

such as discussions of particular technologies. Thus my process consisted of: (1) 

identification of a resource meeting the criteria; (2) swift perusal of the contents 

pages and preface and/or introduction; (3) examination of the index for the key 

words “mobile” and “mobility”; (4) swift skim read of the relevant section(s); (5) 

and selection for review. I initially selected 26 books (dated 1996-2007) and 

discarded 11 after step (5), leaving 15 to draw on. Given that 2 articles/chapters were 

selected from 1 publication, this meant the selection of 16 articles/chapters for 

review. While, being cautious about drawing conclusions from such unsystematic 

data as the distribution of the selected books, more recent books (i.e. 8 from 2005-7) 

met the selection criteria than the cumulative number of books from 1996-2004. 

[1] Adelstein, F., Gupta, S.K.S, Richard, G.G, Schwiebert, L. (2005). Fundamentals of 

Mobile and Pervasive Computing. McGraw-Hill: New York. 

[2] Gow, G.A. and Smith, R.K.  (2006). Mobile and Wireless Communications: An 

Introduction. Open University Press: Berkshire, England. 

[3] Goodman, D.J. and Raychaudhuri (1997) (eds). Mobile Multimedia Communications. 

Plenum Press: New York. 

[4] Hanzo. L. (1999). Wireless QAM-based Multi-media Systems: Components and 

Architecture. In Steele, R. and Hanzo, L. (1999). Mobile Radio Communications. 

Second and Third Generation Cellular and WATM Systems. Wiley: Chichester, UK.  

[5] Henderson, T., and Kotz, D. (2006). Measuring Wireless LANs. (2006). In Shorey, R., 

Ananda, A., Chan, M.C., Ooi, W.T. (eds). Mobile, Wireless and Sensor Networks: 

Technology, Applications, and Future Directions. John Wiley & Sons: New Jersey. 

[6] Hjelm, J. (2000) Designing Wireless Information Services. Wiley: New York. 

[7] Jaokar, A., and Fish, T. (2006). Mobile Web 2.0, The innovator’s guide to developing 

and marketing next generation wireless/mobile applications. London: Futuretext 

Limited. 

[8] Kempf, J. (2005). IP Mobility. In Etoh, M. (2005). Next Generation Mobile Systems, 

3G and Beyond. Wiley: Chichester, England. 
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[9] Mukherjee, A., Bandyopadhyay, S., and Saha, D. (2003). Location management and 

routing in mobile wireless networks. Artech House: Norwood, MA, USA. 

[10] Pyo, C.W. and Li, J. (2007). Mobility Management for Mobile IP Networks. In Zhang, 

Y., Hu, H., Fujise, M. Resource, Mobility, and Security Management in Wireless 

Networks and Mobile Communications. Auerbach Publications, Taylor and Francis 

Group: Boca Raton, Florida. 

[11] Ralph and Shepherd (2001). Services via Mobility Portals. In Clapton (2001). Future 

mobile networks. 3-G and beyond. The Institiution of Electrical Engineers: London 

[12] Salkintzis, A.K., and Passas, N. (2005) (eds). Emerging Wireless Multimedia Services 

and Technologies. Wiley: Chichester, England. 

[13] Toh, C.K. (2001) Ad Hoc Wireless Networks, Protocols and Systems. Prentice Hall, 

Inc.: Upper Saddle River, New Jersey. 

[14] Wisely, D. and Mitjana, E. (2004). Evolving Systems beyond 3G – The 1st Brain and 

Mind Projects. In Smyth, P. (ed). Mobile and Wireless Communications: Key 

Technologies and Future Applications. Institute of Electrical Engineers: London. 

[15] Zeng, Q,. and Agrawal, D.P. (2002). Handoff in Wireless Mobile Networks. In 

Stojmenovic, I. (2002) (ed) Handbook of Wireless Networks and Mobile Computing. 

Wiley: New York. 

[16] Zhang, J. (2002). Location Management in Cellular Networks. In Stojmenovic, I. 

(2002) (ed) Handbook of Wireless Networks and Mobile Computing. Wiley: New 

York. 

citation(s) year CALL #* scan read 

- 1996 - 1 0 

[3] Goodman & Raychaudhuri 1997 Imm 3 1 1 

- 1998 - 0 0 

[4] Hanzo 1999 Mob 2 1 

[6] Hjelm 2000 Hje 1 1 

[11] Ralph & Shepherd; [13] Toh 2001 Fut; Toh 3 2 

[15] Zeng & Agrawal; [16] Zhang 2002 Han 2 1(2) 

[9] Mukherjee, Bandyopadhyay & Saha 2003 Muk 2003 3 1 

[14] Wisely & Mitjana 2004 Mob 2004 1 1 

[12] Salkintzis & Passis; [1] Adelstein, 

Gupta, Richard & Schweibert; [8] 

Kempf 

2005 Eme 2005; 

Fun 2005; 

Nex 2005 

5 3 

[7] Jaokar & Fish; [5] Henderson & 

Kotz; [2] Gow & Smith 

2006 Jao 2006; 

Mob 2005; 

Mobe 2006 

4 3 

[10] Pyo & Li 2007 Res 2006 1 1 

TOTAL 11 yrs - 24 15(16) 

* All reference numbers began with TK5103.2 

Table A2.1: Distribution of wireless communications books scanned (‘scan’) and reviewed 

(‘review’) by library reference number (CALL #) and year 
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*figure kindly provided by Jessica Davies (nee Smith) A4-1.1 

Appendix 4-1: GPS Boy Screens 

Function 2: Plan Trip – Multiple trams for journey*  
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*figure kindly provided by Jessica Davies (nee Smith) A4-1.2 

Function 2: Plan Trip – Multiple trams for journey (continued)* 
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Appendix 4-1: GPS Boy Screens 

*figure kindly provided by Jessica Davies (nee Smith) A4-1.3 

Function 2: Plan Trip – Multiple trams for journey (continued)* 
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*figure kindly provided by Jessica Davies (nee Smith) A4-1.4 

Function 3: Determine Route – Single tram journey* 
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Appendix 4-1: GPS Boy Screens 

*figure kindly provided by Jessica Davies (nee Smith) A4-1.5 

Function 3: Determine Route – Pedestrian navigation* 
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*figure kindly provided by Jessica Davies (nee Smith) A4-1.6 

Function 3: Determine Route – Pedestrian navigation (continued)* 
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*figure kindly provided by Jessica Davies (nee Smith) A4-1.7 

Function 3: Determine Route – Pedestrian navigation (continued)* 
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Appendix 4-2: GPS Boy architecture* 
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Appendix 4-3: Case A participants 

Three participants were female and two were male. Participants were aged between 

21 and 42 and had a median age of 25. All were educated to at least tertiary level and 

had either attended or both attended and taught at a university. All five participants 

had used computers and Web browsers before and had knowledge of the tram system 

and the Melbourne CBD. All had used trams in Melbourne before, four used mobile 

devices (mobile phones), but none had used a WAP browser. Detailed participant 

data is shown in Table A4-3.1 below. 

 P1 P2 P3 P4 P5 

Gender Female Male Male Female Female 

Age 21 37 21 42 25 

Education Tertiary Masters Tertiary Masters Tertiary 

Profession Student Academic Student Lecturer Research 

assistant/ 

consultant 

Computer use All the 

time (6*) 

Often (6*) All the 

time (5-

6*) 

All the 

time (4*) 

All the 

time (9*) 

Web browser 

use 

All the 

time (3*) 

Daily (2*) Often All the 

time 

All the 

time (3*) 

Mobile device 

use 

Often Now and 

then 

Never All the 

time 

Often 

WAP browser 

use 

Never Never Never Never Never 

Tram use Now and 

then 

Often Often All the 

time 

Now and 

then 

Tram system 

knowledge 

Quite a bit Quite a bit Moderate Moderate Quite a bit 

*daily usage 

Table A4-3.1: Summary of participants in TramMate evaluation 
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Appendix 4-4: Case A evaluation instructions 

Purpose of study 

Thank you for agreeing to participate in this study. The purpose of this study is to evaluate a 

mobile route-planning prototype, running on a PocketPC. As it is a prototype and not a final 

product, you may experience less than optimal functioning of the application. By 

participating you will help us evaluate and improve this system. 

Instructions 

This evaluation will take part in [a specialist laboratory] [in the real world] and will take 

approximately [1 and a half] [two hours]. During this evaluation, you will be observed by 

three people. One person, the evaluator [Jesper], will interact with you directly, while the 

other two will observe you and your actions. One of the observers [Connor] will record you 

using a digital camcorder and the other [Jessica] will take notes and provide any technical 

support, if required. Please do not be intimidated by the “audience” as we are evaluating the 

mobile application and not you. 

 

During the evaluation, you will be asked to complete a number of tasks using a prototype. 

These will be given to you one at a time by the evaluator [Jesper]. While completing each 

task, we would like you to think aloud. This means that you provide a commentary on what 

you are doing, experiencing and thinking as you complete the task. In particular, we would 

like you to articulate any problems you are having or any suggestions for improvements. An 

example of think aloud may be something like: “I am clicking the ‘Back’ button now. Now I 

see some symbols. Their meaning is quite clear to me, but it’s difficult to read them because 

I am walking.” Thus you should provide commentary on your interaction with the mobile 

application and with the environment. This may be difficult as you may be talking in a noisy 

environment, so we encourage you to speak loudly and clearly. During each task, if you 

cannot continue with the task for some reason, please ask the evaluator [Jesper] an 

appropriate question. After each task, please indicate whether you were successful or not by 

making a statement to this effect. 

 

After each task, you will be asked a series of questions regarding the task. Please note that 

we are not evaluating you or your performance, but are interested in collecting your 

feedback on the system. The more input we receive regarding the problems you experience 

with the system, the more successful we regard the evaluation as we can feed these 

criticisms into future improvements to the system. Please follow the evaluator’s instructions 

after these questions have been asked. After you have completed all seven tasks, you will be 

asked some broad questions regarding your experience with the system. 

 

The mobile application runs within a WAP browser on a PocketPC. A WAP browser 

operates in a similar fashion to a Web browser and the key controls are summarized below: 

 

 Back 
 

Stop 

 

These controls are all located at the bottom of the screen. You return to the main 

screen by clicking on ‘File’ – ‘Exit’ on the bottom left of the screen and not by 

clicking ‘Home’. Do you have any questions? If not, we will proceed. 
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Appendix 4-6: Case A video analysis guiding principles 

Richly informed judgement 

My own judgement was richly informed: I had helped conduct the evaluation in the 

field, being responsible for video capture; I had conducted several other analyses on 

the same data (with others) for different purposes (e.g. Pedell et al., 2003; Kjeldskov 

et al., 2005); and I repeatedly viewed and reviewed the 5 video recordings of 

participants (lasting approximately 6 hours and 51 minutes) during transcription 

(steps 1., 16., and 22., Figure 4.6, Chapter 4) and coding (steps 3., 7., 18., and 23, 

Figure 4.6, Chapter 4). This contributes to trustworthiness (Guba & Lincoln, 1989) 

by addressing the criterion of credibility through the technique of prolonged 

engagement. It also resulted in a rich description represented in the resultant theme 

sets. 

Theoretically informed description 

To claim that I approached the video data entirely without bias would be 

disingenuous. Particular influences were Geraldine Fitzpatrick’s Locales Framework 

(Fitzpatrick, 2003) as well as Strauss’s work on trajectory and orbit, even at this 

stage of the analysis. 

Iterative, transparent analysis 

I repeatedly returned to and refined the category set I was developing, in the light of 

the new data I was transcribing and coding (8., 19., and 24., Figure 4.6), making the 

coding transparent and visible I also documented the evolution of the categories 

(steps 5., 9., 20., and 25., Figure 4.6) into 6 different auditable versions (steps 10., 

12., 14., 21., 27. and 30., Figure 4.6). This generated “audit trails” of the analysis 

process (Guba & Lincoln, 1989). 

Corroborative techniques 

This judgement is particularly important given that I, as the primary analyser of the 

video data, knew the system being studied well, having being involved in the data 

collection and analysis. To ensure trustworthiness (ibid) and that the final category 

set, on one hand, was appropriately descriptive of participants’ experiences and, on 

the other, was not particularly biased towards my prejudices, three corroborative 
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techniques were utilised: member checking; observer reviews; and peer debriefing 

(Guba and Lincoln, 1989). This contributed to trustworthiness (ibid) by addressing 

the criterion of credibility. 

Member checking 

Two participants in the study viewed transcriptions and the evolved categories (steps 

13. and 27., Figure 4.6) from the analysis of the video data. The same participants 

reviewed the video tapes with the researcher when their actions and interactions and 

my interpretations of them were discussed and commented on. With both participants 

(i.e. steps 13. and 27., Figure 4.6). I used this discussion and commentary to inform a 

subsequent version of the categories and sub-categories (version 3 and 6 

respectively). 

Observer reviews 

Two additional researchers who were involved in conducting the study, verified the 

categorisation of the data through reviewing video data and transcriptions (steps 11., 

28., and 30., Figure 4.6). Thus each observer reviewed the data and categories twice. 

They were both privy to data collection and they had domain knowledge. They also 

compared and discussed interpretations with me. As with the cued recall I used the 

discussions with the observers to inform a new version of the categories and sub-

categories (version 2, 6 and final – see Appendix 4.9 and 4.11). 

Peer debriefing 

At regular intervals during the analysis I presented and discussed transcription 

coding and the evolved (sub-) categories with my two supervisors – they were not 

privy to data collection. This involved presenting and describing my findings and 

answering questions. 

Multiple views on data 

The categories and sub-categories were evolved through: the viewing of video 

recordings of the 5 participants involved in the study; the analysis of transcripts of 

the same data and; tabular representations of categories in a spreadsheet (see Figure 

A4-6.1 below). This process of enumerating the prevalence of each category was 

important when drawing conclusions concerning the mapping between trajectory, its 

subconcepts, the notion of orbit and the video data.  
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 Figure A4-6.1: Snapshot of an early version of the table showing the number of categories (AS, 

IT, EP, A, E, SiW, SiS, M) found across all participants, in eight different locations of use 

(location1-location8) 

I also used basic statistics (e.g. chi squared test for independence for frequency data 

(!2) and the Pearson correlation coefficient (r) for % of part to whole) to both gain 

additional views on data and to gain a sense of the similarity of different data sets 

(e.g. distributions of categories across different participants). I made few 

assumptions about the populations I was comparing (e.g. as being normally 

distributed): I instead used these statistical tests in a highly descriptive (and crude) 

manner to answer questions like: How similar are these distributions? These analyses 

are merely to help find patterns in and support qualitative treatment of the data. They 

are not used as definitive tests e.g. to test hypotheses, establish significance levels 

etc. 

segment AS IT EP A E SiW SiS M TOTAL

location1 265 743 93 476 103 206 26 376 2288

location2 9 70 35 87 48 109 7 46 411

location3 11 65 21 91 22 89 26 55 380

location4 9 25 14 44 14 69 8 34 217

location4 10 34 33 47 13 82 8 53 280

location6 23 98 23 81 17 87 12 79 420

location7 8 38 16 39 9 78 5 35 228

location8 21 137 36 117 33 91 11 85 531

all 356 1210 271 982 259 811 103 763 4755
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Appendix 4-7: Sample of Case A participants’ coded transcripts (Location 1 and Task 2 only) 

Participant 1 

Total time: about 1 hour 10 minutes 

 

Legend 

AS Activity support IT Interaction trajectories EP Emergent Properties 

 

E Experience 

 

A Attitude SiW Self-in-world SiS Self-in-system M Mappings 

 

 

Note 1: words/phrases which have multiple interpretations are highlighted in multiple colours e.g. Because I actually 

know, actually I know where Queensber…but I don’t know where the corner of Little Collins and Exhibition… 

Note 2: The following describes two themes, indicated by the white space between the highlighted regions: I could 

either go “Earlier” or “Later”. I’m not sure what “Different timetable” means. 

Note 3: The following describes a theme that emerges across a large block of text which contains two other themes: 

I want the time…the next tram leaving from now…so I’ll just enter, I’ll use the current time this time. Okay so the next one’s leaving at 1203.  
Note 4: The unit of analysis is a phrase or sentence 

Note 5: These transcripts were last checked on 3rd January 2008 

 

LOCATION 1 

 

Task  : 2a 

Starts : 10:15 

Ends : 20:26 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find out which tram route to take into the city. 

 

User response 

 

Analysis/discussion 
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User reads task 

So I’m gonna select “Plan Trip”. Okay, I’m supposed to enter the street intersection of the origin. 

What’s that mean? 

Umm, I think that means from where I want to go, so departure area which is Queensberry Street, sorry corner of 

Swanston and Queensberry Street so…I’m gonna select “Store Origin” 

 

IT: projection 

IT: outcomes 

EP: rhythms & routines 

AS: semantics 

AS: semantics 

M: events & entities 

IT: projection 

AS: semantics 

 

…okay, oh no, hang on okay I have to enter…I have to go back...because I haven’t…obviously have to enter the 

suburb. Okay, so…Swanston and Queenberry, Carlton. So I gonna enter suburb. C-a-r-l-t-o-n. 

Carlton yeah 

 

A: uncertainty 

IT: projection 

IT: reversal 

IT: projection 

M: events & entities 

IT: projection 

AS: affordances 

 

Yep, then I’m gonna select the “Street” field 

Yep 

And I’m gonna enter “Swanston Street” so…I’m not sure if it matters which order I put it in so I’m just 

gonna…Okay…Swanston. I don’t know whether I need to put in street so I’ve just put it in. Ummm…Then I enter the 

next street, ahhh…Queensberry, so…Q-u-e-…Okay, now, I’m gonna select “Store Origin”. 

 

IT: projection  

AS: affordances 

IT: projection  

AS: affordances 

A: uncertainty 

AS: affordances 

IT: projection  

M: events & entities 

A: uncertainty 

AS: affordances 

IT: projection  

AS: affordances 

M: events & entities 

AS: affordances 

IT: projection 
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Yeah. What happens then? 

Okay, so it’s displayed what I’ve entered which is Swanston Street, Queensberry Street, Carlton. 

Why does it do that? 

Ummm, it wants…I think it’s verifying that it’s correct. So I think here if I select this I’ll be verifying it. 

 

IT: outcomes  

IT: history 

IT: outcomes  

EP: rhythms &routines 

A: attribution 

IT: projection  

 

Does that surprise you that you have to do this? 

Umm…No, because I guess if I’d made a mistake I would need to change it, although I wouldn’t know how to change 

it because it doesn’t give you an option to change it, so… 

 

E: expectation 

IT: projection 

IT: openness  

 

What happens now? 

Okay, so now I have to enter the destination, intersect…the street intersection of the destination so I’m going to do the 

same thing that I did previously and I’m going to enter the suburb which will be Melbourne. Okay and then I’m going 

to enter the street which will be Little Collins. Okay and now I’m going to enter the next street which is Exhibition 

Street. Exhibition Street. Okay I’m going to store this destination. 

 

EP: rhythms& routines 

A: uncertainty 

IT: projection  

IT: projection  

IT: history 

IT: projection  

AS: affordances 

M: entities & events 

IT: projection  

AS: affordances 

M: entities & events 

IT: projection  

AS: affordances 

M: entities & events 

IT: projection  

  

What happens now? 

Okay, there’s an internal server error. 

What does that mean? 

Ummm…I’ve no idea! There’s, there’s been some sort of error, so… 

 

IT: outcomes 

A: uncertainty 

AS: semantics 

IT: apex 

 

 

Appendix 4-7: Sample of Case A participants’ coded transcripts 

 

 

 

 

A4-7.4 

Can you see what that implicate…What did you do wrong? 

I…I just stored the, ummm, destination. 

Can you tell what’s wrong? 

Is it something…I guess it’s something to do with the connection… 

But you can’t really tell? 

But I can’t really tell. 

 

IT: history 

A: attribution 

A: uncertainty 

 

Okay that’s good. What can you do? 

I’m gonna go back I guess… 

Why? 

I think I entered it correctly but I guess I could go back and try to re-enter it and start the whole thing again. 

What happens when you click “Back”? 

 

IT: reversal 

A: uncertainty 

IT: history 

AS: openness 

IT: projection 

EP: viscosity 

 

 

I have to say that you probably have to leave out “St” and “St” here. 

Okay 

But if it worked the first time you did it…but it worked the first time you did it and probably the space as well. 

Okay. Okay, so store… 

See what happens. 

Okay, okay now I’m gonna verify it. It’s displayed the street names so I’m going to verify that. 

 

A: uncertainty 

IT: projection 

EP: rhythms& routines 

IT: projection 

IT: outcomes 

IT: projection 

 

So what happens now? 

Okay so now it’s displaying the origin. 

Yeah 

And it’s also displaying the destination and I’ve got two options, either to enter the departure time or to enter the 

arrival time. 

 

IT: outcomes 

AS: semantics 

IT: outcomes 

AS: semantics 

IT: outcomes 

IT: projection 

AS: affordances 
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A4-7.5 

So what is it you’re going to do? 

Ummm, well, well I wanna find out the tram route so I’m not sure if this is going to give it to me if I enter the 

departure time. 

What is the task? What is it that you have to do? 

I have to find out which tram route to take and I have to be there in 30 minutes. 

Yeah 

So I guess if I enter the departure time, I may, maybe I’ll just use the current time. 

 

M: entities & events 

A: uncertainty 

IT: projection 

SiW: act & move 

SiW: entities & events  

SiW: pos & loc 

M: time 

IT: projection 

 

Why? 

Umm, cos I’m not sure how long it’s gonna take so….if I… 

Okay, so what happens then? 

Okay. It says that it’s found a route, but I don’t quite understand what it means by… 

What is it that you don’t understand? 

…the first and the third. All the first three links. 

 

A: uncertainty 

M: entities & events 

IT: outcomes 

A: uncertainty 

AS: semantics 

AS: semantics 

AS: affordances 

 

The first three lines, you don’t understand? 

Yup, I don’t quite understand. 

What does it say on the first line? 

Something s O (ohh) rt 6D s 10. 

Do you have any idea what that means? 

Maybe “rt” stands for route, but I’m not quite sure. 

Okay. That’s correct. It stands for route. 

 

AS: semantics 

IT: outcomes 

M: entities & events 

A: uncertainty 
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A4-7.6 

Okay 

What about the other ones. 

“Interchange”. I don’t know what that means. 

How about the other ones? 

Ahhh, okay. I think perhaps this is one route, then I have to change at a particular stop, then this is another route and I 

have to walk there. 

That’s correct. 

So… 

 

IT: apex 

A: uncertainty 

AS: semantics 

E: knowledge 

A: uncertainty 

AS: semantics  

M: entities & events 

SiW: act & move 

AS: semantics 

M: entities & events 

SiW: act & move 

 

What does the “s” and a number mean? 

Stop number? Zero. So if I go to stop zero and take route 60 and stop at stop 10, would that…? I think, I think that’s 

what it means. 

 

M: entities & events 

AS: semantics 

M: entities & events 

M: entities & events 

M: entities & events 

A: uncertainty 

AS: semantics 

 

Is that very clear? 

Ahh, it’s not clear because I don’t know which, well, I guess, because it’s in this order. This would be the departure 

stop, this is the arrival stop. 

 

A: opinion 

A: uncertainty 

M: entities & events 

AS: semantics 

M: entities & events 

AS: semantics 

M: entities & events 

 

Does this help you to answer the first question about which tram routes to take? 

Tram route 6D and 86D I’m assuming. Umm… 

How about…So you could answer (a)? 

Yeah, I can answer. 

M: entities & events 
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A4-7.7 

 

 

Task  : 2b 

Starts : 20:26 

Ends : 21:05 

Location : Standing outside the ICT Building 

Focal activity : User is tying to find out when the first possible tram is departing. 

 

User response 

 

Analysis/discussion 

User reads task 

So, I think I’m gonna click on the first one. 

Yeah. 

To find out what time… 

 

 

IT: projection 

IT: projection 

What do you think the first one is? 

I think it will tell me what time and how long it…okay it does. 

What does it tell you? 

It says that it leaves at 12.09 and it takes three minutes…so to get from, was it zero to whatever it was, that takes three 

minutes. So 12.09 for 2b. 

 

IT: projection 

IT: outcomes 

IT: outcomes 

SiW: act & move 

IT: history 

SiW: entities & events  
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A4-7.8 

Participant 2 

Total time: about 1 hour 27 minutes 

 

LOCATION 1 

 

Task  : 2a 

Starts : 11:10 

Ends : 28:00 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find out which tram route to take into the city. 

 

User response 

 

Analysis/discussion 

User reads task. Evaluator explains which part of system user should use. User reads end of task. 

Ohhh, look there’s a button Plan Trip! Okay…ahhh…enter… 

What is it you have to do here? 

…street…intersection of origin. Ummm, so I have to enter suburb, street and another street. I guess… 

Does that make sense? 

Street intersection of origin. Okay street intersection. Okay so it assumes I’m starting at a corner. Okay. How does it 

know which street I’m actually wanting to…oh of course I have to enter the start and the, and the finish. Okay, so 

suburb, ummm, how do I do that? Let’s try Carlton. Can I write it in? “C”… 

 

IT: outcomes 

AS: affordances 

AS: semantics 

M: pos & loc 

A: uncertainty 

IT: projection 

IT: apex  

A: uncertainty 

IT: projection 

E: expectation 

 

You wanted to…what was it you tried to do? Write it directly? 

Can I write it in directly? “C”…oh no. “C”, “a”, “r”, “l”, “t”, “o”, “n”. Why’s it in QWERTY format? How awkward! 

Okay, ahhh. 

Why’s that awkward? 

Well I’m not really using a keyboard as such, it’s just selecting items from the screen…umm… 

 

A: uncertainty  

AS: affordances 

IT: outcomes 

AS: affordances  

A: opinion 

E: knowledge 

A: attribution 
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A4-7.9 

What would you prefer? 

I’d prefer just a, b, c, d, e, f, g, h, i, j, k…That’s easy, that’s easy for me when I’m not actually typing. If I’m typing, 

well the QWERTY layout is for when I don’t really have to think about, uhhh, what I’m doing. I just let my hands find 

the keys. But when I’m actually using the stylus to point at things the QWERTY format is somewhat of awkward. 

Anyway, so street.  Oh, excellent, so it does select the field with the stylus. Street, ahhh, Queensberry, hold on…the 

corner of Swanston. S-w-a-n-s…. oops, uhh, back, oh good! S-t-o-n…Queensberry. Q-u…s…um…b-e-r-r-y. 

 

A: preference 

A: opinion 

E: habit 

AS: semantics 

A: affect 

AS: affordances 

A: uncertainty 

M: entities & events 

AS: affordances 

IT: reversal 

A: affect 

AS: affordances 

IT: apex 

AS: affordances 

 

Is that what you, is that okay? 

Okay just clicking on anywhere the screen to uhh enter that and that’s…there’s only one option…uhh…Store origin? 

Is that what you wanted to do? 

Yep, sounds right. Hold on. I am catching from corner of Queensberry Street in Carlton from, aye-ee, yep. Store 

Origin. 

What does that mean: Store Origin? 

Well where I’m, the start of my journey. 

 

IT: apex 

IT: projection 

AS: openness 

AS: semantics 

A: uncertainty 

M: entities & events 

IT: projection 

M: act & move 

AS: semantics 

What happens now? 

Verify origin…Swanston Street, Queensberry Street, Carlton. Umm. 

What does that mean? 

Umm, let’s see. Ask me to check if that’s correct. It could, umm, yeah it seems a bit of a wasted screen. Oh hold 

on…that’s right…because I only gave Swanston and Queensberry, actually. I didn’t say it was Swanston Street and 

Queensberry Street. Okay that’s fair enough. So it’s asked me to verify it. How do I click okay? 

 

IT: outcomes 

A: uncertainty 

IT: outcomes 

AS: semantics 

A: opinion 

IT: history 

IT: history 

A: opinion 

IT: outcomes 

A: uncertainty 

AS: affordances 
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A4-7.10 

What did you…? 

I clicked on the street… 

Yeah? 

Uhhh, the description…must be…I was looking for some button that said Okay.  

Okay. 

And I must have found it [user laughs]. Okay, street intersection of destination. Suburb. Melbourne. Let’s see. Well I 

won’t be fooled this time. Yeah, hold on. Let’s click on that. Umm. I wonder if I click on this keyboard do I have any 

other options? Keyboard, letter recogniser transcriber… 

 

IT: history 

A: attribution 

E: habit 

IT: history 

IT: outcomes 

M: entities & events 

IT: projection  

IT: apex 

AS: affordances 

IT: projection  

IT: outcomes 

What is that? 

Ummm, ummm, uhhh, let’s see. Well, let’s stick to the keyboard since I can’t work out what any of the others do. 

Letter recognizer: maybe that’s something to do with ahhh recognizing my. Let’s stick with what I know how to use 

input. Okay, okay, suburb, Melbourne…how irritating this suggested spelling… 

 

A: uncertainty  

E: familiarity 

E: familiarity 
AS: semantics 

E: familiarity  

AS: semantics  

M: entities & events 

A: affect 

 

Is that…? 

Ah Melbourne! Actually that’s really useful this time…Rats!…except that it’s disappeared. Melbourne. L-i-

t…Where’s “t”? T. T. Little! Space. Collins. C-o-l-l-i-….Collins. No. Little Collins. And street. Exhibition. E-x-

h…uhhh…i-b-i-t-i-o-n. Just clicking on anywhere on the screen to make sure it’s entered. And… 

 

 

IT: outcomes 

A: opinion 

A: affect 

IT: apex 

AS: affordances 

IT: apex 

IT: outcomes 

IT: apex 

M: entities & events 

AS: affordances 

M: entities & events 

M: entities & events 

AS: affordances 

IT: apex 

A: attribution 
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A4-7.11 

What’s that again? 

Just clicked anywhere on the screen, in a blank part of the screen to enter in the street. Okay, Store destination. Little 

Collins. Did I make a mistake? No I didn’t. 

  

E: habit 

IT: projection 

IT: projection 

IT: apex 

IT: history 

IT: outcomes 

 

What was that you were…? 

Little Collins Street, Exhibition Street, in Melbourne CBD. That looks pretty good. Okay and before when I clicked on 

the street description here that was basically the same as clicking on okay so I’ll click on this again and with any luck 

it will work. Well the closest thing I could see was…to okay was Go in the top right hand corner of the screen but I 

know that didn’t do anything last time, so… 

 

EP: rhythms & routines 

IT: outcomes 

A: affect 

IT: history 

AS: semantics 

IT: projection 

IT: history 

AS: semantics 

IT: history 

 

So what uhhh happened now? 

Right so origin, Swanston and Queensberry, Little Collins and Exhibition Street. Enter departure time. Have to be 

there 30 minutes from now. It’s going to take me forever to enter this stuff. Okay. 

What were your options there? 

My options were Enter departure time or Enter arrival time. 

And what did you pick? 

Enter departure time. 

Why? 

Ummm…No particular reason just so I could tell it I wanted to depart from now just in case it didn’t have that as a 

default. 

 

IT: outcomes 

AS: semantics 

M: entities & events 

EP: viscosity 

IT: history 

IT: history 

IT: projection 

M: time 

A: attribution 

 

Why do you want to depart from now? 

Because…uhhh…have to be there 30 minutes from now. Actually I don’t really need to depart from now. 

How do you tell? How can you tell? How do you know? 

Umm, let’s see. It’s a good point actually. Ummm, let me just actually, go back, how do I go back. 

 

M: entities & events 

SiW: entities & events  

A: uncertainty 

IT: reversal  

A: uncertainty 
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A4-7.12 

Why are you going back? 

Ohhh, I think I might like to actually first of all find out when I want to, need to leave to be there in thirty minutes. 

Okay, Enter arrival time. Have to be there 30 minutes from now. As it is …12….ummm, 12.11.  

 

IT: projection  

M: act & move 

SiW: pos & loc 

IT: outcomes 

M: entities & events 

M: time 

 

So that means I…have to be there 30 minutes from now…12.41. 12….40 is close enough. I wonder if it…? SiW: pos & loc 

M: time 

A: uncertainty 

So what happens now? 

Route found. Ummm, s4, something, uhhh, route, rt1U s10, uhh, I’ve no idea, something route 1U, interchange, walk 

to destination? Umm, okay these must be my options. I can chose, whoops. 

 

IT: outcomes 

A: uncertainty 

AS: semantics  

IT: outcomes 

A: uncertainty 

AS: semantics 

M: act & move 

IT: projection 

Options? Can you describe what you mean by…? 

s4, route 1u, s10, which I’ve no idea what that is. Interchange must mean something like I have two modes of transport 

to get there or two trams or something or I can use chose s5 route 86D, s8 whichever that is or I can walk. 

So you can walk from here to…? 

 

IT: outcomes 

A: uncertainty 

M: entities & events 

AS: semantics 

M: entities & events 

IT: projection  

AS: semantics 

A: uncertainty 

M: act & move 

Yes, it’s doable, ummm, thirty minutes. Actually I could do that. Let’s have a look…what’s the first one? s4…. 

So looking back up here you’re trying to answer the question which tram routes to… 

Take. 

You don’t know yet? 

No idea. What’s 1U? Ummm, I assume it’s tram route 1. Which tram is it? Where does it leave from? View Map. 

 

SiW: act & move 

IT: projection 

A: uncertainty 

AS: semantics 

M: entities & events 

A: uncertainty 

IT: outcomes 
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A4-7.13 

What is on the screen here? 

Scheduled 12.22. Okay, so it leaves in oh a few minutes. Uhhh, View Map…Hold on. It doesn’t take that long to get 

from here to the city. 

 

IT: outcomes 

M: entities & events 

IT: projection 

M: act & move 

For how long? 

Oh by tram. Oh....to that destination? Oh…about 15 minutes at the most. 

So what’s on the map here? 

Ah okay so, it’s accessed the UBD page here on the Internet, showing me…ahhh, okay, star is origin…somewhere 

near Victoria Street and the destination is somewhere past Lonsdale Street. 

Can you tell [unclear] exactly? 

No. Let’s click on the star and see if I can find out more. 

SiW: entities & events  

IT: outcomes 

E: familiarity 

AS: semantics 

M: entities & events 

AS: semantics 

M: entities & events 

A: uncertainty 

AS: affordances 

IT: projection 

Yeah? 

Even though I know that it’s departing from Queensberry Street, ummm….well I’ve never actually s… 

Where is that [evaluator points at star icon]? The star? In the physical…? 

Well in the physical world. I assume that that star is actually Little Collin…Queen, Swanston, Queensberry Street, 

although it doesn’t say that and, I don’t know, and that one down there, the destination is, I assume, Little Collins and 

Exhibition Street except that I really am none the wiser as to which tram route I just looked up. 

 

 

A: uncertainty 

SiW: entities & events  

AS: semantics  

M: entities & events 

AS: semantics 

A: uncertainty 

AS: semantics  

M: entities & events 

A: uncertainty  

M: entities & events 

IT: history 
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A4-7.14 

Okay. How can you tell? 

Which tram route? 

How can you answer question (a)? 

I can’t answer, can I? Ummm…. 

What can you do in the system to, to help you find out? 

Let’s go back. Ummm, I don’t know. Let’s have a look at the other option, that might make more sense. 

Interchange…what does that mean? Uh-huh, oh, excellent! 

What does that mean? 

The interchange details. This is….Disembark at the intersection of Swanston Street and Bourke Street. Hold on, 

disembark…get off something…at the intersection of Swanston Street and Bourke Street and walk to stop 5 on Bourke 

Street. Oh… 

 

A: opinion 

A: uncertainty  

IT: reversal 

A: uncertainty  

IT: projection  

AS: semantics 

AS: semantics 

A: affect 

IT: outcomes 

IT: outcomes 

M: act & move  

AS: semantics 

IT: outcomes 

What does that mean? 

So I guess that means the interchange refers to the very first tram, uh, the very first entry, which must finish at the 

intersection of Swanston and Bourke Street. Where does it start? I guess it’s a Swanston Street tram I’m dealing with. 

Which one? 

This first one here. 

 

AS: semantics 

SiW: entities & events 

IT: history 

SiW: entities & events 

SiW: entities & events 

M: entities & events 

E: knowledge 

M: entities & events 

 

Okay. 

Let’s go back and see if it tells me that it’s actually a Swanston Street tram I’m dealing with. View Map. Time’s 

ticking. By the time I work out where it is, it will have gone! 

 

IT: projection 

M: entities & events 

IT: projection 

M: time 

M: entities & events 
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A4-7.15 

So what are you looking for here? 

I’m trying to work out whether it’s actually a Swanston Street tram I’m dealing with here. No…Is there any way of 

zooming in? 

Uhhhh…no….So this map doesn’t help you find out…? 

Nope, no idea which tram I need to take. I guess it’s a Swanston Street tram. 

Okay, that’s fine. Can you answer ummm, still answer (a) here, which tram routes to take, route numbers? 

Well, I can answer it myself but not easily… 

From the system? 

No not easily from the system. 

Do you have any idea of route numbers in the system? 

Nope. 

No. What does that mean? 

Okay s5, I’ve no idea what that is…stop 5! Stop 5, route 86D and to stop 8. Ahhh, so start from stop 5 on route 86 

whatever that is and finish at stop 5. 

 

M: entities & events 

AS: affordances 

A: uncertainty  

SiW: entities & events  

E: knowledge 

EP: usefulness 

E: knowledge 

A: uncertainty  

IT: outcomes 

A: uncertainty  

AS: semantics 

A: uncertainty  

M: entities & events 

IT: outcomes 

A: uncertainty 

M: entities & events 

 

Um-hum. So what does the D mean? 

Umm, 86D, no idea. Daylight? Ummm…. 

Donut? 

Donut. It could mean donut for all I know. Ummm, 86D… 

So what did you do now? What did you do now? 

Just clicked on View Map, just to, just for the hell of it? 

 

AS: semantics 

A: uncertainty  

AS: semantics 

A: uncertainty  

IT: projection 

 

What do you expect is going to happen here? 

I’ll get another meaningless display. Oh-hoh! Look at that! Another meaningless display! Yep. So, it shows me that the 

origin is in one street and the destination is in the same street. 

IT: projection 

A: opinion 

IT: outcomes 

A: opinion 

AS: semantics 

M: entities & events 

AS: semantics 

M: entities & events 
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A4-7.16 

So…hardly likely that the, since I’m leaving from the corner of Swanston and Queensberry Street, that I will actually 

be able to travel down the same street and end up at Little Collins and Exhibition Street. 

 

EP: trust 

M: pos & loc 

SiW: act & move 

M: pos & loc 

What’s the difference between the map you had before and the map you have now? 

Ummm, the map before had, well, some street information but really in terms of usefulness not a lot. There’re both 

completely unhelpful and I still don’t know where to catch the tram from. 86D. I wonder which one that is. Whether 

it’s Elizabeth Street. Ummmm. Well, it’s one of those two. 

  

IT: history 

AS: semantics 

EP: usefulness 

A: opinion 

A: uncertainty 

SiW: pos & loc  

IT: outcomes 

A: uncertainty 

M: entities & events 

A: uncertainty 

E: knowledge 
 

Task  : 2b 

Starts : 28:00 

Ends : 28:10 

Location : Standing outside the ICT Building 

Focal activity : User is tying to find out when the first possible tram is departing. 

 

User response 

 

Analysis/discussion 

Can you answer, uhh, (b), when the first possible tram’s departing? 

Yeah in a couple of minutes. I don’t know where to go though. 

M: entities & events 

A: uncertainty 

SiW: pos & loc 

 

 

 

Task  : 2c 

Starts : 28:10 

Ends : 29:52 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find out the number of route changes. 
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A4-7.17 

User response 

 

Analysis/discussion 

Okay. Can you…ummm…how about 2 (c), the number of… 

Route changes. Ah-ha, I can say that. 

Can you get there by one tram, directly? 

Uh, no. 

No? 

I know that you can’t get there directly using only… 

Does the system, tell you, give, uhhh, indicate that you can? 

Oh I know what this second one is. Okay, no the system doesn’t actually, now I know. So, it’s saying that I depart, I 

use, I start at route 1, change ummm trams in Swanston Street, at Swanston and Bourke so it must be the Swanston 

Street tram. And then I catch the Bourke Street tram.  

A: uncertainty 

A: uncertainty 

E: knowledge 

A: uncertainty 

M: entities & events 

A: uncertainty 

IT: outcomes 

M: entities & events 

SiW: entities & events  

M: act & move 

 

And then I go up Bourke Street to ummm, hold on, [unclear] I, to Exhibition Street and walk down to Little Collins 

Street. Ah-hah! That makes sense. Okay, so I have to catch the Swanston Street tram. I wonder why it doesn’t give me 

the Elizabeth Street tram. Much faster actually. Oh well. 

So the number of route changes? 

Well regardless of which method I take there are going to be, what, 1, 2, if I count the walking as another route change 

there are actually effectively let’s see…1,2,3. 

Okay, but a route change [unclear] from one tram to another. 

Oh sorry, change. That’s right or changing from tram to walking. 

M: act & move 

A: uncertainty 

M: act & move 

A: affect 

SiW: act & move 

M: entities & events 

E: knowledge  

E: knowledge  

M: entities & events 

M: entities & events 

 

 

 

 

 

Task  : 2d 

Starts : 29:52 

Ends : 30:20 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find out where to board the second tram. 
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A4-7.18 

User response 

 

Analysis/discussion 

So… 

And if there’s a route change where to board the second tram. That’s no problem I know where to board the second 

tram. 

Where do you board it? 

At, uhh, Bourke Street. 

So when we get to Bourke Street you can find the stop like [clicks fingers], you know where it is. 

That’s right, I know that one. 

Where is it? 

Well the corner of Bourke and Swanston. 

Okay. 

 

A: uncertainty 

SiW: pos & loc 

SiW: pos & loc 

A: uncertainty 

E: knowledge 

SiW: entities & events  

 

 

Task  : 2e 

Starts : 30:20 

Ends : 30:35 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find out which stop to get off the last tram. 

 

User response 

 

Analysis/discussion 

So, when do you… 

To stop, to get off, well have to uh, well, actually no idea from the map but I know I would get off at, ummm, Collins 

and Exhibition Street, well I’d get off at Exhibition Street. 

A: uncertainty 

EP: usefulness 

E: knowledge 

M: entities & events 

 

 

Task  : 2f 

Starts : 30:35 

Ends : 33:25 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find out how to get to the destination from the last stop. 
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A4-7.19 

User response 

 

Analysis/discussion 

Okay, how will you get from the last stop to your final destination? That’s question 2(f). 

Oh I’ll walk. 

Do you know which way to walk? 

Yes. 

Can the, does the system help you? 

No. 

It’s doesn’t give any information of how to get there. 

Nope. 

No? 

Hold on, Walk to destination, let’s have a look. Well, maybe it’s just saying that okay Disembark at the intersection of 

Swanston and…What? Oh hold on. 

What was it that you got there? 

Oh, I got the first one, I clicked on Interchange by mistake. 

Okay 

Walk to destination, ahhh, ahead Bourke Street 7 metres…no…yes… 

What are you in doubt of? 

Ummm, I guess 7 m means 7 metres. 

What else could it mean? 

Uh, it could mean 7 minutes but then they’ve got 0 minutes after that so 7, walk ahead, doesn’t say which, well that’s 

not very helpful. It depends on which direction you’re facing. Okay, left Exhibition Street 124 metres will take me 3 

minutes and right at Little Collins Street 33 metres will take one minute. I guess that’s about right. View Map. 

 

SiW: act & move 

E: knowledge  

EP: usefulness 

EP: usefulness 

IT: projection 

IT: outcomes 

A: uncertainty 

IT: outcomes 

IT: history 

IT: outcomes 

A: uncertainty  

AS: semantics 

AS: semantics 

IT: outcomes 

M: act & move 

A: opinion 

SiW: act & move 

M: act & move 

M: time 

M: act & move 

M: time 

IT: projection 

Why do you click on that? 

Umm, to see where, what the, to see if I might get some more help. Okay, Exhibition Street. Oh I see. Ummm, it 

doesn’t tell me what street this is here, but I guess…start…okay that must be Bourke Street. 

 

A: uncertainty 

IT: projection 

IT: outcomes 

AS: semantics 

A: uncertainty 

M: entities & events 
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A4-7.20 

Why? 

Because I caught the tram up Bourke Street, according to this. And I end…where is it? No this is…ummm… 

What are you in doubt of? 

Well, let’s see…route from tram stop…I’m not actually sure what…so I have to walk along Exhibition Street, do I, no, 

route from tram stop. Actually I’ve got no idea what this map means. 

 

SiS: entities & events 

M: pos & loc 

A: uncertainty 

IT: outcomes 

A: uncertainty 

SiS: act & move 

A: uncertainty 

AS: semantics 

What are you in doubt of? What’s your doubt? 

Uhhh, uhhh, what the start and the end points are. 

Okay. 

Little Collins and Exhibition Street. So I must be walking along Littl…Exhibition Street, from Bourke Street to…this 

must be Little Collins Street. 

Okay. 

 

M: entities & events 

AS: semantics  

SiS: entities & events  

M: entities & events 

 

  

Task  : 2g 

Starts : 33:25 

Ends : 34:36 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find the estimated time of arrival. 

 

User response 

 

Analysis/discussion 
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A4-7.21 

 

How about the estimated time of arrival, given the fact that we had actually got that tram. 

If we’d got that tram… 

That you looked up here in the system. 

Ummm, okay I’ll click on the Back button and see if I can work out…ummm…the estimated time of arrival. 

Does it tell you? 

Don’t think so. 

What do you click now? 

Walk to destination. Nope, ummm… 

Is there anyway you can find out from the information given by the system? 

Okay, so there’s 3, 4 minutes to walk… 

Yeah. 

The tram, does this actually…scheduled 12.26, duration 2 minutes. Okay, so…12.28 plus…12.26 plus 2, plus 4, 

so…12.32. 

Okay. 

Roughly, I think. 

Good, thank you. 

SiW: act & move 

IT: reversal 

IT: projection  

A: uncertainty 

IT: projection 

A: uncertainty 

IT: outcomes 

A: uncertainty  

IT: outcomes 

E: knowledge 

A: uncertainty 
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A4-7.22 

Participant 3 

Total time: about 1 hour 22 minutes 

 

LOCATION 1 

 

Task  : 2a & 2b 

Starts : 0:07:30 

Ends : 0:24:40 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find out which tram route to take into the city & user is tying to find out when the first possible tram is 

departing 
 

User response 

 

Analysis/discussion 

User reads task. 

Alright, so Plan Trip. 

I know he wants an [unclear] but I need one as well… 

Oh, okay… 

So something in between that. 

Alright. Enter street intersection of origin. 

So what is, what’s happening? 

That, that to me says that we want to, umm, enter in which suburb we going to be leaving from so, so we’re Carlton…I 

wonder if this is gonna understand my really horrible handwriting. Oh, here we go, oh, very good, okay. 

Yeah, so what happened? 

Umm, when I double-clicked, I thought that I’d be, have to, have to write it in very small handwriting, yep. But that’s 

not the case, which is good. So I go C, a, r, oh hang on that’s the wrong one. So I’ll just hit the comma, so make it 

back… 

 

IT: outcomes 

IT: projection 

M: act & move 

M: entities & events 

A: uncertainty 

A: attribution 

IT: outcomes 

A: affect 

IT: history 

E: expectation 

A: affect 

AS: affordances 

IT: apex 

IT: projection 
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A4-7.23 

That’s the cursor, umm, delete this one. 

Okay, here we go. Okay Carlton. And I didn’t bother to put the capitals there at the front, the start. Street is, we’ve got 

Queensberry and Swanston. Umm, I’m assuming that it’s not going to matter which order I put them in. 

 

AS: semantics 

IT: apex 

IT: history 

AS: semantics 

M: entities & events 

E: expectation  

AS: distribution 

 

Okay. 

So I might, I’ll put Queenberry first. Q, u, e, e, n, s, b, e, r, r, y. Queensberry. And Swanston. I’ve also sort of made a 

dangerous…I don’t know if it’s a dangerous assumption, but I haven’t put in “Street” after Queensberry or “Street” 

after Swanston and that’s because it says, I’m sort of prompted at the start, because it says street so I’m going to click 

Store origin. 

 

A: uncertainty 

IT: projection 

AS: affordances 

IT: apex 

AS: affordances 

A: uncertainty 

IT: history 

IT: outcomes 

AS: semantics 

IT: projection 

So what happens now? 

Umm, it wants me to verify where I’m going to be leaving from. So Queensberry Street, Swanston Street, Carlton. 

Okay, that’s right. I’m assuming that if there was a discrepancy like it would give me the option. 

 

IT: projection 

SiW: pos & loc 

IT: outcomes 

M: entities & events  

A: attribution 

IT: projection 

Okay 

But ummm… 

But there are only one option. 

But there’s only one option. 

So what happens now? 

It’s asking me where I want to go. So the destination is….Little Collins and Exhibition Street. Okay, so I’m going to 

type in Melbourne. This is the same as before so I just clicked on the edit box. 

 

A: uncertainty 

AS: openness 

IT: outcomes 

SiW: pos & loc 

M: entities & events  

IT: projection 

M: entities & events  

EP: rhythms & routines 

IT: history 
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A4-7.24 

M, e, l, b, o, u, r, n, e. Street…Collins…I suppose I could almost just type in Little Collins and see if it picks it up 

but…I’ll type in Little. 

 

AS: affordances 

M: entities & events  

IT: projection 

A: attribution 

IT: projection 

So you’re in doubt if you can type Collins or Little Collins?  

Ummm, for a second I thought that if typed in Collins it might pick up, I mean it might give me the option Collins 

versus Little Collins. Ummm, however, seeing as I’m not completely familiar with the system I’d be more inclined to 

sort of type the full thing first and then maybe play around later. 

 

IT: projection 

A: attribution 

IT: outcomes 

E: familiarity 
IT: projection 

Yeah. 

Particularly if I was in a rush. 

So I’ll type in Little space Collins and Exhibition. Store destination. I didn’t think there was a tram stop. I didn’t think 

they had tram stops for all the little streets. I thought it was always…that’s something that I, according to the 

knowledge that I [unclear]….. 

 

E: habit 

AS: semantics 

IT: projection 

IT: apex 

E: knowledge 

A: uncertainty 

M: entities & events 

A: uncertainty 

E: knowledge 

What happens now? 

It says Little Collins Street, Exhibition Street, Melbourne CBD. Verify destination. So I want to verify that. And I 

think that’s, I like that, sort of, ummm, I dunno, that’s not an icon, that’s sort of more a… 

The animated icon of ahhh… 

Yeah, suggesting that it’s thinking. Cos let’s you know. It’s quite clear that that the umm Palm, this is a Palm Pilot or a 

Pocket…? 

A Pocket, Pocket PC. 

…is working, it’s thinking. 

 

IT: outcomes 

IT: projection  

A: affect 

AS: semantics 

A: attribution 

AS: semantics 

A: opinion 

E: knowledge 

IT: apex 

So what happened now? 

Umm, well, it’s given me the origin and destination so that I can read these through and confirm so I’m just double 

checking…Queensberry, Swanston Street, Carlton, Little Collins Street, Exhibition Street, Melbourne CBD. 

What happen if you find an error here? 

If I found an error I’d go back, I’ll click that button here. Umm… 

So what can you do now? 

I can enter in my departure time and arrival time, so… 

IT: outcomes 

IT: projection 

IT: apex 

IT: projection 

AS: semantics 

IT: projection 
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A4-7.25 

What do you need? 

Sorry? 

What is it that you have to find out? 

I have to find out what time I wanna leave, which is now: I have to be there in 30 minutes. So I’m going to enter in 

departure time and I’m going to try to do it, enter it in as soon as possible…uhhh. So the current time is 14:46 and I 

will go with the current time so I’m going Use current time as opposed to enter in a time. 

Yeah? 

It’s thinking. It’s still thinking. It’s still thinking. 

Just try pressing the stop button: that little circle with the cross in it and just try clicking again. 

Okay. I’ll be late for my meeting. 

Try and stop it again. 

To departure time. 

Now let me ask you a question. 

Okay, sure. 

SiW: act & move 

M: time 

SiW: other 

IT: projection 

M: entities & events 

SiW: other 

M: time 

IT: projection 

IT: outcomes 

A: attribution 

EP: responsiveness 

M: entities & events 

 

Try and stop it again. 

Is that, you wanted to enter departure time and then you wanted to use the current time. 

Current time. 

But if you want to make sure you are there 30 minutes from now, how do you know when to get on the tram? 

So, you don’t want to be, like, 15 minutes too, too early. If you go now, for example, it might only take you 15 

minutes. 

I guess it’s because I’m one of those people if I, if I had, if I knew I have to be there in half an hour, umm, I wouldn’t 

want to risk that. 

But could, could the system help you? Apparently has all the timetables. 

I think it could, but I don’t know if I’d want to have to go through all this process of entering all the information a 

dozen times or something for all the possible…[unclear]. 

What other opportunities do you have? 

Well at the moment we’ve got Use current time or Enter time. 

 

E: habit 

SiW: entities & events  

SiW: act & move 

EP: usefulness 

IT: projection 

EP: viscosity 

IT: outcomes 
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A4-7.26 

Try to go back one. 

Oh, okay. Uhh, 

Yep 

Verify. Should I be looking sort of at Tools? Or I suppose that’s more for the… 

No, yeah, you don’t have to use that, those buttons [unclear]… 

Now okay. 

Okay. 

Here you have…? 

I see enter arrival time. I could say that I wanna get [unclear] okay. Umm, I wanna arrive 30 minutes from now so 

that’s gonna be uhh 15:21. I’ll say 15:25.  

Okay. 

Store time. 

So what happened now? 

Umm, it’s given me all this stuff that I can’t understand. s4, rt1U, s10, and then it says interchange, s5, rt86D 

[unclear]… 

What does it mean? 

Well I assuming actually thinking about it that means stop 4, route 1U, stop 10, I dunno. Walk to destination. I could 

walk…does that, is that what it’s telling me? 

What, what, how do you, how do you read it? 

IT: apex 

IT: projection 

A: uncertainty 

IT: outcomes 

M: time 

SiW: other 

M: time 

IT: projection 

IT: outcomes 

AS: semantics 

IT: outcomes 

AS: semantics 

A: uncertainty 

IT: outcomes 

AS: semantics 

M: act & move 

A: uncertainty 

 

 

Well… 

When it says Walk to destination. 

Well, what I’m assuming is, in order to find out what it is I’m going to have to click on it. 

Uhh. So are you able to answer the question, like which tram routes to take. From this screen? 

Nooooo, not, no. I couldn’t… 

Can you answer (b), when the first possible tram is departing? 

Nnno. 

No? 

No. 

Okay. 

I could click, I, I’d, I would be tempted to click on one of these things.  

So what do you expect to find here? 

Now it says scheduled 14:57, duration 7 minutes, but it says s4, rtU, s10. 

What does that, what does that mean? 

It doesn’t…Well, I think, I think s4 or s10 means, think s4 means stop 4 and s10 means stop 10, so I think it’s 

presuming, I’m presuming it’s saying get on at stop 4 and get off at stop 10. 

 

E: expectation  

IT: projection 

A: uncertainty 

M: entities & events 

M: entities & events 

IT: projection  

AS: semantics 

IT: outcomes 

AS: semantics 

A: uncertainty 

M: entities & events 

M: entities & events 

IT: outcomes 

M: entities & events  

M: entities & events  
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A4-7.27 

Okay. 

I don’t know what rt1U means. Maybe that’s like a code for the tram or something like that. But I could view the map. 

You’re correct about the stops and rt is the tram number, route as you said first. 

Ohhh. 

So you get a map here. What is on the map? 

It’s a, it’s a map of Melbourne, but other than Lonsdale Street I’m having trouble figuring out, oh I suppose there’s 

Victoria Street so I guess… 

So what do you see? 

I see, I see some of the different streets, I presuming that’s actually telling us where we are now, the little star. 

 

A: uncertainty  

AS: semantics 

AS: semantics 

M: entities & events 

IT: projection 

A: affect 

M: entities & events 

AS: semantics 

A: uncertainty  

M: entities & events 

AS: semantics 

M: pos & loc 

SiW: pos & loc 

AS: semantics 

Why? 

Because the s…well I’ve just, I’ve just seen origin. I only saw that a split second ago but initially when I first saw the 

star at the top that’s usually what it indicates, it usually indicates that that’s where the person is. And, I’ve just seen 

that little, sort of, tram icon down there. And I’m assuming that’s where I want to go because it says destination. So I 

wanna head… 

 

AS: semantics  

IT: history 

E: expectation 

M: pos & loc 

IT: apex 

AS: semantics 

SiW: pos & loc 

AS: semantics 

SiW: act & move 

Can you use this for answering the questions over here? 

Umm. 

Which tram routes to take? 

No. No I couldn’t. I could if I could zoom in and I know that some of the WhereIs things allow you to zoom in. 

Do you have any information anywhere where you can actually answer question (a) here: which tram routes to 

take you to get you to Little Collins Street and Exhibition. 

Nnnnoooo. Oh, let’s have a look. 

Why do you click on the star? 

Ummm, cos I thought it might give me some more information about where I currently am. 

 

EP: usefulness 

IT: projection 

E: expectation 

IT: projection 

EP: usefulness 

IT: projection 

E: expectation 

IT: projection 

SiW: pos & loc 
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A4-7.28 

Okay. 

Not that that’s likely to help, but umm, I also thought it might help me to zoom in. 

So what can you do here? 

Well all I can really do is just try clicking a bit more but that’s not really going to work so I’ll go back. 

Yeah? 

Okay. 

What does this tell you about the…? 

This tells me that I’ve got, ohh the duration of the trip is going to be 7 minutes. 

Is that…so it’s going to take you 7 minutes to get there? 

Yeah, yeah it’s going to take me 7 minutes to get from the corner of Queensberry Street and Swanston Street to 

Exhibition Street and Little Collins. 

Okay. Do you still…can you answer the question (a): which tram routes you are going to take? 

Umm, 1U, based on rt which presumably means tram route. 

 

EP: usefulness 

IT: projection 

AS: openness 

IT: projection 

IT: reversal 

IT: outcomes 

M: other 

M: entities & events  

IT: outcomes 

AS: semantics 

M: entities & events 

 

Will that take you to Little Collins and Exhibition? 

I really hope so, ummm… 

Can you tell? 

No, no, not really. If, if, if I, if I was using this for real, I’d be a little bit apprehensive, particularly if I was in a rush. 

Uh-huh. 

Umm, I, I know that route 1 means that, I mean rt means route 1. I don’t know what U means. 

No. 

Umm, maybe that mean, that could suggest there are alternate route 1’s or something because sometimes they 

have…you know on public holidays or something.  

It’s not. 

 

A: uncertainty  

EP: usefulness 

SiW: act & move 

A: affect  

SiW: other  

A: uncertainty 

M: entities & events 

A: uncertainty 

AS: semantics 

M: entities & events 

M: entities & events 

E: knowledge 
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A4-7.29 

But it’s not a public holiday, I don’t know. 

No. 

Yep, okay. What can you do here? 

What can I do? 

To, to find out what routes to take? 

All I can really do is go back. So I going to go back, have a look around. Interchange, what’s Interchange? 

What does that mean? 

It usually means, like a, sort of, interchange, I’m thinking tram interchange like there’s the Domain interchange where 

all the trams meet in Melbourne. 

 

SiW: other 

A: uncertainty 

AS: openness 

IT: reversal 

IT: projection 

IT: outcomes 

AS: semantics 

E: expectation 

M: entities & events 

E: knowledge 

Uh-huh. 

Go off in different directions. Ummm… 

What does it say? 

It says disembark at the intersection, ohhh, I see, disembark at the intersection of Swanston Street and Bourke Street, 

stop 10 and walk to Stop 5 on Bourke Street. So what it’s telling me is that I want to, I’m going to have to take two 

different… 

Yeah? 

…two different trams to get there. 

Okay. 

And I can view a map of that. 

What’s the other tram you have to take? 

Okay. The other tram is s5 rt86, s8. So I get off, get on at stop 5, take route 86D and get off at stop 8. 

 

M: entities & events 

IT: outcomes 

A: uncertainty 

IT: outcomes 

IT: outcomes 

SiW: entities & events  

SiW: act & move 

IT: projection 

IT: outcomes 

M: entities & events 

 

Okay. 

And that’s going to take me two minutes. 

So you’ve answered, you feel you have answered (a) and (b)? 

Yeah, I think, I think I have. Umm, but I don’t…yeah I have now, but I don’t think just looking at would…sort 

of…yeah…it would take, it would take a bit of thinking, I might have already have had to [unclear]. 

 

M: entities & events 

A: uncertainty  

SiW: act & move 

EP: usefulness  

EP: viscosity 
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A4-7.30 

Participant 4 

Total time: about 1 hour 18 minutes 

 

LOCATION 1 

 

Task  : 2a 

Starts : 0:07:45 

Ends : 0:21:58 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find out which tram route to take into the city. 

 

User response 

 

Analysis/discussion 

User starts reading task Evaluator invites the user to read through all the tasks. 

I don’t work that way. I just deal with one thing at a time. Okay (a). 

It might be an opportunity. 

To learn to operate in a more holistic way? 

No, let’s not do that. 

User reads task again. 

So what do you have to do here? 

Umm, I have to just use this Plan Trip thing and now I have to work out what it wants to know. Okay, it wants to 

know the suburb and that’s Carlton and I’m… 

So what do you do here? 

Well, I’m looking for a pull-down thingy… 

For what? 

A pull-down thingy. And it hasn’t got one. Ohh… 

What can you do? 

I can type. But I just…see how, how do you know you are supposed to touch that? I guess the fact that I did. 

 

E: habit 

IT: projection 

IT: projection 

AS: openness 

AS: affordances 

M: entities & events 

E: expectation  

IT: outcomes 

IT: outcomes 

E: expectation  

A: opinion 

AS: affordances 

IT: history 
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A4-7.31 

How did you, why did you touch it? 

Well I just touched the box but I was looking for a pull-down. 

Okay. 

I was hoping a pull-down would magically appear when I touched the box. Ummm. So I, I assume giving me two 

street thingys means that I can put, that means the corner if I put two of them. 

Yeah. 

Umm, I don’t like having to spell this though. But I guess you can’t have unlimited names in here. Ummm… 

How do you feel about type…typing all this stuff in? 

IT: history 

IT: projection 

E: expectation 

IT: projection 

A: uncertainty 

IT: outcomes 

AS: affordances 

M: pos & loc 

A: opinion 

A: attribution 

 

Umm…oh what’s that doing down there? 

What’s what? 

I don’t know, some little box came up. 

Ummm. 

That, what’s that doing? 

What’s that? 

This, what’s this doing down here? 

What is it? 

I don’t know. It’s gone away and ohh now I have to undo something. 

A: uncertainty 

IT: history 

A: affect 

IT: apex 

A: uncertainty 

IT: apex 

IT: projection 

 

What did you do? 

I accidentally hit n twice and so now I have to yeah hit that one. What’s that? Ohh! It puts it in there. Cool! Now I have 

to get rid of it again. Umm, okay, it’s not guessing anymore now. It should have the streets in there so it guesses the 

streets. 

IT: history 

IT: apex 

A: affect 

A: attribution 

A: affect 

IT: projection 

IT: apex 

A: opinion 
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A4-7.32 

Yeah. 

But it was guessing some word, some English word. Umm, I can’t find [unclear]… 

Okay, so you typed it in? 

Okay I’m going to check that I spelled it right. Yep. 

So what do you do now? 

Oh, God, what’s this store thing? Oh it’s gonna…I, right I still don’t know why I bothered to store 4:30 cos I don’t 

know what ever happened to it and now I’m going to store this and I still don’t know why. 

What else could you have pressed? 

 

A: attribution 

IT: projection 

IT: apex 

A: affect 

AS: semantics 

A: uncertainty 

IT: history 

A: uncertainty 

IT: history 

IT: projection 

A: uncertainty 

Uhh, well I haven’t done Go yet, but I don’t seem need, I don’t seem to need to. 

So what happens now? 

Well, it’s asking me to verify the origin which is fine and, and now I don’t know what to do. I guess I just choose it cos 

it looks like a linky thing. 

What else could you have done? 

I might have been able to use Go then, but I don’t really like Go. I don’t think I need Go. I’ll only use Go if I’m 

desperate. 

 

IT: history 

A: opinion 

IT: outcomes 

A: affect 

A: uncertainty 

E: expectation  

IT: projection 

AS: affordances 

IT: projection 

A: affect 

A: opinion 

IT: projection 

A: affect 
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A4-7.33 

Do you expect that you’d have to verify the origin? 

Umm… 

Do you understand why? 

Umm, do I understand why? Not really. Oh, what have I done now? Oh destination. Umm, well, not, I don’t see, I 

don’t I didn’t verify the origin cos I didn’t really read that. I assumed that it meant, I assumed that it meant confirm, 

not, not verif, no, I assumed that it meant enter, like if I, if I touched that linky thing that would be the same as entering 

that that’s my origin not confirming it, cos I could have visually looked at what I typed in. Like that’s, that’s enough of 

a confirmation to actually see it there cos you can see the street names and everything after you’ve typed them in so 

there’s no point in reiterating it to me on the next screen it’s only that I was choosing it. So, I wasn’t really verifying it 

so, but it seemed to be the same as Enter. 

A: uncertainty 

A: opinion 

IT: apex 

IT: outcomes 

A: uncertainty 

IT: history 

AS: semantics 

IT: projection 

IT: history 

A: opinion 

IT: history 

AS: affordances 

So you didn’t expect to have to do that? 

No, but I used that step as enter, as go…or what…go seems fairly final while I’m still entering stuff so I don’t want to 

have to do go. Umm… 

What are you supposed to do now? 

 

E: expectation 

IT: history 

AS: semantics 

IT: apex 

A: preference 

Umm…I have to put in where I want to go to. And I’m assuming the suburb is Melbourne. Is Melbourne a suburb? Or 

maybe it’s City. I don’t know. See it should have Melbourne in there. Or maybe I should put City. Oh, it’s in there, 

okay. Now I can do that. Umm, am I on a time thing? 

On a time thing? 

 

AS: affordances 

SiW: pos & loc 

M: entities & events 

A: uncertainty 

A: opinion 

E: expectation 

A: uncertainty 

IT: projection 

A: attribution 

IT: projection 

M: time 
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A4-7.34 

Yeah. Am I, am I, cos if I was really doing this I would be getting a bit stressed about how long it’s taking to type in 

all this…it won’t give me a space. Ahh that thing. No. Oh yeah… 

So what, what is that you would be worried about? 

About how long it’s taking to type in all these things. If I really had to be there in half an hour… 

What would you have done? 

 

SiW: act & move 

A: affect 

EP: viscosity 

IT: apex 

E: habit 

AS: affordances 

EP: viscosity 

IT: apex 

EP: usefulness 

 

Run for a tram and just stood and waited. 

Yeah.  

Yeah, cos I, I guess I would have. I would have started heading to the trams and probably tried to do this on the move 

but then I don’t know how effective that would be. 

You can, you can do whatever you want. 

Really? Okay. 

If you want to walk and use it that’s fine with me. 

But I…am I on a time trial? 

No, not at all. 

Well then I won’t. Because it will be easier to use this not moving. 

Okay. 

So now I’ve stored, now, see now I’m verifying, but what I’m doing…oh, CBD, cool. I’m just… 

 

E: habit 

SiW: act & move 

A: opinion 

SiW: other 

SiW: act & move 

A: opinion 

IT: projection 

IT: apex 

A: uncertainty 

IT: outcomes 

A: opinion  

What was cool about that? 

Well because I was worried that Melbourne wasn’t right so what it’s done is confirm, by putting CBD, it’s confirmed 

that, that using Melbourne rather than City was okay. 

 

A: affect 

IT: history 

EP: rhythms & routines 

A: attribution 

IT: outcomes 

IT: history 
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A4-7.35 

Okay. 

So now, now I’m choosing it, so now I’ve chose them both and now I’ll check that there’re right. And they are. And 

then I can’t remember what I have to do. Ohh, I have to find a route. 

So what is it you see here? 

Sigh! Umm, here, on the screen? Well it’s got where I’m starting and where I’m going to. 

 

IT: apex 

IT: apex 

IT: apex 

M: entities & events 

A: uncertainty 

SiW: act & move 

M: act & move 

A: affect 

IT: outcomes 

SiW: pos & loc 

SiW: pos & loc 

 

And what can you do? 

Umm, I can choose a departure time and an arrival time. So I have to do that even though I don’t want to know that, I 

just want to know which tram. But I would probably in reality want to know that as well as know which tram anyway. 

Yeah, you have to be there in 30 minutes. 

Alright. 

 

IT: projection 

AS: openness 

A: preference 

SiW: entities & events  

SiW: other 

A: preference 

SiW: entities & events  

 

So what did you click on? 

I chose Enter departure time. 

Why? 

And now I just go Current time. Because that, I have to choose when to go. See… 

So how will you make sure you’ll be there in 30 minutes? 

Umm, haven’t got a clue. 

Okay. So what happens now? 

Cos I just, I’ll just, I can’t be sure I’ll be there in 30 minutes yet. I have to wait and see what time it’s going to tell me I 

can get there by. 

Okay. 

 

IT: history 

IT: apex 

M: time 

A: uncertainty 

A: uncertainty 

SiW: pos & loc 

IT: apex 

IT: outcomes 

SiW: pos & loc 

 

Appendix 4-7: Sample of Case A participants’ coded transcripts 

 

 

 

 

A4-7.36 

Cos it did have some destinationny thing. And now I don’t understand a word this is saying. 

What what uhh do you see on the screen here? 

A bunch of things. I don’t know. 

What does it say? 

It says s zero, rt 1 V, s10. 

 

IT: history 

IT: outcomes 

AS: semantics 

IT: outcomes 

A: uncertainty 

IT: outcomes 

What does that mean? 

Haven’t got a clue. 

Not at all? 

Not at all. 

What else do you see on the screen? 

Well there’s those three links and there’s obvious, there’s some interchangey thing as if I have to get on two trams and 

then I have to walk. Oh there’s a map! Okay, I’ll look at the map. 

 

AS: semantics 

A: uncertainty 

IT: outcomes 

SiW: act & move 

SiW: act & move 

IT: outcomes 

IT: projection 

 

Why do you click on the map? 

Cos I want to look at a map. I want to look at… 

Will that help you to answer question (a)? 

No, but it might help me work out what on earth those things in boxes were. 

So what do you see here? 

Uhh, umm, just streets. I can’t even see any trams on there. Umm it’s got where I am and where I’m going but I don’t 

see, but I still can’t work out what trams to catch. Haven’t got a clue. 

 

A: preference 

IT: projection 

M: entities & events 

E: expectation 

IT: history 

EP: usefulness 

AS: semantics 

IT: outcomes 

M: pos & loc 

M: pos & loc 

IT: outcomes 

A: uncertainty 

SiW: entities & events  

A: uncertainty 
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A4-7.37 

So what, what does, what does these things mean? Do you understand them? 

Well that’s where I, ohh, that’s where I am and that’s where I, I assume that’s where I’m going. 

Uh-huh. Does it make sense? 

Yeah, but I wanted to see little tram dotty lines. I hate maps that don’t have tram dotty lines on them. 

Okay, so what can you do here? 

Umm, I can push everything, not much, I don’t know, uhh nothing, nothing. I don’t like it. 

 

SiS: pos & loc 

SiS: pos & loc 

AS: semantics 

A: preference 

A: affect 

IT: projection 

AS: openness 

A: uncertainty 

A: affect 

 

What would you like to do here? What is it you… 

What I’d like to see is little dotty lines with the tram number on it and then another little dotty line with the tram 

number on it so I could visually see what I, what it was I was going to do because I want to see it in a picture. Umm. 

So now I want to go back again because I don’t like that one. 

Did it help you find out, give you a clue about the other information back there where you are now? 

Na. Only if, only if I had no idea, only if someone had given me a place I had to go and I had no idea where it is, but I 

have an idea where it is so sometimes I’ll go to that kind of map if I want to know where on earth Little Collins and 

Exhibition is but since I already have a sense of that, that wasn’t that useful. So what I’m more interested in is what 

trams cross which way on what street so that I can see… 

 

A: opinion 

M: act & move 

A: preference 

IT: reversal 

A: affect 

EP: usefulness 

E: knowledge 

SiW: act & move 

E: knowledge 

SiW: pos & loc 

E: knowledge 

SiW: pos & loc 

E: habit 

A: affect 

M: entities & events 

E: knowledge 

EP: usefulness 

A: preference 

M: entities & events 
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A4-7.38 

Can you see that from that screen you are on now? 

Uhh, no, I don’t get this, I don’t see what it’s talking about. 

So why did you click on that? 

To try and work out what it’s talking about. I still don’t get it. 

What does it say? 

It says s zero. I don’t know what an s zero is. I want to see a tram number that I recognize and I don’t recognize any of 

these tram numbers. Stop! Stop zero maybe. I don’t know. 

That’s right. 

 

SiS: pos & loc 

A: uncertainty 

AS: semantics 

IT: projection 

A: uncertainty 

IT: outcomes 

A: uncertainty 

AS: semantics 

IT: outcomes 

E: knowledge 

M: entities & events 

A: uncertainty 

 

Stop zero and stop 10. So I get on at stop zero and I do something or other…I still don’t have a tram number. r-t-1-U. 

That’s not a tram number! I don’t get it. I don’t know why it kept asking me to view the map, it hasn’t even got the 

trams on it. 

 

IT: outcomes 

M: act & move 

M: act & move 

M: entities & events 

IT: outcomes 

M: entities & events 

A: uncertainty 

A: uncertainty 

IT: projection 

AS: semantics 

So you can’t answer this question (a), which tram routes to take here? 

No, cos it won’t…well I can’t even get on a tram if it doesn’t give me a tram number! Does it…it just wants me to get 

on any old tram that comes along. 

 

 

EP: usefulness 

A: affect 

SiW: act & move 

IT: outcomes 

A: attribution 

M: entities & events 
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A4-7.39 

What did you do now? 

I went to see where it was telling me to get off so that maybe I can guess which tram it is. 

So what happens here? 

Well this gives me the details of what to do when I catch whatever tram I am catching from stop zero to stop 10 and 

then I get off at stop 10 and then I do something from stop 10 and I walk to stop 5 on Bourke Street and then… 

So what if I tell you that r-t means route. 

Really? 

 

IT: history 

SiW: pos & loc 

IT: projection 

M: entities & events 

IT: outcomes 

SiW: act & move 

M: events & entities 

M: act & move 

M: act & move 

M: act & move 

A: affect 

Does that help you in any way?  

Well then that’s the tram number I guess. So the answer to part (a) is 1U. 

What does U mean? 

Up. 

What does up mean? 

I don’t know. The other one de, ohhh, so I thought it would be down. This thing’s very sensitive when you don’t mean 

to touch it. Umm. Up or down? I don’t know. In or out of the city? I don’t know. 

It actually means up and down. Yeah. Does it make sense that you have to take route one up… 

Na. 

…to go to…Why does that not make sense? 

Because what’s up? 

What is up for you, in your understanding? In this particular… 

Umm, well it could be north but that’s a bit… 

 

M: entities & events 

A: uncertainty 

AS: semantics 

A: uncertainty 

AS: semantics 

EP: responsiveness 

M: entities & events 

A: uncertainty 

M: entities & events 

A: uncertainty 

M: entities & events 

M: entities & events 
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A4-7.40 

Would that, would that fit with the uhh…that route, where you’re going down to Bourke Street? 

I have no idea because I can’t orientate in norths, norths mean nothing to me in the city. 

Yeah? 

Nothing, no sense of north. No idea where north is. In terms of orientating to the city, trams are either going in or out 

of the CBD, like… that said, if that was going stop zero and had some indicator saying take it into the CBD and take it 

out of the CBD, that would make more sense than going up or down. 

So, uhh, (b). 

So I can say, I didn’t say task (a) is finished. 

But you just did finish it. 

But I didn’t say it. 

Okay, you want to say it? 

Yeah I just did! 

A: uncertainty 

E: knowledge 

EP: usefulness 

E: knowledge 

M: entities & events 

IT: outcomes 

SiW: act & move 

A: opinion 

AS: semantics 

 

 

 

Task  : 2b 

Starts : 0:21:58 

Ends : 0:25:20 

Location : Standing outside the ICT Building 

Focal activity : User is tying to find out when the first possible tram is departing. 

 

User response 

 

Analysis/discussion 
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A4-7.41 

User reads task (b) 

Well, I guess that’s this thing here. So if I go look at that…I don’t like holding this thing actually. 

Why? 

I don’t know. It feels like it’s going to slip the whole time. Like my hand’s actually going to cramp, but that might be 

trying to hold that as well. It’s too fat. It’s too fat for a girl. It’s too fat for girl hands. Okay, umm. There’s one at 9.38. 

The first possible tram is departing at 9.38. 

And it’s already 9.42 so I’m a bit stuffed. I’ve obviously taken too long to do this task. I told you I was right to panic, 

typing in all the letters, now look I’ve missed it. You see, that really panics me missing it. Now what do I do? I’ve 

missed it! 

 

IT: outcomes 

IT: projection 

A: affect 

A: opinion 

IT: outcomes 

M: entities & events 

SiW: other 

M: entities & events 

M: act & move  

A: affect 

EP: viscosity 

SiW: entities & events  

E: habit 

A: uncertainty 

SiW: entities & events  

Is that the only tram today? 

Well it said that…is this, isn’t this the first, ohh is that, oh when is the first possible but isn’t that the first possible one 

I can go and get? And’s it’s too late.  

Okay, [unclear question] 

I could go up to my room and cry I guess cos I’ve missed my important meeting. 

What can you do about it?  

Get a tissue out! Umm, I make it gimme another time! 

How can you do that? 

IT: history 

A: uncertainty 

M: entities & events 

SiW: entities & events  

A: affect  

SiW: events & entities 

A: affect 

IT: projection 

 

Oh, I dunno. I’m hitting Back again. I’m very fond of Back. Back should be in a bigger place with a great big Back. I 

dunno, do I have to start again do I? Why do…? 

 

A: uncertainty 

IT: reversal 

EP: rhythms & routines 

A: opinion 

A: uncertainty 

IT: projection 

EP: viscosity 
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A4-7.42 

What would you have to do to change it, to get…? 

No idea! How about I hit Go. No nothing happens when you hit go. You see I know Go wasn’t much help. I’ll keep 

going back. Maybe there was a time when I got…I put in Current time maybe it just pulled… 

 

A: uncertainty 

IT: projection 

IT: outcomes 

EP: usefulness 

IT: projection 

A: uncertainty  

IT: history 

A: attribution  

I’ll ask you a question that I asked a bit earlier. You have to be there, you have to be there 30 minutes from 

now. 

Yeah, yeah, yeah, but I’m in, I’m in trouble. 

How can you make sure that you get the route that will take you there, to arrive in 30 minutes? Do you have any 

idea when that tram that you just looked up before would have taken you to your destination? 

Umm, n, didn’t I type in Current time before? 

Yeah you did. 

Yeah well, umm, I’m trying to get back and make the current time be now. Is that wrong? 

No, that’s okay if you want to do that. 

Yeah, but I can’t work out how to get back and I don’t want a stupid map. See I don’t see what the point of it telling 

me a time that’s past now is. There’s no point. So if I use the Current time again… 

 

M: entities & events 

A: uncertainty 

IT: history 

A: uncertainty 

IT: projection 

EP: responsiveness 

A: uncertainty 

AS: openness 

A: preference 

A: opinion 

A: opinion 

M: entities & events 

EP: responsiveness 

IT: projection 

Yeah. What happen now? 

I don’t know, I’m going to see what time it gives me now. Ahhh, that’s better. Umm, so…when is the first possible 

tram departing? 9.57 from now. 

Good thanks Jeni.  

A: uncertainty 

IT: projection 

A: affect 

M: entities & events 

IT: outcomes 
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A4-7.43 

Participant 5 

Total time: about 1 hour 34 minutes 

 

LOCATION 1 

 

Task  : 2a 

Starts : 0:11:44 

Ends : 0:27:12 

Location : Standing outside the ICT Building 

Focal activity : User is trying to find out which tram route to take into the city. 

 

User response 

 

Analysis/discussion 

User reads task 2. 

Using Plan Trip. I’ve got the option here so I’ll select Plan Trip. So I’ve got to, gosh I have to actually write this in? 

Evaluators discuss moving into the shade to get a better view of the screen 

It’s alright. Umm, Enter suburb. Melbourne. 

So what did you do? 

Ohh, I thought I could just write it in. 

Yep. 

Can I? 

IT: outcomes 

IT: projection 

IT: projection 

E: familiarity 

A: uncertainty 

AS: affordances 

M: entities & events 

E: expectation 

A: uncertainty 

Yep. Oh you can’t write directly on it [unclear]. 

Ahh, there it is. So M, ahh, come back [user laughs]. 

So you got the, uhh, completion, but you didn’t, uhh, hit it? 

Yeah, I didn’t catch it or notice it fast enough, ummm, okay so I’ve just kind of used this little menu pad thingy… 

So why did you type in Melbourne? 

Because it says Suburb and I’ve been told that the suburb that I want to go into is Melbourne. 

IT: apex 

AS: affordances 

A: affect 

EP: responsiveness 

EP: responsiveness 

IT: history 

A: uncertainty 

IT: apex 

AS: semantics 

AS: semantics 

M: entities & events 
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A4-7.44 

Umm, yeah. 

Street…. 

So what is it that you enter here… 

Ah, bother! 

…on the screen? 

This isn’t Melbourne, this is Carlton, okay, ummm… 

You talked, you said something about where you’re going to? 

Yeah, enter street intersection of origin.  

 

AS: semantics 

A: affect 

SiW: entities & events 

IT: outcomes 

What does that mean? 

Now I’m leaving from Carlton, where I’m leaving. Okay, so I need to delete this. Is there a delete button? 

Yeah, that’s, that’s that one. 

That one, Okay, cool. Sorry. 

SiW: act & move 

M: entities & events 

IT: projection 

A: uncertainty 

AS: semantics 

AS: semantics 

A: affect 

Doesn’t matter. 

[unclear] [user enters in data] It’s not helping me. 

It’s not helping you? 

No, I was hoping that it would pop up but obviously it hasn’t got it stored in memory. Okay, now I want to get to street 

so I am thinking that I can just click in there. No. Yes. Street. I’m leaving from…Okay now it’s Swanston and 

Queenberry.  

 

A: attribution 

E: expectation 

IT: outcomes 

A: attribution 

IT: projection 

AS: affordances 

A: uncertainty 

AS: semantics 

M: entities & events 

Yes, it’s quite clever it allows me to put in two streets. So I’ll pop in Swanston. Ohh. And I want…Queensberry. Say, 

my hand’s really starting to shake. 

Yeah sometimes it will… 

Oh I’m slow, that’s all. Queensberry. Q-u-e… 

 

A: opinion 

AS: affordances 

IT: projection 

M: entities & events 

A: affect 

EP: trust 

M: entities & events 
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A4-7.45 

So you find is this, is hard physically to do all this [unclear]? 

Oh no, I can’t do things for too long in the same position otherwise my, I don’t know, my joints shake or whatever. I 

can’t sit still. And I’m kind of hoping that when I get to half of the word it’ll remember it. 

Maybe you’re luckier next time. 

Well the people who do it behind me will be able to hopefully store it in memory. Queensberry. Okay, now that’s fine. 

And I’m in Store origin. 

 

E: habit 

IT: projection 

A: attribution 

IT: projection 

IT: apex 

IT: apex 

AS: semantics 

 

Was that easy? 

Umm, it was easy, it just took me a while to figure out what I was doing I guess. Swanston Street, Queensberry Street, 

Carlton. Yes. 

What is that thing that you’ve got there now? 

It’s just trying to verify that whether what I punched in is what it’s got stored in memory. 

 

A: opinion 

IT: history 

IT: outcomes 

IT: history 

A: attribution 

IT: history 

A: attribution 

 

Okay. 

Now, it’s given me the option to se, to select it, I guess, in order to verify that that is where I want to be leaving from. 

Yep. 

And, just checking my sheet, Swanston and Queensberry Street, Carlton. Okay. [user laughs]. I’m trying to stretch my 

hand! [user laughs again] 

This is… 

No! [user laughs again] 

IT: outcomes 

A: uncertainty 

IT: projection 

M: pos & loc 

M: entities & events 

A: uncertainty 

A: affect 

This is important. 

It’s just because I’m taking so long. Okay now it wants me to enter the street intersection of my destination which is 

the corner of Little Collins and Exhibition. Great! Where’s my little…dobemything? There it is. L-i…That’s it. Space. 

What are you, uhhh, doing now? 

I’m putting in. Uhh! There I go again! Thanks. 

 

EP: viscosity 

IT: projection 

AS: semantics 

M: entities & events 

A: affect 

AS: semantics 

AS: affordances 

IT: apex 

A: affect 
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A4-7.46 

What did you do? 

I just kind of assume that it will know which suburb that I want to go to which is foolish, but, ummm, yeah I made the 

error of just typing in the street name rather than the suburb. 

And you had to delete that, that [unclear]? 

Yeah, yep. 

 

A: attribution 

SiW: act & move 

EP: trust 

IT: history 

 

A lot of typing in? 

Yeah, I haven’t figured out whether I can delete the whole word or like highlight and delete it or anything like that yet. 

So I’m going to Melbourne, umm, and it’s given me the option which I’m thrilled about because I don’t want to type it 

in again.  

 

AS: affordances 

M: entities & events 

IT: outcomes 

A: affect 

A: preference 

I found Melbourne and I want to go to Little Collins. L-i…that’s it. I like it when the little [user laughs] word comes 

out. Umm, and I want the street…oh sorry go back there. I want a space. That one there. Oh, cool. Little Collins. Oh. 

Come back. 

What happened there? 

I’m not quick enough to jump on it. 

Okay. 

Umm, yeah I’m trying to… 

Just like the trams? 

Sorry. 

 

IT: outcomes  

M: entities & events 

IT: apex 

A: affect 

IT: projection 

IT: reversal 

AS: affordances 

IT: outcomes 

A: affect 

EP: responsiveness 

Like the trams. 

Yeah. Umm, so Little Collins and Exhibition. E-n. Because I’m going so slow I’m also forgetting how to spell things. I 

don’t know if that’s helping. 

Exhibition is not the most easy word [unclear]. 

E-x-h-i-b… E-x-h-i-b-i-t-i-o-n. 

M: entities & events 

AS: affordances 

EP: viscosity 

A: opinion 

AS: affordances 
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A4-7.47 

Yeah? 

And my hand’s gone again. 

Do you want to put it down? 

No, no, it’s alright. Little Collins Street, Exhibition Street, Melbourne CBD. It’s verifying that that’s where I want to 

go and yes, that’s where I want to go. I could have missed my tram by now [user laughs]. See, it would be good if I 

could, umm, I guess if this was a regular appointment or something along those lines and I’ve got these street names 

stored in there as regular places all ready to go from and to that when I punch in a few letters it will give me where I’m 

going. Like I did with Melbourne: that was cool. So origin is Swanston Street, Queenberry Street, Carlton and I’m 

going to Little Collins and Exhibition Street in Melbourne CBD. Now, where do I do? You have to go [unclear] 30 

minutes from now. From now or from when I started? 

 

IT: outcomes 

A: attribution 

M: pos & loc 

SiW: pos & loc 

SiW: entities & events  

A: opinion 

IT: history 

A: affect 

IT: outcomes 

A: uncertainty 

M: time 

SiW: act & move 

Just from now. 

Okay. Enter the departure time. I’ve got a selection here, the departure time… 

 

IT: outcomes 

AS: semantics 

Why, why did you click on the departure time? 

Because I want to…you have to be there at 30 minutes. Okay, so I’m assuming that it takes me about 10 minutes to get 

there. Okay I shouldn’t have done that. Umm, I can go back. 

 

M: time 

SiW: entities & events 

IT: history 

A: uncertainty 

IT: reversal 

[unclear] the back button here. 

Oh sorry. I was getting ahead of myself. I definitely would have missed my tram though. And I will not be there in half 

an hour. Okay, arrival time. Let’s assume I have to be there at 10 o’clock, say 10:05. That’ll be right. 10:05. I’ve just 

punched in that I want to be there at 10:05. I assume I’ve done the right thing there. 

 

IT: history 

SiW: entities & events 

SiW: other 

IT: outcomes 

M: time 

AS: affordances 

IT: history 

SiW: pos & loc 

A: uncertainty 

Okay. 

Umm, it would be helpful if I had, say, Enter arrival time so if I had selected the wrong one I would know when I’m 

punching it in. 

Yeah, okay. You obviously don’t have to remember… 

Yeah, if I’m rushing to get to somewhere and I’m just clicking here and there probably from memory, fluffing it a few 

times…whoa, what’s this? 

A: opinion 

SiW: act & move 

IT: apex 

A: affect 
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A4-7.48 

So what happen now? 

s4, rt1, blee, interchange, more letters and numbers, Walk to destination. 

What does that mean? What, what, is…? 

Umm, I’m not sure. I don’t know what these numbers are. 

Do you have any idea? 

Route 1U? No, I don’t. Walk to destination, View Map: I get those. Don’t know, no I don’t know what they are. Can I 

play or… 

 

IT: outcomes 

A: uncertainty 

AS: semantics 

M: entities & events 

A: uncertainty 

AS: semantics 

A: uncertainty 

IT: projection 

Yeah, you can [unclear]. You could click on one of them. 

I guessing it’s like they’re…oh okay, scheduled time10:34. Hang on. 6 minutes. I want to get there at 10:05. 

What is it you see here? 

It’s given me a scheduled time of 10:34, a duration of 6 minutes. 

 

A: uncertainty 

IT: outcomes 

A: uncertainty 

IT: outcomes 

M: time 

IT: outcomes 

What does that mean? 

I’m trying to remember now…because I punched in that I wanted to get there at 10:05. What have I done wrong? Go 

back. 

 

IT: history 

EP: trust 

IT: reversal 

 

So you have an idea… 

10.34! 

…that something is wrong. Why, why’s that wrong. 

A duration of 6 minutes. 

What does that mean? 

Well I would have assumed that it was umm… 

What does Duration 6 minutes mean? 

Well, at…when I first saw it I though the 6 minutes would be how it was going to get me from, which is wrong 

obviously, from Swanston to Little Collins. Then I have the walk to…I don’t know. 

Okay. 

Hang on, do I have to catch two trams? 

 

A: affect 

M: time 

A: uncertainty 

M: entities & events 

SiW: act & move 

A: uncertainty 

SiW: entities & events  
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A4-7.49 

Why do you think, why do you think you have to catch two trams? 

Because I’ve got two of these letter combination thingys. 10:38…I still don’t know why it’s giving me these times 

after…did I punch in that I was leaving from 10:05 rather than arriving at 10:05? 

I don’t know. 

You mean I have to go back? 

Can you see, can you check that anywhere…what you did? 

No. 

 

M: entities & events 

IT: outcomes 

A: uncertainty 

IT: outcomes 

IT: history 

M: act & move 

IT: reversal 

IT: history 

Okay. How can you, what can you do then? 

I’d probably either go to the right to the start or something like that or just keep going back until I figure out where 

I’ve gone wrong. 

The back button is [unclear] alright. 

Go back? Maybe I’m just getting edgy because I know I’ve missed my tram and appointment. 

 

IT: projection 

IT: reversal 

IT: history 

A: uncertainty 

A: affect 

SiW: entities & events 

You could have walked there. 

Walked to Exhibition and Little Collins? More like run! It’s more convenient. At least I’m in control. Okay, now I’ve 

got no idea what’s going on here so I’m going back again. 

 

SiW: act & move 

E: knowledge 

A: opinion 

A: uncertainty 

IT: reversal 

Yeah? And you have the time thing. 

Enter time. Now I thought that was the time that I wanted to be there at. 

And, and as you said before, you can’t tell from that screen… 

No. 

…whether you would arrive [unclear]. 

I’m so embarrassed with my hand. I’m not left-handed! Okay, I’m leaving from Swanston and Queensberry. I’m 

getting to Little Collins and Exhibition. 

Does it say anything about, yeah, do you have options about time? 

Departure time. Now I want to arrive there at 10, it was 10:05, so enter the arrival time… 

Yeah. 

…which is 10:05! 

AS: semantics 

M: time 

A: affect 

E: habit 

M: pos & loc 

M: pos & loc 

IT: outcomes 

M: time 

IT: projection 

IT: outcomes 

 

And you get the same combinations here? Can you see something about time here? What are you…? 

I’ve got the View Map and at this point in time I just want to go to map and say I’m walking or running. Oh what is the 

interchange thingy one? 

What is, what do you see on this screen? 

Disembark at the intersection of Swanston and Bourke Street stop 10 and walk to stop 5 on Bourke Street. Okay, so 

there are two trams that I have to catch. 

AS: semantics 

IT: projection 

SiW: act & move 

AS: semantics 

IT: outcomes 

M: entities & events 
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Yep, that’s, that’s correct. 

Uuuu, at least I know that I’m supposed to… 

Which, which trams are you going to take? What, which tram routes? Do you see any information on that? 

Okay so I have assumed there’s only one tram going down Swanston and there’s probably about 50 of them. Okay, 

now, what’s giving me the irrates is why is it saying 10:34? 

 

SiW: entities & events 

EP: trust 

M: entities & events 

E: knowledge 

A: affect 

IT: outcomes 

There’s obvious, obviously some kind of error here because you actually did the right thing but the thing is… 

That’s what I thought! 

…but the thing is you were not sure you did the right thing when you were…. 

The first time I wasn’t but now I’ve gone back and I’ve checked that I’m going from Swanston to Little Collins and 

Exhibition and that I have, wanted to arrive at 10:05. 

Let’s just assume that the times there are the right times, that it’s an hour later now. So what, which route are 

you…? 

Ah, okay, so this isn’t in synch with that? I mean this isn’t…It should be. 

A: opinion 

A: uncertainty 

IT: history 

M: entities & events 

M: time 

M: time 

A: opinion 

 

Well, obviously there’s a, there’s a smaller error there. 

Duration of 6 minutes. Is that the duration of that tram ride from Swanston to wherever that first stop was that it was 

suggesting? 

What do you think? 

Ble. Umm. 

But, if you go back to uhh, this [unclear]… 

Ah, okay. 

Which tram routes do you have to take? Do you get that information from there? 

I’m thinking that’s route, so it’s 1. 

That’s correct. 

 

IT: outcomes 

M: entities & events 

A: uncertainty 

M: entities & events 

 

 

 

Task  : 2b 

Starts : 0:27:12 

Ends : 0:27:37 

Location : Standing outside the ICT Building 

Focal activity : User is tying to find out when the first possible tram is departing. 

 

User response 

 

Analysis/discussion 
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Ahhh, when the first possible tram is departing. 

Yeah, when, when is that? 

I’m guessing it’s 10:34. 

Okay, yeah. That’s, that’s correct. If the system [unclear]. 

Okay, alright. I’m so messed up right now. 

So I’m taking route 1, the first tram is 10:34 which is, like, ages away 

M: entities & events 

A: uncertainty 

M: entities & events  

M: other 
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Appendix 4-8: Case A numerical analysis 

Individual participants  

Overall most participants talked about what they were doing (1.1.2-Apex (n=96)), 

what they had done (1.2.1-History (n=200), 1.2.3-Outcomes (n=398)), what they 

were intending to do (1.2.4-Projection (n=433)) and back-tracking through the 

system (1.2.5-Reversal (n=69)) more than other things according to this coding 

scheme. They also talked about emotional responses to the system (2.1.1-Affect 

(n=156)), discussed the degree of (un)certainty regarding what to do (2.1.2-

Uncertainty (n=540)), expressed their opinions and preferences with regard the 

system (2.1.3-Opinion (n=48), 2.1.5-Preference (n=78)), and attributed something to 

the system (2.1.4-Attribution (n=28)) more than other things except for 1.2-

Interaction Trajectories according to the coding scheme deployed. Participant 4 

often discussed the degree of certainty about what to do and often expressed 

uncertainty (there were 128 occurrences of the sub-category 2.1.2-Uncertainty in the 

transcript) and had a strong emotional reaction (there were 83 occurrences of 2.1.1-

Affect) to the system. 

category > 1.1 

AS 

1.2 

IT 

1.3 

EP 

2.1 

A 

2.2 

E 

3.1 

SiW 

3.2 

SiS 

3.3 

M 

Total 

participant-1 70 

(5) 

227 

(1) 

34 

(6) 

129 

(2) 

31 

(7) 

127 

(3) 

28 

(8) 

97  

(4) 

743 

participant-2 9 

(5) 

233 

(1) 

43 

(7) 

181 

(2) 

51 

(6) 

151 

(4) 

13 

(8) 

171 

(3) 

935 

participant-3 72 

(5) 

254 

(1) 

62 

(6) 

152 

(3) 

48 

(7) 

183 

(2) 

15 

(8) 

150 

(4) 

939 

participant-4 54 

(7) 

279 

(2) 

78 

(5) 

314 

(1) 

68 

(6) 

182 

(3) 

33 

(8) 

154 

(4) 

1162 

participant-5 66 

(5) 

217 

(1) 

56 

(7) 

206 

(2) 

61 

(6) 

168 

(4) 

14 

(8) 

191 

(3) 

979 

Legend 
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Table A4-8.1: Frequency (e.g. 70) and rank (5) e.g. of occurrence of categories across 

participants 
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Particular locations 

Table A4-8.2 below shows that 1.2-Interaction Trajectories was the most frequently 

occurring category in location 1 (standing or sitting outside a building in a park), 

location 6 (standing on the street opposite a public square) and location 8 (standing 

on a street) with 3.1-Self-in-World being the most frequently occurring category in 

location 2 (walking to a tram stop), location 4 (standing on a street), location 5 

(taking a tram and walking) and location 7 (taking a tram or walking). 1.2-

Interaction Trajectories also occurred frequently in location 7 and 3.1-Self-in-

World was the second most commonly occurring category in location 3 (taking the 

tram) and location 6 (standing on the street opposite a public square). 2.1-Attitude 

was a comparatively frequently occurring category for all locations, except for 

location 5 and 6. 3.3-Mappings was the second most frequently occurring category 

in location 5. The most commonly occurring sub-category for 2.1-Attitude for all 

participants across all locations was 2.1.2-Uncertainty: 105, 123, 78, 128, and 102 

occurrences for participants 1 to 5 respectively (mean=107). 

category > 1.1 

AS 

1.2 

IT 

1.3 

EP 

2.1 

A 

2.2 

E 

3.1 

SiW 

3.2 

SiS 

3.3 

M 

Total 

location-1 265 

(4) 

743 

(1) 

93 

(7) 

476 

(2) 

103 

(6) 

206 

(5) 

26 

(8) 

376 

(3) 

2288 

location-2 9 

(7) 

70 

(3) 

35 

(6) 

87 

(2) 

48 

(4) 

109 

(1) 

7 

(8) 

46 

(5) 

411 

location-3 11 

(8) 

65 

(3) 

21 

(7) 

91 

(1) 

22 

(6) 

89 

(2) 

26 

(5) 

55 

(4) 

380 

location-4 9 

(7) 

25 

(4) 

15 

(5) 

44 

(2) 

14 

(6) 

69 

(1) 

8 

(8) 

34 

(3) 

218 

location-5 10 

(7) 

34 

(4=) 

34 

(4=) 

47 

(3) 

13 

(6) 

82 

(1) 

8 

(8) 

53 

(2) 

281 

location-6 23 

(5=) 

98 

(1) 

23 

(5=) 

81 

(3) 

17 

(7) 

87 

(2) 

12 

(8) 

79 

(4) 

420 

location-7 8 

(7) 

38 

(3) 

16 

(5) 

39 

(2) 

9 

(6) 

78 

(1) 

5 

(8) 

35 

(4) 

228 

location-8 21 

(7) 

137 

(1) 

36 

(5) 

117 

(2) 

33 

(6) 

91 

(3) 

11 

(8) 

85 

(4) 

531 

total 356 

(5) 

1210 

(1) 

271 

(6) 

982 

(2) 

259 

(7) 

811 

(3) 

103 

(8) 

763 

(4) 

4757 

Legend 
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Table A4-8.2: Frequency of occurrence of categories across locations 
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Appendix 4-9: Case A observers’ comments 

Observers worked with Version 1 of categories when examining Participant 1’s 

coded transcript and Version 5 of categories when examining Participant 4’s coded 

transcript resulting in Version 2 and Version 5 of categories respectively (see 

Appendix 4-11). Table A4-9.1 below summarises the observers’ comments across 

the participant transcripts and category versions in terms of “general fit” (i.e. how the 

categories fitted the data), “redundancy” (i.e. if more than 1 category was used to 

describe the same notion), “description” (i.e. if the categories adequately described 

the video data), “abstraction level” (i.e. if the categories were at an appropriate level 

of granularity), “complexity” (if the categories were appropriately simple and/or 

sophisticated), “usefulness” (i.e. if the categories ‘did work’ given their purpose), 

and category “clustering” (i.e. if the categories described important groupings and 

sequences of categories). 

 P1 & V1 P4 & V6 

 O1 O2 O1 O2 

General fit 

 

Good Good Good Good 

Redundancy 7 sub-

categories 

3 sub- 

categories 

A few 

categories 

Limited 

Description Work 

required 

Work 

required 

Some ideas 

absent 

Good 

Abstraction 

level 

Inconsistent Good Too low Too low 

Complexity 

 

N/A N/A High High 

Usefulness 

 

N/A N/A Domain 

specific 

High 

Category 

clustering 

N/A N/A Poorly 

described 

Poorly 

described 

Table A4-9.1: Summary of Observer 1’s (O1) and Observer 2’s (O2) comments across 

Participant 1’s (P1) and Participant 4’s (P4) transcripts and Version 1 (V1) and Version 6 (V6) of 

the super/sub/categories 

From the table, it is clear that, according to the observers, the categories fitted and 

described the video data well without too much redundancy as the category versions 

developed. The observers also regarded the final versions of the categories as useful, 

if domain-specific. However, both observers regarded the categories as a complex 
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description of the video data and noted that there was no acknowledgement of how 

categories were clustered together. 

Observer 1 and 2’s comments regarding Participant 1’s transcript categories and 

Version 1 of the categories can be classified under issues concerning general fit, 

redundancy, description, level of abstraction, application and structure. Observer 1’s 

comments concerning Participant 4’s transcript and Version 6 of the themes can be 

classified under: method of analysis, general concepts (user goals, affect, time), 

specific categories (Interaction Trajectories, Self-in-World, Self-in-System) & 

subcategories (1.2. IT: Outcomes, 1.2 IT: Projectability, 3.3.-M: Entities), 

transferability, and usefulness. Observer 2’s comments concerning Participant 4’s 

transcript and Version 6 of the themes can be classified under method of analysis, 

specific categories (attitude) & subcategories (affect), clustering, and level of 

abstraction and complexity. 

Participant 1 transcript & Version 1 of categories 

With regard to general fit the first observer commented that the categories and 

dimensions fit the data, but that there was a need to contextualise them better. This 

observer suggested that a background, introduction and perspective to each category 

would be necessary. The second observer noted that the categories and dimensions 

actually did fit because of the aim of the research – to understand mobile work and to 

map this data onto an existing theoretical perspective – but that the categories and 

dimensions would not have been descriptive of usability problems within the data. 

Regarding redundancy the first observer commented that many sub-categories 

seemed to overlap, even though there was no complete redundancy. The first and 

second observer respectively noted that seven and three of the sub-categories 

appeared similar. In connection with description, the first observer commented that 6 

categories should be described more effectively. This observer noted that it was not 

clear if these (sub-) categories referred to the process of doing the task or the 

outcome of the task or both. The second observer noted that one category name was 

not very clear and that there seemed to be an overlap between this category and 

another. This observer also commented that one category should be relabelled. 

Regarding level of abstraction the first observer commented that some categories 

seemed to be “bigger” or “meta-themes”. The second observer commented that all 

the categories and dimensions seemed to have the same overall level of abstraction. 
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With regard to application the first observer commented that, at the beginning of the 

analysis, the categories and dimensions appeared to be applied to usability problems 

only, whereas later in the analysis they were applied more “equitably” to use issues. 

Regarding structure, both observers commented that a column describing the 

dimensions of each sub-category was confusing and had limited usefulness when 

trying to understand and apply the categorises.  

Participant 4 transcript & version 6 of categories 

Observer 1’s overall comment was that the themes did seem to fit the data, but 

seemed overly complex. This observer also expressed some reservations regarding 

the transferability of the themes to other domains. In particular, the observer noted 

that tram-specific terms should be removed from the explanations but could be 

included as examples. With regard to the method of analysis Observer 1 commented 

that the analysis seemed at a very low level, with sentences being analysed into many 

subcategories in many cases. This observer also pointed out that matching a 

subcategory to a keyword sometimes did not work in the analysis. This observer also 

questioned why some sentences had not been analysed and why several utterances 

referring to the same event were analysed as three instances of a subcategory, instead 

of a single instance. 

Regarding general concepts Observer 1 commented that certain important concepts 

were not well addressed in the themes, namely user goals, affect, and time. 

Specifically, the observer commented how user motivations and plans and how these 

motivations and plans mapped onto the functions within the device seemed absent 

from the analysis. This observer also commented that affective responses to the 

system were poorly described by the subcategories, with Preferences & feelings and 

Habits, expectations & beliefs clustering five important descriptors into two 

subcategories. Finally, this observer commented that time was poorly managed in the 

analysis: past, present and future were often pushed into a single subcategory (e.g. 

the Activity sub-category of Self-in-World), but were separated within the 

Usefulness category. 

Regarding specific categories & subcategories, Observer 1 commented that the 

difference between certain categories did not seem clear, namely Interaction 

Trajectories, Self-in-World, Self-in-System. This observer commented specifically 

that the Projectability sub-category under Interaction Trajectories seemed similar to 
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the Activity sub-categories under Self-in-World and Self-in-System. The observer 

also commented that Interaction Trajectory: Outcomes seemed to have two 

important components: system results and user expectations. Additional comments 

included that Mapping: Entities seemed very specific to the domain of way-finding 

using trams. Regarding usefulness, this observer commented that the high granularity 

and lack of discreteness in the abstraction represented by the categories and 

subcategories made application difficult. In addition, the observer noted that the 

existing arrangement of the super/sub/category hierarchy posed difficulties for 

understanding. Finally, the observer noted that many categories appeared in clusters 

in the transcript and that this may be worth examining further. 

In general Observer 2 commented that although the themes were complex, they 

seemed to fit the data and did not overlap excessively, when the description of each 

theme had been examined. The observer also wanted to know what the themes would 

be utilised for. With regard to method of analysis, Observer 2 commented that 

perhaps the transcripts were over-analysed: single words were sometimes coded and 

there were often a lot of themes occurring in a short period of time, making the 

analysis hard to follow. Regarding specific categories & subcategories Observer 2 

commented that the “emotional” categories and sub-categories needed work. 

Specifically, the observer commented that Attitude seemed an inadequate category 

label and Affect did not seem descriptive of an emotional response. With regard to 

clustering, Observer 2 commented that certain sub-categories appeared to recur 

together within the analysis. With regard to level of abstraction Observer 2 

commented that the themes were on a low level of abstraction and recommended 

another level of abstraction to interpret the data. This observer also suggested 

evolving some overall themes that were descriptive of the data. Regarding 

complexity, Observer 2 commented that there was already a high level of complexity 

within the themes, making them quite difficult to understand. However, this observer 

also noted that the subcategories describing the categories were useful and the 

description was very important. 
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Appendix 4-10: Participant 1 and 4's cued recall transcribed comments (Case A) 
 

    Complete coding match in the same part of the transcript 

    Similar coding in the same part of the transcript 

    Partial coding match in the same part of the transcript 

    No match with the same part of the transcript 

 

Participant 1 

Loc Task 
Note 
No Note content 

1 1a 1 U1 felt s/he was focused on tram and 14 and that s/he was feeling under pressure to get the work done quickly. 

1 1a 2 

U1 felt s/he committed an error because s/he was in a rush and was 'trying not to think too much.' S/he entered the 

data in this way as s/he focused on the first drop-down and didn't think much about it after that.  

1 1a 3 At this point U1 realized s/he had entered the data the wrong way around. 

1 1a 4 U1 described how when s/he looks at a Website s/he tends to look at the first thing without thinking. 

1 1a 5 

U1 described how s/he was thinking s/he should be at the destination at a certain time. S/he described how s/he was 

working from the destination backwards. In addition, s/he commented that s/he was focused on being at stop 14 at 4.30 

p.m.. S/he was shifting thinking from the way the system was presenting information to her. The task description didn't 

focus on a particular rime, so she focused on the destination first.  

1 1a 6 

U1 said s/he didn't treat the application as a Web browser, but more as a device. S/he agreed an onscreen button may 

have helped. 

1 1a 7 At this point U1 described s/he had realised the mistake 

1 1a 8 U1 stated s/he had learned the difference between departure and arrival 

1 1a 9 

U1 described how the word store 'didn't agree with me'. S/he was thinking in terms of being able to store the 

information for other tasks so s/he could use it later.  

1 1a 10 U1 described how s/he learned what store meant.  

1 1a 11 

U1 described how finding out earlier and later times was difficult. S/he commented that when looking at normal 

timetables she gets a whole series of times. S/he described how getting one time delivered was difficult and that several 

times might have been useful. 

1 1a 12 

U1 thought that s/he had to write down stuff in order to respond to the tasks appropriately. S/he also thought s/he 

might have to recall it. 

1 1a 13 User felt that Earlier and Later would display several times. S/he thought multiple times would have been useful. 

1 1b 14 

U1 knew this was the same task with a different time. S/he didn't know how many times would be shown when selecting 

Earlier or Later . S/he thought that if s/he selected Different timetable s/he would have to enter everything again.  

1 1b 15 U1 was unwilling to choose this option because s/he thought s/he would have to go back to the very beginning. 

1 1b 16 

Despite this, U1 felt that it was not as bad as s/he thought it would be, although s/he would have preferred not to have 

had to entered the data again. 
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1 1b 17 

At this stage, U1 thought s/he was getting a feel for how information was being presented and the sequence of input 

required: street names, departure stops and times. 

1 2a 18 U1 thinks of Swanston Street as the main street and Queensberry Street as simply forming the intersection 

1 2a 19 

From doing the previous task, U1 had an idea that s/he would be asked for origin information first. The meaning of Store 

was also now clear. 

1 2a 20 

The three boxes helped U1 remember that s/he had to enter certain information. Specifically, s/he felt s/he had to enter 

information in all three text boxes. U1 felt it was easy to go back because s/he had learned to do this in previous tasks. 

1 2a 21 U1 felt the system didn't make clear if order of input mattered. S/he just followed the order in the task description. 

1 2a 22 U1 felt the system didn't indicate what to enter so s/he just entered the whole thing. 

1 2a 23 

The user thought this was straightforward because of past interations. Notably the user commented that the use of the 

word Verify was different as previously it was Store. 

1 2a 24 The user commented that s/he wasn't sure how to go back: via the Back button or otherwise. 

1 2a 25 

The user commented that s/he was getting more confident/comfortable with interacting with the system. S/he knew 

what she had to enter for destination details. S/he commented that s/he found the input via the virtual keyboard okay. 

This confidence is supported by the fact that this is the longest period of uninterrupted speech so far. 

1 2a 26 

The user commented that s/he thought the problem was something to do with the server connection. S/he also 

commented that the system did not help the user find out what was going on. S/he felt the only recourse was to step 

back and try again. 

1 2a 27 Here the user commented that s/he thought s/he would have to go back to the start of this sequence of interaction. 

1 2a 28 

The user commented that the information from the evaluator was very helpful. She also commented that, given time, 

she may have worked it out. 

1 2a 29 

User commented that s/he was becoming more comfortable with the system, given his/her experience with verifying the 

destination and departure point from the previous task.  

1 2a 30 

The user commented that at this point she was focused on the task: the route number and the fact that s/he had to be 

there in 30 minutes in particular. 

1 2a 31 

S/he reflected at this point that she should have used Arrival time instead of Departure time. S/he chose Departure time 

because she was thinking from now forwards, like in the previous task. 

1 2a 32 

S/he commented that s/he selected this because s/he was aware of what time it was. S/he entered the current time as 

s/he thought it might be faster as opposed to "typing it in". S/he also thought it was "more logical" to do this. S/he also 

agreed that the system may have "trained" him/her to think about the departure point first through presenting the 

departure point first in previous tasks.  

1 2a 33 

The user commented that at first glance s/he had no idea what the abbreviations meant. She noted that she couldn't 

even read it. 

1 2a 34 The user worked this out as s/he had used abbreviations previously: st for street. 



Appendix 4-10: Participant 1 and 4's cued recall transcribed comments (Case A) 

 

 

A4-10.3 

1 2a 35 

The user commented that s/he was slowly working out what the symbols and abbreviations meant. To do this s/he was 

thinking in terms of real life: s/he would have to take 2 trams to complete this journey. She commented how s/he was, 

at this point, stepping away from the system and was beginning to think how s/he would reach his/her destination 

without the system. S/he also commented that s/he was visualising the journey.  

1 2a 36 

The user commented that stops didn't make sense to him/her. S/he was not even aware that stops were numbered. 

S/he also commented that s/he was beginning to think about where each stop actually was in the real world. 

1 2a 37 

The user commented that s/he had almost drifted away from the task. S/he described how s/he was focused on the 

bigger picture of getting there. S/he also described how s/he was absorbed in understanding the information and in how 

to use the information to reach the intended destination. 

1 2b 38 

The user commented that s/he chose the first one because s/he thought this would provide him/her with the time to 

start the journey. Thus she commented she was thinking about the departure point first. 

1 2b 39 

The user commented here that s/he wasn't sure if this screen informed him/her about stops which, s/he commented, 

would have been useful as a reminder. 

1 2c 40 

The user commented that s/he thought this because there were two trams. Then s/he realised there was only one 

interchange. So interchange helped her. 

1 2d 41 

The user commented that s/he was aware that in terms of reality s/he didn't know where Stop 6 was. Therefore s/he 

wanted to view the map to obtain more information. 

1 2d 42 

The user thought that if s/he selected the symbols s/he would get more detail. The user also commented that the map 

didn't have any street names marked on it and therefore s/he didn't know what area it was representing and what the 

streets were. She also commented that the map was not that helpful. 

1 2d 43 

The user commented that s/he vaguely knew the map was representing the city but that s/he had no idea about which 

direction to take (North, South etc.). She commented that the map was "just a bunch of lines". 

1 2e 44 

The user's comment here was that s/he couldn't interpret the map previously so s/he decided not to bother the next 

time. She also commented that s/he was thinking about how s/he would find the destination in real life. S/he 

commented that after trying s/he gave up and decided s/he'd worry about that later. A general comment s/he made was 

that s/he started trying to relate information in the system to the real world at the point route information was given. 

1 2f 45 

The user commented that s/he thought that when s/he actually got near to Stop 0 the map might make more sense. 

S/he commented at that point s/he did not know which way to go. 

1 2f 46 The user commented that s/he was not surprised s/he got directions at this point. 

1 2f 47 

The user commented that s/he didn't understand what the directions meant because s/he didn't know where the last 

stop was: s/he had no reference point. 

1 2f 48 

The user commented that s/he thought, from previous experience, that the map wouldn't help. S/he explained that s/he 

clicked on it because there weren't any other options. 

1 2f 49 

The user described how s/he said this because s/he couldn't visualise where the corner of Little Collins Street and 

Exhibition Street was. 

1 2f 50 

The user realised that start marked on the map meant the stop where s/he had to get off and stop meant the 

destination. S/he commented that through this s/he worked out where Little Collins Street was. She commented that 

although there was no label for Little Collins Street the task helped as it had informed him/her that the destination was 

Little Collins Street. 
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1 2f 51 

The user commented that s/he started using "I" because s/he was aware s/he has to physically do the task. S/he also 

commented that s/he was aware that s/he had to use the device to complete the task. S/he commented that she wasn't 

sure if s/he was picturing him/herself in reality but that s/he was thinking about where s/he was on the map and trying 

to relate it to real life. S/he also commented that s/he did not know where the destination was in real life and that s/he 

had trouble thinking about the link between him/herself, the map and the real world. 

1 2g 52 

The user commented that s/he selected the second link as that was the 'logical' thing to do given s/he was looking for 

information on the second part of the journey. 

1 2g 53 

The user commented that at this point s/he was confortable with using the Back button and that s/he was aware where 

information was. 

1 2g 54 

The user commented that at this point s/he suddenly thought about the original task of having to be at the destination in 

30 minutes. 

1 2g 55 The user commented that s/he was not sure why s/he selected this option at this point. 

1 2g 56 

At this point, the user commented, s/he was more aware of and thinking in terms of real life. She also commented that 

the system was not helping her to think in terms of real life. 

1 2g 57 

The user commented that s/he didn't understand the directions as s/he wasn't visualising that part of the journey 

effectively. S/he also commented that s/he did not know which way to go and thus started taking the instructions 

"literally". 

1 2g 58 

The user commented that, at this point, s/he was thinking about how s/he would use the information to assist with the 

task. 

2 

doing 

2 59 

User commented that s/he was trying to figure out how to manoeuvre back through the system to get a time that s/he 

could use. S/he also commented that at this point s/he became very aware of the time element in the task and that s/he 

thought s/he would have to keep clicking Back to get an appropriate time. S/he also commented that s/he was not sure 

how to start the task again and that s/he had to go back to the route information to find appropriate times. 

2 

doing 

2 60 

The user felt that the map didn't really help him/her as s/he had no idea where the departure stop was in the system, 

despite knowing where it was in the real world. 

2 

doing 

2 61 

The user felt uncomfortable with the map at this point. S/he felt that s/he couldn't rely on an interpretation of the map 

to help. S/he commented that s/he hoped that as s/he got closer to the destination the map would make more sense. 

2 

doing 

2 62 

The user commented that s/he realised that if s/he knew how to get to the destination s/he wouldn't need the system! 

Thus s/he was questioning the usefulness of the system. S/he also commented that s/he needed quite a lot of 

knowledge to use the system effectively. 

2 

doing 

2 63 The user commented that s/he was thinking in terms of the stop number offered by the system at this point. 

2 

doing 

2 64 The user commented that s/he broadly knew where to go in the real world. 

2 

doing 

2 65 The user commented that at this point s/he was very uncertain as s/he did not know where to disembark from the tram. 
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2 

doing 

2 66 

The user commented that s/he was trying to build a bridge between the system and the real world and that the system 

didn't help because the map didn't have street names marked. S/he also commented that she thought that when s/he 

got there s/he could align the streets: i.e. turn the device so that it was pointing in the direction s/he was going. 

2 

doing 

2 67 

The user commented at this point s/he was worried about where to disembark. S/he thought s/he should forget about 

the time at this point. 

2 

doing 

2 68 

The user commented that his/her eagerness to view the map reflected his/her concern about not knowing where to 

disembark.  

2 

doing 

2 69 The user commented that at this point s/he had no idea which way s/he was going. 

2 

doing 

2 70 

The user described how s/he had no idea about the path and that the map was just a series of lines. S/he didn't know 

how the lines mapped to the way s/he was travelling. 

2 

doing 

2 71 The user commented that s/he found this helpful as s/he could figure out her future trajectory better. 

2 

doing 

2 72 

The user commented that s/he wanted to know his/her position on the map at this point. S/he felt that if s/he knew 

his/her current position that s/he could figure out where to disembark. 

2 

doing 

2 73 The user is referring here to the fact that the main streets were labelled. 

2 

doing 

2 74 

The user commented that the map wasn't helpful so s/he decided to look at the interchange information. S/he thought 

that knowing interchange information may help where to disembark and embark again. The user also commented that 

his/her focus was purely on the stop at which to get on the next route as s/he had figured out that s/he had to 

disembark at the street after Lonsdale Street. 

2 

doing 

2 75 

The user felt that s/he needed a lot of knowledge about the city to use the system. S/he commented that she used her 

knowledge of the city to figure out where to disembark. 

2 

doing 

2 76 

The user commented that the system didn't help him/her to figure out where s/he was going. She commented that s/he 

needed labels for streets on the map and that if labels were present s/he would use what s/he knew about the city to 

make sense of these labels. 

2 

doing 

2 77 

The user commented that s/he was focused on the system at this point. S/he also commented that s/he could not 

undertand what stop to disembark and board at. 

2 

doing 

2 78 The user commented that, at this point, s/he had remembered that Bourke Street was after Lonsdale Street. 

3 

doing 

2 79 The user commented that this question encouraged him/her to start thinking about which direction s/he had to go. 

3 

doing 

2 80 

The user commented here that the system was helpful concerning information on routes and times. However, she also 

commented that it wasn't necessarily useful as more than one tram went in one direction. 

3 

doing 

2 81 

The user commented that s/he was trying to remember the route numbers that s/he had been given previously. S/he 

also commented that s/he didn't want to look for route numbers because s/he didn't want to go back. 

3 

doing 

2 82 The user commented that s/he wanted to find out where to embark the next tram at this point. 
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3 

doing 

2 83 

The user commented that the map had symbols showing where to embark and disembark and that s/he was trying to 

figure out which was which. S/he also commented that s/he didn't know which direction the tram was coming from, 

which would have helped to figure out which of the symbols was actually Stop 5. Thus the symbols didn't help, according 

to the user. The user also commented that an indication of future or present location would have helped.  

3 

doing 

2 84 The user commented that s/he thought the second route might build on what s/he already knew. 

3 

doing 

2 85 

The user commented here that Stop 5 was the second stop at the interchange and that s/he was focused on this 

because s/he considered this her destination. 

4 

doing 

2 86 

The user commented that here s/he needed something in terms of direction, such as street names. S/he also 

commented that s/he didn't know where North was. 

4 

doing 

2 87 

The user commented here that s/he thought s/he could use the route number and information at the tram stop (e.g. a 

map, or information considering direction) and match it up with the route s/he was supposed to take. 

4 

doing 

2 88 The user commented here that going to a tram stop was the only recourse at this point, unless s/he asked someone. 

4 

doing 

2 89 

The user described that after Jesper pointed out the direction s/he was much more confident about the second route and 

which way to go. S/he commented that s/he was still uncomfortable with the walk at the end of the trip though. 

4 

doing 

2 90 

The user commented that here s/he wasn't sure that s/he knew where to disembark at the end of the next segment of 

the journey, other than that it was at Exhibition Street. She also commented that s/he was unsure how s/he would get 

to Little Collins Street. 

5 

doing 

2 91 

The user commented that there was no information regarding where to disembark. S/he also commented that s/he only 

knew s/he had to walk along Exhibition Street. The user also indicated s/he was still unsure where s/he should 

disembark and that s/he thought Walk to Destination would indicate from "where to where" s/he had to walk. S/he also 

indicated that s/he was unsure about where to disembark, but that s/he had an idea that it was at Exhibition Street. 

During this interaction, there was an announcement by the tram driver that Russell Street was approaching. The user 

indicated that s/he did not hear the announcement. 

5 

doing 

2 92 

The user commented that s/he did not use the map for disembarking the tram and that s/he could not recall if s/he used 

the map to find out where to go when s/he disembarked. 

5 

doing 

2 93 

The user commented here that s/he was trying to point the map in the direction that s/he was walking as it was easier 

to read given this orientation. S/he also commented that s/he turns a road map when using it to find out which way to 

go. 

5 

doing 

2 94 

The user noted that the Start and Stop labels were very useful in determining how far to walk to get to Little Collins 

Street. 

5 

doing 

2 95 

The user noted in general that the maps were not all that useful because there were very few street names marked, but 

that the map enabled him/her to calculate how far to walk. 

5 

doing 

2 96 

The user commented here that the instructions referred to were on a seperate screen and that having these directions 

and a map together would have helped. S/he also commented that by looking at the device s/he was trying to establish 

a connection between what was on the map and what was in the real world. S/he noted that the "two dots" indicating 

the start and end point of the walk helped in terms of establishing his/her own location and position on the map. 
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6 3a 97 

The user commented that s/he liked not having to enter the departure location as it reduced the number of things s/he 

had to enter. 

6 3a 98 

The user commented that from previous experience s/he knew s/he shouldn't enter "St" and that she had to enter the 

suburb. The user also commented that s/he wasn't visualising where s/he was going because s/he wasn't sure where the 

destination intersection was. S/he commented that s/he thought about the broad direction, not about specifics. S/he 

noted that s/he would have liked the system to make the trip "more concrete" and that a map early on would have been 

helpful. 

6 3a 99 

The user commented that s/he was thinking in terms of real tram numbers on trams ans that was why the letter 

confused him/her. 

6 3b 100 The user commented that s/he confused Duration and Scheduled time because s/he wasn't looking at the label Duration. 

6 3b 101 

The user also noted that s/he made this mistake because s/he "wasn't in the right place for that information". Her point 

was that because s/he wasn't at the tram stop at an appropriate time that s/he couldn't easily interpret the information. 

S/he also commented that it would have been useful to have had multiple times and that it seemed that every time s/he 

obtained the time for a tram s/he didn't have time to catch it! 

6 3c 102 

The user commented that the map was not that useful and that s/he struggled with trying to read it. S/he also noted 

that s/he didn't know which direction s/he was going in. S/he commented that there were no street names on the maps, 

even though a star marked the origin. S/he wasn't sure which way the map read and couldn't use North. 

6 3c 103 

The user commented that s/he knew Spencer Street was off Flinders Street and therefore s/he was pointing west down 

Flinders Street. 

6 3c 104 

The user commented that s/he knew the departure point was from Federation Square so s/he had to figure out whether 

s/he had to "go down Swanston" or "up Flinders". S/he used the Interchange information to establish this. S/he had 

learned to do this from previous interactions where s/he had found the maps useful. Thus s/he used the Interchange and 

Walk to destination maps to figure out which way s/he should go. 

6 3c 105 

The user commented that s/he had figured this out from the Interchange information, his/her knowledge of the city, the 

location of Federation Square and the tram stops. S/he again commented that the map having had labels would have 

helped. 

6 3c 106 

The user commented that s/he felt s/he should catch the tram because the system had indicated some routes. S/he 

commented that s/he could have either walked or taken the tram and that a labelled map would have informed him/her 

about distance. The user noted that not being able to read the map made it difficult to make these kind of decisions. 

7 

doing 

3 107 

The user commented that s/he wanted to know where s/he had to board the second tram and that s/he was able to 

remember where the interchange map was. S/he commented that s/he chose this map because s/he thought it would 

show the tram stops. 

7 

doing 

3 108 

The user commented that s/he was able to determine these streets because they were labelled. S/he also commented 

that s/he was trying to figure out which direction s/he was coming from in the system. 

7 

doing 

3 109 

The user commented that s/he wasn't sure which corner the tram was leaving from and that s/he couldn't use North (on 

the map) and therefore couldn't use the map effectively. 

7 

doing 

3 110 

The user commented here that s/he was trying to make a connection between his/her current location and a place on 

the map in order to determine which way s/he was coming from. 
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8 4 111 

The user commented that s/he chose Determine route because it cut out entering on piece of information. S/he thought 

this was the quickest way, involving minimal interaction. 

8 4 112 

The user commented that s/he had forgotten what the Timetable Lookup section involved: s/he vaguely remembered 

that s/he was asked to specify the departure stop. 

8 4 113 

The user spotted that the origin was wrong immediately. Thus s/he thought s/he should enter the correct location. S/he 

described that s/he was thinking about tram routes and was aware that the location of the origin would affect the tram 

routes generated. S/he was also aware that there was only one tram line that went to the main entrance of the 

university. S/he connected this tram line with the main entrance. 

8 4 114 The user was expecting to enter the departure point in the usual way when s/he selected this. 

8 4 115 The user commented that s/he had wanted to avoid this when s/he had selected Determine route. 

8 4 116 

The user commented that at this point s/he wasn't certain that the system would help to complete the task. The user 

also commented that, at the time of doing the task, she wasn't thinking of Bourke Street Mall in the Origin description as 

referring to the whole block.  

8 4 117 

The user commented that s/he wasn't thinking about this as verify: s/he was still thinking about changing the origin 

location. 

8 4 118 

The user commented that specifying the main entrance of Melbourne University in the system's terms (i.e. suburbs etc.) 

was straightforward.  

8 4 119 

The user commented that s/he was visualizing where to go. S/he also commented that s/he was aware of where the 

main entrance was and that if the system had not asked for the intersection information s/he would not have entered it 

as s/he knew where to go. 

8 4 120 

The user commented that s/he had figured out that the first tram route was not useful and that s/he was thinking where 

the system thought s/he was and the destination. 

8 4 121 The user commented that s/he thought that because the tram took five minutes s/he had to wait five minutes. 

8 4 122 

The user commented that s/he selected Back because s/he wanted to know how long s/he would have to wait for the 

tram. S/he was also aware that there was another part of the journey. 

8 4 123 The user commented that s/he was aware of the time issue at this point . 

8 4 124 The user commented that at this point s/he was thinking ahead and visualizing. 

8 4 125 The user commented that s/he was using her own knowledge at this point. 

    

Participant 4 

1 1a 1 

The user commented that it wasn't 1630 that was the problem; it was the way the task read. S/he thought the task was 

right then: that s/he had to return at 1630. 

1 1a 2 

The user commented that it was important to see to interface clearly at the beginning, when the interface was 

unfamiliar. 

1 1a 3 

The user commented that s/he had never touched a device like this before. It was completely new and unfamiliar for 

him/her. Had it been in a laboratory it would have been different. Because s/he had to use it "in the world" it was 

freaky. S/he also commented that s/he had seen people use "handwriting" to input information. 

1 1a 4 

The user commented that s/he expected not to be able to use the device. S/he also commented that if s/he had had a 

play with it indoors it would have been much better and would have made it easier. 
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1 1a 5 

The user commented that his/her surprise was caused by the drop down as the system response was not like the 

Macintosh's. The way that the drop down operated was unfamiliar. 

1 1a 6 

The user commented that the first time s/he selected it it just dropped down, but that the second time something was 

actually selected. S/he was surprised that s/he didn't have to double click. 

1 1a 7 

The user commented that s/he got confused with the discussion of system status: s/he didn't really know what was 

meant here. 

1 1a 8 

The user commented that s/he had selected an origin before s/he had actually meant to and thus she decided to select 

the correct origin. At this point s/he thought s/he would just keep on going: s/he wasn't convinced s/he had recovered. 

1 1a 9 

The user commented that s/he was confused about the three times. When s/he first started doing the task s/he thought 

that the system would list a timetable and that s/he wouldn't have to search out times individually. 

1 1a 10 The user commented that s/he didn't find the translation between 1630 and 4.30 p.m. easy. 

1 1a 11 The user commented that s/he thought the system would return the time to him/her at some point. 

1 1a 12 

The user commented that the difference between Store and Go was not clear. S/he thought s/he could click Store three 

times to store the times and then click Go. The user also commented that the task made him/her think that s/he was 

collecting things and storing them. S/he also commented that retrieving three alternative times was not very realistic. 

1 1a 13 

The user commented that s/he was not expecting Earlier or Later. S/he thought s/he would have to go back to the point 

to where s/he was entering times to find these and that s/he would have to fish around more. 

1 1a 14 

The user commented that s/he wasn't expecting this because s/he thought s/he would have to do more searching 

around for the times. S/he also commented that s/he still didn't understand what Store was about and that Store should 

be Go. S/he felt s/he was going not storing. 

1 1b 15 The user commented that s/he expected the system would have the time displayed, on the top left or right hand corner. 

1 1b 16 

The user commented that s/he was looking for the time somewhere and that was why s/he went backwards. The user 

commented that s/he was referring to the Use current time option here. 

1 1b 17 

The user commented that s/he found navigation difficult and that s/he was completely confused about where s/he was, 

where s/he had gone and found it difficult to go back to where s/he wanted to. 

1 1b 18 The user commented that s/he had no idea what this actually meant. 

1 1b 19 The user commented that s/he was unsure which tram number had been selected at this point. 

1 1b 20 The user commented that s/he thought the Different timetable label meant starting over again. 

1 1b 21 

The user commented that s/he thought having to go back was "silly" when what s/he wanted was not available. S/he 

commented that s/he was looking for a more efficient way, a more direct way of getting to what s/he wanted. S/he 

noted that she kept going back until s/he saw the Current time option. 

1 2a 22 

The user commented that s/he was looking for a drop down with all the suburbs in it. S/he commented that s/he was 

expecting this because lots of Web pages and online systems use a pull-down for suburbs. 

1 2a 23 

The user commented that at this point s/he thought there was no keyboard so s/he was surprised when it appeared. If 

s/he had been sitting at a computer s/he would have expected to type it in 
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1 2a 24 

The user commented that, at this point, s/he was not thinking about the destination, but was just filling in the boxes. 

S/he was only considering the mapping between the task and the system. S/he felt the system was like a wizard that 

would step him/her through. 

1 2a 25 The user commented that s/he felt this would cause a lot of errors and would slow input. 

1 2a 26 

The user commented that s/he was surprised that the system had an autocomplete function. S/he also commented that 

she did not know when it was "guessing": s/he didn't know what it was doing.  

1 2a 27 The user commented that the autocomplete function was causing her to experience a lack of control over the system. 

1 2a 28 

The user commented that s/he didn't understand that Store meant Go. S/he commented that store should be a passive 

state, "not a go". 

1 2a 29 The user commented that s/he was wondering what Go was for, what it actually was. 

1 2a 30 

The user commented that this was not what s/he expected. S/he felt the verify option should have presented data and 

then presented a Yes or No option. S/he commented that s/he clicked on the link just because it was there.  

1 2a 31 

The user commented that s/he thought the system was like a wizard, but not as good as a wizard because it did 

confusing things like verifying using a link. 

1 2a 32 

The user commented that s/he thought the system would outline the task and then include a "final Go button" to click 

on. 

1 2a 33 

The user commented that s/he still wanted a pull-down and that s/he was a bit confused concerning what to enter. S/he 

didn't know if s/he wanted Melbourne or City. 

1 2a 34 

The user commented that it was taking a long time to enter the suburb and that if s/he had been given a certain amount 

of time to complete the task s/he would have failed because typing in was taking so long. S/he also commented that 

s/he was a touch typist so s/he was not used to looking for keys such as the space bar because s/he usually selects it 

automatically on a "real" keyboard. 

1 2a 35 

The user commented that s/he felt s/he could complete the task without the system, although s/he stated s/he felt s/he 

wouldn't do it as efficiently without the system. S/he also stated that s/he felt the system wasn't useful at this point and 

that if s/he had had a paper timetable s/he would have run and then started looking up options. S/he commented that 

s/he wanted to be at the stop first and then s/he would look up more information. 

1 2a 36 The user commented that s/he wanted to get going at this point. 

1 2a 37 

The user commented here that his/her natural impulse would be to run to the tram stop and then use the system and 

that if time had been important s/he would have started moving. S/he also commented that s/he had tried to use paper 

timetables on the move but that trams in the city were so frequent that s/he felt s/he could just go to the stop. If a tram 

was infrequent s/he would have looked at it on the move. S/he commented that using the device on the move would 

depend on the frequency of the tram. 

1 2a 38 

The user commented that this time she felt that the system had stored the time and not given her "an answer". She 

commented that the last time store had meant calculate.  

1 2a 39 

The user commented that this time s/he felt s/he read it more carefully because s/he interpreted this as really verifying 

the time as opposed to linking to somewhere else. 

1 2a 40 

The user commented that it was useful to find out all the route information as the other verifying links were not very 

clear. She commented at this point that s/he thought the verify steps were "dumb". 
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1 2a 41 

The user commented that s/he drifted in and of focusing on using the system and on the task. S/he also commented 

that it was only at this point that s/he felt the information related to the actual task. S/he stated that s/he seemed to 

forget the task a lot and that s/he didn't think of the task as a real task. S/he also commented that s/he didn't have the 

concept of a "whole task" but that s/he just did it in pieces, sometimes forgetting the global task. 

1 2a 42 

The user commented that s/he never really thought about arrival time and if s/he would complete the task within 30 

minutes. She stated she would have gotten on the next tram even if it had meant arriving 15 minutes early. Finally, s/he 

said that if s/he had been given a time (such as 1 p.m.) s/he would have thought “backwards” from this. 

1 2a 43 

The user commented that s/he was not even thinking that s/he would have to work this out and that s/he didn't think of 

these as abbreviations as everything else was "normal". 

1 2a 44 

The user commented that this did not relate to anything s/he knew about trams and that the order was wrong. S/he felt 

that the tram number should be first. 

1 2a 45 

The user commented that s/he still hadn't got the idea that s/he was being given any tram information. Only the word 

interchange was familiar. The user commented that s/he thought the map somehow represented the trams. 

1 2a 46 The user was referring to each of the links making up the route description. 

1 2a 47 

The user commented that s/he did not find the map useful, but disappointing. S/he was expecting to see a "Met-like" 

map with a line and a circle with the route number inside the circle. 

1 2a 48 

The user commented that s/he was getting anxious because maps usually help to solve problems and here the map did 

not. S/he also commented that the two abbreviated options (e.g. s0..) on the route information screen did not make 

sense. S/he commented that the map “didn’t have anything” and had no use at all in the task. 

1 2a 49 

The user commented that s/he was comparing this to a UBD or Melways map which don't have stops but do have tram 

direction information. She commented that the best maps were on tram stops because they have stop and route 

information. S/he also commented that s/he needed to know how tram stops, trams and streets corresponded. 

1 2a 50 

The user commented that the map was not tailored to her knowledge of the city. In other suburbs s/he would have used 

the map to broadly figure out where s/he had to go and to help form a picture in her head about where s/he was going. 

1 2a 51 

The user commented that rt was confused further by the U and that if the rt had been alone s/he would have had a 

chance. She also commented that s/he wouldn't have thought of a trip in terms of routes but in terms of trams. 

1 2a 52 

The user commented that here s/he thought the system was suggesting that s/he go to the stop number and just jump 

on any tram. 

1 2a 53 The user commented that s/he had figured out the global picture but not which trams to take. 

1 2a 54 

 The user commented that s/he was still not clear what the corresponded to trams as IU was not a tram. S/he described 

how s/he was not picturing IU as a tram: s/he thought 1U was something the Met called a tram or that this referred to a 

line. 

1 2a 55 The user commented that at some point s/he realized that D corresponded to down, but s/he wasn't sure when. 

1 2a 56 The user commented that U and D meant nothing to her and that she never thinks of trams going up or down. 
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1 2a 57 

The user commented that the language the system was using was beginning to make more sense, but that s/he couldn't 

understand it easily. S/he also noted that the inconsistency across screens caused problems: suddenly the system 

started using abbreviations. S/he didn't expect these abbreviation so s/he didn't expect to have to figure them out. 

1 2b 58 The user commented that this happened suddenly: s/he suddenly got tired. 

1 2b 59 

The user commented that s/he retrieved the "world" time from the display and that s/he felt s/he had failed or broken 

the system and that there was no comeback. She also described how the sense of real clock time arrived for the first 

time. 

1 2b 60 

The user commented that s/he blamed the system, and the input mechanism in particular, for missing the tram. S/he 

commented that s/he immediately thought s/he had missed it and that is was "the end". S/he felt s/he had blown it. 

1 2b 61 

The user commented that, at this point, s/he thought it was possible to get another tram time. S/he described how s/he 

figured s/he would have to go back and input information faster this time. 

1 2b 62 

The user commented that, at this point, s/he thought it was possible to get another tram time. S/he described how s/he 

figured s/he would have to go back and input information faster this time. 

1 2b 63 

The user commented how s/he thought the system would automatically update the time. Then s/he realized s/he had 

put in the time "hard" and that it would not automatically update. 

1 2b 64 

The user commented how s/he would not have been surprised if s/he had had to enter everything again. S/he also 

commented that if this had happened s/he would have worried about missing the tram again as s/he did not regard the 

system as that timely. S/he described how, at this point, the penny had dropped regarding Current time. 

1 2c 65 

The user described how s/he thought the system was "clunky" and not that clear or "understandable". S/he described 

how it didn't make that much sense and how s/he felt that s/he: Never got a picture of the tram network; Never felt in 

control; Was very disappointed in the map; Had no sense of north; Felt s/he was just responding to options given; 

1 2c 66 The user commented how s/he meant two different routes not two different route changes. 

1 2c 67 

The user commented that s/he was surprised that s/he was presented with a different route but at the same time that 

s/he was not surprised: s/he knew that tram no 6 traveled part of the same route as tram n o 1. 

1 2c 68 The user commented how s/he didn't notice how the time had passed. 

1 2c 69 

The user commented how s/he thought the system was wrong: S/he thought s/he had established that U and D were in 

and out of the city respectively and now they seemed to be the opposite of this. 

1 2c 70 

The user commented that s/he did not use this information to adjust his/her understanding of UP and DOWN. S/he just 

decided to ignore the system. 

1 2c 71 The user described how s/he did not have a "handle" on the word route: she understood route change to mean route. 

1 2d 72 

The user commented how s/he would have been looking for Bourke Street to help him/her decide where to board the 

second tram. S/he then commented that if s/he didn't know where to go s/he would use stop numbers but that stop 

numbers were not that useful at that point. 

1 2d 73 The user commented on how s/he was very disappointed in the map. 

1 2d 74 

The user commented how s/he assumed the map was static and didn't update with the system as had tried to interact 

with in it through clicking on it. S/he thought the map was useless because s/he regarded it as "static". 
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1 2d 75 

The user commented that when s/he saw the new map that s/he thought it might be useful as it had readjusted "closer" 

or was in more detail. S/he thought it would have got "cleverer" over time. S/he commented that s/he had remembered 

the star from before and had worked it out via the legend on the map. 

1 2d 76 

The user commented that s/he was having trouble figuring out the map. S/he thought it would give an overall picture of 

the route, but was confused because it didn't have a final destination marked. 

1 2d 77 

The user commented that on this map s/he didn't see a "little tram" and thus thought the dots symbolized the trams. 

However, s/he also commented that the dots made no sense.  

1 2d 78 

The user commented that s/he was very keen to work out where stop 5 or 6 was. S/he was trying to get a picture in 

his/her head of where s/he had to go at the intersection. 

1 2d 79 

The user commented that s/he needed to turn the map the right way so that s/he could get a picture of the destination 

dot. 

1 2d 80 

The user commented that she didn't know where the "real" north in Melbourne was and that she thought in terms of 

reference points and then superimposed the system map on these reference points i.e. where s/he thought Bourke & 

Swanston were. S/he also commented that s/he was picturing places at this point and that s/he was aligning the map to 

these places. 

1 2d 81 The user commented that the map was not helping at this point because there were no destinations or stops marked. 

1 2d 82 

The user described how s/he was visualizing the places in the real world in his/her head and was trying to reconcile 

where the second stop was according to this mental picture. S/he described how the labels Stop 5 and Stop 6 were 

"pointless" as they were not marked on the map. 

1 2d 83 

The user commented how s/he knew that s/he was getting off at the intersection of Swanston & Bourke, but that s/he 

wanted to "get" a stop on Bourke Street to go to Exhibition from. When s/he said "up there" s/he meant the whole of 

Bourke Street before and after the interchange/intersection. 

1 2d 84 

The user described how s/he was guessing that the next stop was "up" Exhibition Street. S/he also describe how s/he 

was visualizing going "up" towards Exhibition Street and looking at stop numbers to double check s/he had the correct 

stop. S/he described how s/he was thinking s/he should head towards his/her destination to catch the tram and how 

s/he was not thinking about stops in the real world. S/he described how s/he thought the stop would be "just around the 

corner". 

1 2e/f 85 

The user commented that s/he clicked on the last tram because s/he was expecting to get a more explicit 

explanation/representation of the abbreviations. She also commented that at this point s/he was thinking about 

information in the device, not about how the information related to the real world. 

1 2e/f 86 

The user commented that s/he was expecting a description in words, like the directions at the interchange i.e. details in 

"real words". 

1 2e/f 87 The user commented that s/he was frustrated at the inconsistency in the system. 

1 2e/f 88 

The user commented that not until s/he got the description of the directions did it become “real” so that s/he could 

picture/imagine it in the real world. The user also noted that s/he was trying to picture where this would be in his/her 

head and that the symbolism used was not facilitating that. 

1 2e/f 89 

The user commented that s/he said this because the information in the system had no real meaning in the context of the 

"big task". 
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1 2e/f 90 

The user commented that s/he was thinking the language used here had no mapping to the real world and activity in the 

real world. In addition, s/he commented that it was not useful as it had no meaning and that something like "a block" or 

"a street" would have been more useful. S/he added that it didn't relate to how people would give directions in the real 

world. 

1 2e/f 91 

The user commented here that s/he was attempting to picture the experience of getting off the tram on Bourke Street. 

S/he noted that s/he was thinking of that segment of the task only and not the whole task. S/he also noted that s/he 

never seemed to "pick up" on the whole task. 

1 2e/f 92 The user commented here that the maps had been no help so far so s/he had given up on them . 

1 2e/f 93 

The user commented here that s/he wanted Swanston Street to be horizontal and this was hard to do because of the 

lack of labels on the map. S/he commented that s/he was trying to figure out how the map corresponded to the real 

world. 

1 2e/f 94 

The user commented that this map was better than the last ones because it had a path marked on it and had detail of 

specific corners, but still no clearly marked street names. S/he added that the map didn't help clear up what the metres 

might actually mean in the real world. S/he added that the meaning of metres was just a guess and that s/he didn't 

think this metric was useful. 

1 2g 95 

The user commented here that s/he was thinking of future actions at this point. S/he also described that s/he was clear 

about what s/he would have to do at this point and that the detailed map had helped. S/he added that s/he was not 

really conscious of the tasks, even though s/he sensed s/he had completed a sub-task. 

1 2g 96 

The user commented that s/he thought the system had made her wait too long. S/he felt the system was slow and 

turgid. 

1 2g 97 

The user commented that that s/he had no idea where s/he was in the system so s/he was hoping going back would 

remind of something or take her back to something she recognized. S/he commented s/he thought the system was not 

navigatible.  

1 2g 98 

The user commented that it never clicked that s/he had to use Arrival time. S/he never mapped Arrival time onto the 

task and didn't see the use of it. 

1 2g 99 

The user commented that s/he never got the idea that the animated icon meant the system was either sending to or 

receiving from the server. 

1 2g 100 

The user commented that s/he thought that if s/he clicked arrival time it would tell her what time she would get there 

based on current trams, not that it was an input into the system. 

1 2g 101 

The user commented that s/he thought arrival time would tell her when s/he would get there if s/he left on the next 

available tram. 

1 2g 102 

The user commented that s/he thought the way to find out duration was to add up each of the bits of the journey in 

his/her head. S/he also commented that s/he was getting annoyed with the system because s/he got the impression 

s/he was missing trams all the time, that it was taking too long to get through the system ans that it was not clear what 

the functionality of each part was. 

1 2g 103 The user commented that s/he thought s/he could estimate how long it would take to walk by looking at the map. 

1 2g 104 

The user commented that s/he suddenly worked out that there was a gap between getting off one tram and getting onto 

the next one. S/he commented that s/he was not sure s/he could make the connection and that s/he had no sense of 

how long the system gave the user for walking between two stops. S/he commented that s/he didn't trust it. 
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2 

doing 

2 105 

The user commented that s/he was confident s/he could do the trip because s/he had pictured it through "playing" it. 

"Mucking around with the system" had helped him/her picture the intersection bit in particular. S/he commented s/he 

was still confused about stops. The "stop 5 thing" was still "a worry", but the system had helped.  

2 

doing 

2 106 

The user commented that the device was very difficult to hold. This was not making her unwilling to consult the device, 

it was just making it annoying to carry. 

2 

doing 

2 107 

The user commented that s/he saw no real use for the system at this point: not to get to the first stop. S/he didn't feel 

s/he needed to use the system while moving as s/he had established that had to get to the corner of Swanston and 

Queensberry. 

2 

doing 

2 108 

The user commented that s/he wanted to return to the startup screen for tidiness: s/he commented that s/he didn't like 

leaving things open. S/he commented that s/he felt s/he had finished with it and that s/he didn't need it any more. 

2 

doing 

2 109 

The user commented that s/he was just curious about what the system could do and that s/he wanted to get a sense of 

that by returning to a "summary of the system" instantiated in the startup screen. S/he commented that this was out of 

curiosity, not because s/he thought it would help. 

2 

doing 

2 110 

The user commented that s/he had a non-exact picture of what s/he had to do and that s/he had forgotten the tram 

number and time. S/he also commented that s/he thought s/he didn't need exact details and that s/he thought s/he 

knew enough at this point. 

2 

doing 

2 111 

The user commented here that s/he had made the decision that s/he didn't need exact times, because of his/her 

knowledge of the city. The user also commented that the tram numbers hadn't stuck, despite having had to look them 

up three times. S/he commented they had "got lost" because of all the "mucking around". 

2 

doing 

2 112 The user commented that the task made it non-urgent to get there on time so the exact times didn't matter. 

2 

doing 

2 113 

The user commented that s/he was thinking s/he would wait until s/he got to the stop and then figure out which tram to 

catch. S/he also noted that s/he had mapped out the whole task in his/her head and was using that to guide him/her. 

S/he commented that s/he had imagined the whole trip so s/he just had to repeat it in the real world. 

2 

doing 

2 114 

The user commented that s/he was ignoring the fact that s/he had to catch a specific tram up or down, according to the 

system. S/he also described how "it" could refer to the trams, the system or the fact that the trams were going up or 

down. 

2 

doing 

2 115 

The user commented here that s/he said this because the U's and D's in the system simply did not make sense. S/he 

also commented that when U and D had "contradicted themselves" on different tram routes, this information became 

useless for him/her. S/he commented that this was because the system was not consistent: if the system had been 

consistent s/he would have "taken it on board" 

2 

doing 

2 116 

The user commented here that s/he thought the system could have had better terminology e.g. "into the city". S/he 

knew s/he had to go into the city. S/he also commented that if s/he had been in the middle of nowhere s/he would have 

tried harder to understand "up" and "down". 

2 

doing 

2 117 

The user commented that the system information would have been more important if s/he had not known the area. S/he 

also commented that if this had been the case s/he would have used the map more: to figure out which way to go and 

which direction to catch the trams. 
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2 

doing 

2 118 

The user commented that s/he did not have an underlying hatred of the system but that the system was too slow, 

making him/her miss trams that it had suggested. 

2 

doing 

2 119 

The user commented here that the issue here was not understanding how to use the system efficiently. S/he also 

commented that s/he was treating the experience as an exercise and if s/he had actually had to catch trams s/he would 

have experienced a huge level of stress. The user also commented that s/he was not getting an overview of how to use 

the system: s/he was still using Back a lot. She described how s/he had a bit of a picture of what the system could do, 

but that s/he was not sure where to find particular functionality. S/he also commented that s/he was learning bits of 

functionality but was not putting them together in a coherent picture.  

3 

doing 

2 120 

The user commented here that s/he thought s/he was looking at a stop number at this point. S/he also commented that 

s/he never thought that the stop numbers would actually be correct. 

3 

doing 

2 121 The user commented that here s/he realized the system stop number was wrong through looking at the real world. 

3 

doing 

2 122 The user commented here that s/he was visualizing where to disembark in intersections rather than stop numbers. 

3 

doing 

2 123 

The user commented here that s/he knew where to disembark but that s/he couldn't relax too much. S/he supposed that 

s/he was not looking at the system and that s/he was confident about the intersection. S/he also commented that the 

stop numbers would have been useful if s/he had not been clear about the intersection. 

3 

doing 

2 124 

The user commented here that s/he had worked out what tram stop to catch the next tram from as soon as the tram 

reached the stop near the City Baths. S/he had worked out that s/he had to go back towards the mall. Then s/he 

thought that s/he should check the interchange link so that s/he could find out whether to go backwards to the Bourke 

Mall stop or forwards to the next stop. 

3 

doing 

2 125 

The user commented that s/he still thought the interchange instructions were unclear. S/he was trying to make sense of 

the description in terms of what s/he was trying to because of curiosity. S/he also commented that s/he was picturing 

what would happen at the real world intersection in his/her head.  

3 

doing 

2 126 

The user commented here that s/he wanted to see "you are here", "this is where you have to go" and "this is how to get 

there" information marked on the map. The user also commented that this was a problem with the maps before: s/he 

couldn't understand what the system was saying and s/he wanted to put herself in the system. S/he also commented 

that s/he was trying to retrofit the instructions on her understanding and that s/he wanted "map" her map onto the 

system. S/he described how s/he wanted to "get it right" by the system and that s/he wanted to get on the stop the 

system suggested. 

3 

doing 

2 127 

The user commented that s/he still hadn't aligned Swanston Street on the map with Swanston Street in the world, but 

was still trying to align Swanston Street on the map with Swanston Street in her head. 

3 

doing 

2 128 

The user commented here that s/he thought the tram would still go up Bourke Street, regardless of where s/he was 

going to get on. 

3 

doing 

2 129 

The user commented that s/he did not trust the system at this point: the "stuff up" with the stop number had caused 

that. S/he also commented that the system had not help her realize where the stop was exactly but that it had helped 

her realize that s/he had to cross the road. 

3 

doing 

2 130 

The user commented here that although s/he answered "yes" to this question, s/he still couldn't tell what the system 

wanted him/her to do. S/he added that s/he couldn't understand the system so s/he thought s/he should make 

decisions. 
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3 

doing 

2 131 

The user commented that s/he had tried to work out if the system meant the same stop as him/her: s/he commented 

that s/he would have been very happy if they had been the same, but that s/he was still not clear which stop the system 

meant. 

3 

doing 

2 132 The user commented that s/he was still worrying about the stop. 

4 

doing 

2 133 

The user commented here that s/he was both thrilled and surprised that the system was correct. S/he added that, as a 

result, s/he was a little bit more interested in wondering if stop 5 for the next part of the journey was true or not. S/he 

also commented that, at this point, s/he might give the system the benefit of the doubt. 

4 

doing 

2 134 

The user commented that this action was based on his/her decision made on the way down to the intersection. The fact 

that s/he was at stop 10 reaffirmed that this was correct: the world s/he saw matched his/her mental picture. 

4 

doing 

2 135 This comment referred to the fact that the user didn't have to catch the 86, based on her real world knowledge. 

4 

doing 

2 136 

The user commented here that when s/he was referring to a tram number s/he was visualizing a tram with a number on 

front. S/he also commented that when talking about trams s/he only knew where they went for his/her own needs. S/he 

commented s/he didn't know where the trams went after s/he had "finished" with them. 

4 

doing 

2 137 

The user commented here that s/he wouldn't even think about individual trams for Swanston and Bourke Street routes. 

S/he added that s/he didn't need to think about numbers or routes as there were so many along these two streets. 

5 

doing 

2 138 

The user commented that s/he knew broadly where to get off, but s/he didn't know how far to go up Bourke Street. S/he 

added that s/he could have stood at the front of the tram, but at this point s/he had faith in the system and stop 

numbers so s/he thought s/he could use that information. 

5 

doing 

2 139 

The user commented here that her/his trust in the system disappeared after the stop numbers in the system regarding 

Bourke Street were wrong: stop 0 in the system vs stop 8 in the real world. 

5 

doing 

2 140 

The user commented here that s/he thought the map was useless: it was not useful in the context and s/he was 

expecting a map with a path marked on it. 

5 

doing 

2 141 

The user commented that s/he was just thinking about her position on the map, not how the map related to the real 

world, when s/he was discussing the map here. 

5 

doing 

2 142 

The user commented here that even if s/he had been "wrong" s/he would have crossed the road when the green man 

appeared. S/he added that s/he knew where Little Collins was and that s/he had already pictured the intersection so 

s/he knew exactly where to go.  

5 

doing 

2 143 

The user commented here that s/he was thinking about how stop numbers in the system mapped onto stop signs in the 

real world. 

5 

doing 

2 144 

The user commented here that s/he would take "ahead" to mean the way s/he was facing. S/he described how s/he 

would expect the system to orient to her. S/he added that s/he wouldn't have thought of aligning "ahead" with the 

tram's direction. S/he also described how, when s/he got off the tram s/he would get off the way the tram was going 

and would then align "ahead" with her direction. 

5 

doing 

2 145 

The user described how, at this point, s/he was checking on the system: whether it was right or wrong. S/he also 

described how, if s/he had consulted the system, s/he would not have gone left but would have overridden it. S/he 

noted that the system was causing doubt at this point. 
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5 

doing 

2 146 The user commented that s/he was trying to work out if the system had some way of saying left was right! 

5 

doing 

2 147 

The user commented that s/he was not very good with left and right but that if s/he had gone to a different corner the 

directions might have worked, but that s/he simply couldn't work it out. 

5 

doing 

2 148 The user commented here that s/he was not clear that s/he had finished the task. 

5 

doing 

2 149 

The user commented that if it hadn't said 7 metres in the directions s/he would have "bought it". S/he added that s/he 

wouldn't swivel and then follow the next direction and that  

8 4 150 

The user commented here that s/he didn't know what each of the three options meant. S/he did note that s/he thought 

the system would be useful at this point though. 

8 4 151 

The user was referring to the tram going up Elizabeth Street at this point. S/he said this because s/he thought the 

system might have an option (tram route) s/he hadn't thought of. 

8 4 152 

The user commented that s/he was not surprised the system knew where s/he was. S/he liked the feature as it saved 

typing in, but s/he felt that "it should have known anyway." 

8 4 153 The user commented that s/he was trying to visualize where the main entrance was. 

8 4 154 

The user commented that the system was making her type in information again at this point. S/he also noted that s/he 

was annoyed the system gave her the wrong option via the auto-complete function. 

8 

doing 

4 155 

The user commented here that s/he was aware the system required two streets and that s/he couldn't think of the 

second street of the intersection. 

8 

doing 

4 156 

The user commented here that s/he couldn't remember the name of the street opposite the main entrance of Melbourne 

Uni. S/he was confident that s/he knew where the main entrance was: it was the one with "the man in the box".  

8 

doing 

4 157 The user commented here that s/he felt the system did not match the task/question. 

8 

doing 

4 158 

The user commented here that s/he felt at this point that thinking of the corner of Elgin and Swanston street as the 

entrance of Melbourne Uni was not natural 

8 

doing 

4 159 The user commented here that s/he felt that because the system had altered her input that it had processed the input. 

8 

doing 

4 160 

The user commented that s/he felt s/he had learned that the verify link was the way forward. However, s/he commented 

that s/he still didn't know where the main entrance was and that s/he wanted to see a picture of the university as 

opposite the intersection of Elgin & Swanston and not just a picture of Elgin & Swanston. 

8 

doing 

4 161 

The user commented here that s/he had pictured how to get to the main entrance so this was not mapping to what s/he 

thought s/he would do. 

8 

doing 

4 162 

The user commented here that s/he was trying to connect what was in the system with what was in the real world. S/he 

also commented that s/he thought the system made her miss her tram. 

8 

doing 

4 163 

The user commented that s/he was thinking of how the system chose a route, particularly if the destination was halfway 

between two routes, as personally s/he could never decide which one to take. S/he added that in such cases s/he tended 

to go to Swanston Street because there were more and prettier trams. The user mentioned Barry Street as it was a 

destination that was "halfway" between two routes. 

8 

doing 

4 164 

The user commented that s/he was trying to align the system map with his/her "personal", mental Bourke Street. S/he 

was thinking about how the real world, the map and herself related. 
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8 

doing 

4 165 

The user commented here that this map was not what s/he wanted and that s/he couldn't "shut it down". S/he also 

described how s/he didn't know how to ask for the map that s/he wanted and that the map on display had "bits 

missing". 

8 

doing 

4 166 

The user commented here that s/he was going back to find a map with a route that had details of Elgin Street. S/he 

added that s/he wanted a detailed map with a route marked on it. 

8 

doing 

4 167 The user commented here that the map did not do what s/he wanted: there were no more details on Swanston & Elgin. 

8 

doing 

4 168 

The user commented that the information s/he received was not why s/he had gone there. S/he commented that s/he 

regarded the map as "stupid" and "not useful". 

8 

doing 

4 169 

The user commented that at this point s/he had a vague idea s/he was not using the most efficient option or 

functionality that the system had. 

8 

doing 

4 170 The user commented that s/he wanted to go back to the startup screen at this point. 

8 

doing 

4 171 

The user commented that s/he was aware here that s/he had gone "fluffing around" and had not been direct about 

getting the information s/he needed. S/he commented that if s/he thought a bit more s/he would have gone to 

Timetable Lookup. 

8 

doing 

4 172 The user commented here that s/he meant s/he didn't really need the system for this task 

8 

doing 

4 173 

The user commented here that s/he regarded Exit as a serious word and that Back "just meant back". S/he felt s/he was 

hesitant to use Exit here as it meant "take you out of the whole system." 
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A4-11.2 

Version 1 

Categories from Tasks 1 & 2: Outside the ICT Building 

 

 

Theme & 

description 

Sub theme & description Dimensions No 

Order 

The sequence of steps facilitated 

by the system required to do 

work 

sequential non-

sequential 

 

Semantics 

The meanings within the system 

required to do work 

clear unclear  

Completion 

How the system facilitates work 

completion 

fast slow  

Activity support: 

Expressing the 

relationship 

between user work 

and the system 

How does the 

system facilitate 

and mediate the 

user’s current 

work? 

Affordances 
How the system affords doing 

work in a particular way 

intuitive non-intuitive  

User confidence  

How the system inspired 

confidence in the user to 

complete work 

high low  

Knowledge requirement  

What the user needed to know 

to complete the work 

high low  

User Issues: 

Expressing user-

based issues 

emergent from 

interaction with the 

system 

What affective and 

cognitive issues 

emerge from the 

user’s interaction 

with the system? 

 

Cognitive load 

The memory and attention 

needed by the user to do the 

work 

high low  

History 

How much past interaction 

information is available 

rich sparse  

Transparency 

How easily potential past and 

future actions are viewable 

transparent opaque  

Flow 

How quickly and painlessly 

interactions can be performed 

fast viscous  

Openness 

How much the system permits 
multiple approaches to the same 

task 

open closed  

Reversibility 

How much the system permits 

going back and reversing action  

reversible irreversible  

Projectability 

How easily future interactions 

and system responses can be 

predicted 

predictable unpredictable  

Interaction 

trajectories: 

Expressing issues 

emergent from the 

user’s interaction 

with the system 

What aspects 

relating to time and 

ongoing interaction 

emerge from the 

user’s interaction 

with the system? 

Rhythms 

How much the system promotes 

regular patterns of interaction 

regular irregular  
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Theme & 

description 

Sub theme & description Dimensions No 

Reversibility 

How easy it is to go back and 

undo actions 

reversible irreversible  

Feedback 

How effective and clear the 

responses from the system are  

clear unclear  

Learnability 

How easy it is to learn to do 

things with the system 

learnable unlearnable  

Constraints 

How much the system 

constrains user actions 

constrained free  

Friendliness: 

Expressing issues 

concerning the 

system itself 

What aspects of the 

system are 

describable from 

one to a few 

encounters, usually 

at an interface 

level? 

 

Consistency  

How much the parts of the 

system resemble one another 

consistent inconsistent  

Presence-location 

How much information is 

available concerning the user’s 

location in the system 

clear unclear  

Presence-action 

How much the system 

representations relate to user 

envisaged action 

clear unclear  

Indexicality: 

Expressing 

emergent issues 

concerning the 

relationship among 

the user and the 
system 

What aspects 

concerning the 

user’s relationship 

with other 

resources, objects 

(virtual and real 

world) and people 

emerge from the 

user’s interaction 

with the system? 

Presence-movement 

How much the system 

representations relate to user 

envisaged movement e.g. 

orientating and moving in a 

direction 

clear 

 

unclear 

 

 

Regional location 

How much the system enables 

the user to understand the area 

the system refers to 

clear unclear  

Objects 

How much the system enables 

the user to find objects being 

referred to (e.g. buildings) 

clear unclear  

Mappings: 

Expressing issues 

concerning the 

relationship 

between the system 
and the real world 

How do the system 

and the real world 

relate during 

interaction? 
Time 

How much the system enables 

the user to relate to real-world 

time 

clear 

 

unclear 
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Categories from Tasks 2, 3 & 4: Around the Melbourne CBD 

!

 

Theme & 

description 

Sub theme & description Dimensions No 

Order 

The sequence of steps facilitated 

by the system required to do 

work 

sequential non-

sequential 

 Activity support: 

Expressing the 

relationship 

between user work 

and the system 

How does the 

system facilitate 

and mediate the 

user’s current 
work? 

Semantics 

The meanings within the system 

required to do work 

clear unclear  

User confidence  

How the system inspired 

confidence in the user to 

complete work 

high low  

Knowledge requirement  

What the user needed to know to 

complete the work 

high low  

User Issues: 

Expressing user-

based issues 

emergent from 

interaction with the 

system 

What affective and 

cognitive issues 

emerge from the 

user’s interaction 

with the system? 

 

Cognitive load 

The memory and attention 

needed by the user to do the 

work 

high low  

History 

How much past interaction 

information is 

available/described 

rich sparse  

Transparency 

How easily potential past and 

future actions can be 

anticipated/described 

transparent opaque  

Flow 

How quickly and painlessly 

interactions can be performed 

fast viscous  

Reversibility 

How much the system permits 

going back and reversing action  

reversible irreversible  

Projectability 

How easily future interactions 

and system responses can be 

predicted 

predictable unpredictable  

Interaction 

trajectories: 

Expressing issues 

emergent from the 

user’s interaction 

with the system 

What aspects 

relating to time and 

ongoing interaction 

emerge from the 

user’s interaction 

with the system? 

Rhythms 

How much the system promotes 

regular patterns of interaction 

regular irregular  

 



Appendix 4-11: Versions of categories from Case A video analysis 

 

 

A4-11.5 

 

 

 

 

Theme & 

description 

Sub theme & description Dimensions No 

Friendliness: 

Expressing issues 

concerning the 
system itself 

What aspects of the 

system are 

describable from 

one to a few 

encounters, usually 

at an interface 

level? 

 

Reversibility 

How easy it is to go back and 

undo actions 

reversible irreversible  

Location-now 

How much the user is aware or 

is made aware of his/her current 

location 

aware unaware  

Location-envisaged 

How much the user is 

envisaging his/her future 

location 

envisaged  unenvisaged  

Activity 

How much the user is reflecting 

on/describing future or present 

activity  

a lot 

 

not at all 

 

 

Self-in-world: 

Expressing issues 

concerning the 

user’s sense of self 

in the world 

mediated by the 

device 

What issues emerge 

concerning the 

user’s sense of 

place in the world 

through the work 

being done? Movement 
How much the user is reflecting 

on/describing his/her present or 

future orientation, direction etc. 

a lot not at all  

Location 

How much the user is aware of/ 

searching for current/future 

representations of position in the 

system 

a lot not at all  

Activity 

How much the user is relating 

current/future activity to the 

system 

a lot not at all  

Self-in-system: 

Expressing issues 

concerning the 

user’s sense of 

representation of  

self within the 

device 

What issues emerge 

concerning the 

user’s sense of 

place within the 

system through the 

work being done? 

Movement 

How much the user is relating 

current/future movement to the 

system 

a lot not at all  
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Location-macro 

How much the system enables 

the user to understand the area 

the system refers to 

clear unclear  

Location-micro 

how much the system enables the 

user to relate to particular 

locations 

 

clear unclear  

Objects 

How much the system enables 

the user to find objects being 

referred to (e.g. buildings & 

signs) 

clear 

 

unclear 

 

 

Time 

How much the system enables 

the user to relate to real-world 

time 

a lot not at all  

Mappings: 

Expressing issues 

concerning the 

relationship 

between the system 

and the real world 

How do the system 

and the real world 

relate during 

interaction? 

Events 

How much the system enables 

the user to relate to real-world 

events 

a lot not at all  

Usefulness: 

Describing issues concerning the device’s ability to 

assist with solving problems and doing work in the real 

world 

How effective are the information & representations 

within the system for enabling effective completion of 

the work in context? 

useful useless  
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Category Dimension 

Order 

The sequence of steps facilitated by the system required to 

do work 

Semantics 

The meanings within the system facilitating the completion 

of the work 

Affordances 

How the system affords doing work in a particular way 

Activity support: 

Expressing the 

relationship between user 

work and the system 

How does the system 

facilitate and mediate the 

user’s current work? 

Consistency  

How much the parts of the system resemble each other 

with a view to facilitating work.  

Confidence  

How the system inspired confidence and reduced 

uncertainty in the user. 

Knowledge requirement  

How much the user needed to know to complete the work. 

User Issues: 

Expressing user-based 

issues emergent from 

interaction with the system 

What affective and 

cognitive issues emerge 

from the user’s interaction 

with the system? 

 

Cognitive overhead 

The memory and attention needed by the user to do the 

work 

History 

How much past information about past interactions is 

available to the user. 

Outcomes 

How easily the results of actions are available to the user. 

Flow 

How quickly and painlessly interactions can be performed 

by the user 

Openness 

How much the system permits multiple approaches to the 

same task by the user. 

Reversibility 

How much the system permits going back and reversing 

actions. 

Projectability 

How easily future interactions and system responses can be 

predicted by the user. 

Interaction trajectories: 

Expressing issues 

emergent from the user’s 

interaction with the system 

What aspects relating to 

time and ongoing 

interaction emerge from 

the user’s interaction with 

the system? 

Rhythms 

How much the system promotes regular patterns of 

interaction by the user. 

 

Theme & description Sub theme & description 

Location 

How much the user is aware or envisaging his/her current 

or future location  

Activity 

How much the user is reflecting on/describing future or 

present activity  

 

Self-in-world: 

Expressing issues 

concerning the user’s 

sense of self in the world 

mediated by the device 

What issues emerge 

concerning the user’s 

sense of place in the world 

through the work being 

done? 

 

 

Movement 

How much the user is reflecting on/describing his/her 
present or future orientation, direction etc. 

Location 

How much the user is aware of/ searching for 

current/future representations of position in the system 

Activity 

How much the user is relating current/future activity to the 

system 

Self-in-system: 

Expressing issues 

concerning the user’s 

sense of representation of  

self within the device 

What issues emerge 

concerning the user’s 

sense of place within the 

system through the work 

being done? 

Movement 

How much the user is relating current/future movement to 

the system 

Movement 

How much the system enables the user to find the right 

direction and/or orientation in the real world. 

Location-macro 

How much the system enables the user to understand the 

area the system refers to 

Location-micro 

How much the system enables the user to relate to 

particular locations, streets, signs or buildings. 

Time 

How much the system enables the user to relate to real-

world time 

Mappings: 

Expressing issues 

concerning the 

relationship between the 

system and the real world 

How do the system and 

the real world relate 

during interaction? 

Events 

How much the system enables the user to relate to real-

world events 

Usefulness: 

Describing issues concerning the device’s ability to assist with solving problems and 

doing work in the real world 

How effective are the information & representations within the system for enabling 

effective completion of the work in context? 
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Concept/Category Dimension 

INTERACTION 
Order 

The sequence of steps facilitated by the system required to do work 

Semantics 

The meanings within the system facilitating the completion of the work. In this 

case the user is just focusing on what labels etc mean. 

Affordances 

How the system affords doing work in a particular way 

Activity support: 

Expressing the relationship between 

user work and the system 

How does the system facilitate and 

mediate the user’s current work? 

Consiste n c y  

How much the parts of the system resemble each other with a view to facilitating 

work. 

History 

How much past information about past interactions is available to the user. 

Outcomes 

How easily the results of actions are available to the user and/or how the results 

are according to the user’s expectations 

Openness  

How much the system permits multiple approaches to the same task by the user. 

Reversibility 

How much the system permits going back and reversing actions. 

Interaction trajectories: 

Expressing issues emergent from the 

user’s interaction with the system 

What aspects relating to time and 

ongoing interaction emerge from the 

user’s interaction with the system? 

Projectability 

How easy the system enables the user to know what to do next, dependent on the 

user’s goals 

Location 

How much the user is aware of/ searching for current/future representations of 

position in the system 

Activity 

How much the user is relating current/future activity to the system. This activity 

maps onto the broad task at hand .  

Self-in-system: 

Expressing issues concerning the 

user’s sense of representation of  self 

within the device 

What issues emerge concerning the 

user’s sense of place within the system 

through the work being done?  Movement 

How much the user is relating current/future movement to the system 

Flow 

How quickly and painlessly interactions can be performed by the user 

Emergent interaction 

Aspects of the user’s interaction with 

the system that emerge over periods of 

time. 

 

Rhythms 

How much the system promotes regular patterns of interaction by the user. 

 

Concept/Category Dimension 

USER 
Confidence  

How the system inspired confidence and reduced uncertainty in the user. 

Knowledge  

How much the user needed to know or used his/her own knowledge to complete 

the work. 

Cognitive overhead 

The memory and attention needed by the user to do the work 

Stress imposed 

The stress on the user resulting from the use of the system 

Preferences 

Affect & cognition: 

Expressing user-based issues emergent 

from interaction with the system 

What affective and cognitive issues 

emerge from the user’s interaction 

with the system? 

 

Routines 

CONTEX T  

Location 

How much the user is aware or envisaging his/her current or future location  

Activity 

How much the user is reflecting on/describing future or present activity. This 

activity maps onto the broad task at hand. 

Self-in-world: 

Expressing issues concerning the 

user’s sense of self in the world 

mediated by the device 

What issues emerge concerning the 

user’s sense of place in the world 

through the work being done? 
Movement 

How much the user is reflecting on/describing his/her present or future 

orientation, direction etc. This is usually action at a fine level of granularity. 

Movement 

How much the system enables the user to find the right direction and/or 

orientation in the real world.  

Region 

How much the system enables the user to understand the area the system refers 

to 

Entities 

How much the system enables the user to relate to particular locations, streets, 

signs, buildings or tram routes. 

Time 

How much the system enables the user to relate to real-world time 

Mappings: 

Expressing issues concerning the 

relationship between the system and 

the real world 

How do the system and the real world 

relate during interacti on?  

Events 

How much the system enables the user to relate to real-world events or events in 

the tasks 

Historical 

 

Current 

 

Future 

 

Usefulness: 

Describing issues concerning the 

device’s ability to assist with solving 

problems and doing work in the real 

world 

How effective are the information & 

representations within the system for 

enabling effective completion of the 

work in context? 

Responsiveness 
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Concept/Category Dimension 

INTERACTION 
Order 
The sequence of actions facilitated by the system required to do work. 

User 1 felt the system didn't make clear if order of input mattered. S/he just followed the order in the task 

description. 

Semantics 
The meanings within the system facilitating the completion of the work. In this case the user is just 

focusing on what labels etc mean. 

User 1 commented that at first glance s/he had no idea what the abbreviations on the display meant. She 

noted that she couldn't even read the m .  

Activity support: 

Expressing the 

relationship between user 

work and the system 

How does the system 

facilitate and mediate the 

user’s current work? 

Affordances 
How the system affords doing work in a particular way 

User 1 commented how the three boxes helped remind him/her that s/he had to enter certain information. 

Specifically, s/he felt s/he had to enter information in all three text boxes.  

History 
How much past information about past interactions is available to the user. 

User 1 thought that knowing what to do next was straightforward because of past interactions. Notably 

the user commented that the use of the word Verify was different as previously it was Store .  

Outcomes 
How easily the results of actions are available to the user and/or how the results are according to the 

user’s expectations 

User 1 commented that s/he was not surprised s/he got directions at this point  

Openness 
How much the system permits multiple approaches to the same task by the user 

User 1 commented that s/he was trying to figure out how to manoeuvre back through the system to get a 

time that s/he could use. S/he also commented that s/he was not sure how to start the task again and that 

s/he had to go back to the route information to find appropriate times.  

Reversibility 
How much the system permits going back and reversing actions. 

User 1  commented that s/he wasn't sure how to go back: via the Back button or otherwise.  

Interaction trajectories: 

Expressing issues 

emergent from the user’s 

interaction with the system 

What aspects relating to 

time and ongoing 

interaction emerge from 

the user’s interaction with 

the system? 

Projectability 
How easy the system enables the user to know what to do next, dependent on the user’s goals 

User 1 described how the word store “didn't agree with me”. S/he was thinking in terms of being able to 

store the information for other tasks so s/he could use it later .  

Location 
How much the user is aware of/ searching for current/future representations of position in the system 

User 1 commented that she wasn't sure if s/he was picturing him/herself in reality but that s/he was 

thinking about where s/he was on the map and trying to relate it to real life .  

Activity 
How much the user is relating current/future activity to the system. This activity maps onto the broad 

task at hand. 

User 1 described how s/he had no idea about the path and that the map was just a series of lines. S/he 

didn't know how the lines mapped to the way s/he was travelling .  

Self-in-system: 

Expressing issues 

concerning the user’s 

sense of representation of  

self within the device 

What issues emerge 

concerning the user’s 

sense of place within the 

system through the work 

being done? Movement 
How much the user is relating current/future movement to the system 

The user commented that s/he was able to determine these streets because they were labelled. S/he also 

commented that s/he was trying to figure out which direction s/he was coming from in the system.  

Flow 
How quickly and painlessly interactions can be performed by the user 

The user commented that s/he liked not having to enter the departure location as it reducd the number of 

things s/he had to enter .  

Emergent interaction 

Aspects of the user’s 

interaction with the system 

that emerge over periods 

of time. 

 

Rhythms & routines 
How much the system promotes regular patterns of interaction by the user 

The user was expecting to enter the departure point in the usual way when s/he selected this .  
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Concept/Category Dimension 

USER 
Confidence 

How the system inspired confidence and reduced uncertainty in the user 

User 1 commented that s/he was getting more confident/comfortable with interacting with the system. 

S/he knew what she had to enter for destination details .  

Knowledge 

How much the user needed to know or used his/her own knowledge to complete the work. 

The user commented that his/her eagerness to view the map reflected his/her concern about not knowing 

where to disembark. 

Cognitive overhead 

The memory and attention needed by the user to do the work 

The user commented that s/he was trying to remember the route numbers that s/he had been given 

previously. 

Stress imposed 

The stress on the user resulting from the use of the system 

U1 felt s/he was focused on tram and 14 and that s/he was feeling under pressure to get the work done 

quickly. 

Preferences & feelings 

The preferences expressed by the user through interaction with the system and the feelings evoked 

User 1 felt that the outcome was not as bad as s/he thought it would be, although s/he would have 

preferred not to have had to entered the data again. 

Affect & cognition: 

Expressing user-based 

issues emergent from 

interaction with the system 

What affective and 

cognitive issues emerge 

from the user’s interaction 

with the system? 

 

Habits & expectations 

The life habits and expectations that the user brings to bear on the system when interacting with it 

U1 described how when s/he looks at a Website s/he tends to look at the first thing without thinking. 

CONTEX T  

Location 

How much the user is aware or envisaging his/her current or future location 

U1 described how s/he was thinking s/he should be at the destination at a certain time. S/he described 

how s/he was working from the destination backwards. 

Activity 

How much the user is reflecting on/describing future or present activity. This activity maps onto the 

broad task at hand. 

The user commented that s/he was slowly working out what the symbols and abbreviations meant. To do 

this s/he was thinking in terms of real life: s/he would have to take 2 trams to complete this journey. 

Self-in-world: 

Expressing issues 

concerning the user’s sense 

of self in the world 

mediated by the device 

What issues emerge 

concerning the user’s sense 

of place in the world 

through the work being 

done? Movement 
How much the user is reflecting on/describing his/her present or future orientation, direction etc. This is 

usually action at a fine level of granularity. 

The user commented that s/he knew the departure point was from Federation Square so s/he had to 

figure out whether s/he had to "go down Swanston" or "up Flinders". 

Movement 

How much the system enables the user to find the right direction and/or orientation in the real world 

User 1 commented that she thought that when s/he got to her destination s/he could align the streets: i.e. 

turn the device so that it was pointing in the direction s/he was going. 

Region 

How much the system enables the user to understand the area the system refers to 

The user commented that s/he vaguely knew the map was representing the city but that s/he had no idea 

about which direction to take (North, South etc.) .  

Entities 

How much the system enables the user to relate to particular locations, streets, signs, buildings or tram 

routes 

The user commented that s/he wasn't sure which corner the tram was leaving from and that s/he couldn't 

use North (on the map) and therefore couldn't use the map effectively. 

Time 

How much the system enables the user to relate to real-world time 

The user commented that s/he was aware of the time issue at this point. 

Mappings: 

Expressing issues 

concerning the relationship 

between the system and the 

real world 

How do the system and the 

real world relate during 

interaction ?  

Events 

How much the system enables the user to relate to real-world events or events in the tasks 

The user commented here that s/he thought s/he could use the route number and information at the tram 

stop (e.g. a map, or information considering direction) and match it up with the route s/he was supposed 

to take. 

Historical 

How effective the system has been in helping to achieve work in the past 

The user commented here that the system was helpful concerning information on routes and times. 

However, she also commented that it wasn't necessarily useful as more than one tram went in one 

direction. 

Current 

How effective the system is for achieving current work 

The user commented here that going to a tram stop was the only recourse at this point, unless s/he asked 

someone. 

Usefulness: 

Describing issues 

concerning the device’s 

ability to assist with solving 

problems and doing work in 

the real world 

How effective are the 

information & 

representations within the 

system for enabling 

effective completion of the 

work in context? 

Future 

How effective the system is in assisting with envisaged work in the future  

The user commented that, at this point, s/he was thinking about how s/he would use the information to 
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Concept/Category Dimension 

INTERACTION 
Order 
The sequence of actions facilitated by the system required to do work. 

User 1 felt the system didn't make clear if order of input mattered. S/he just followed the order in the task 

description. 

Semantics 
The meanings within the system facilitating the completion of the work. In this case the user is just 

focusing on what labels etc mean. 

User 1 commented that at first glance s/he had no idea what the abbreviations on the display meant. She 

noted that she couldn't even read the m .  

Activity support: 

Expressing the 

relationship between user 

work and the system 

How does the system 

facilitate and mediate the 

user’s current work? 

Affordances 
How the system affords doing work in a particular way 

User 1 commented how the three boxes helped remind him/her that s/he had to enter certain information. 

Specifically, s/he felt s/he had to enter information in all three text boxes.  

History 
How much information about past interactions is relevant to user interaction 

User 1 thought that knowing what to do next was straightforward because of past interactions. Notably 

the user commented that the use of the word Verify was different as previously it was Store .  

Outcomes 
How easily the results of actions are available to the user and/or how the results are according to the 

user’s expectations 

User 1 commented that s/he was not surprised s/he got directions at this point  

Openness 
How much the system permits multiple approaches to the same task by the user 

User 1 commented that s/he was trying to figure out how to manoeuvre back through the system to get a 

time that s/he could use. S/he also commented that s/he was not sure how to start the task again and that 

s/he had to go back to the route information to find appropriate times.  

Reversibility 
How much the system permits going back and reversing actions. 
User 1 commented that s/he wasn't sure how to go back: via the Back button or otherwise.  

Interaction trajectories: 

Expressing issues 

emergent from the user’s 

interaction with the system 

What aspects relating to 

time and ongoing 

interaction emerge from 

the user’s interaction with 

the system? 

Projectability 
How easy the system enables the user to know what to do next, dependent on the user’s goals 

User 1 described how the word store “didn't agree with me”. S/he was thinking in terms of being able to 

store the information for other tasks so s/he could use it later .  

Location 
How much the user is aware of/ searching for current/future representations of position in the system 

User 1 commented that she wasn't sure if s/he was picturing him/herself in reality but that s/he was 

thinking about where s/he was on the map and trying to relate it to real life .  

Activity 
How much the user is relating current/future activity to the system. This activity maps onto the broad 

task at hand. 

User 1 described how s/he had no idea about the path and that the map was just a series of lines. S/he 

didn't know how the lines mapped to the way s/he was travelling .  

Self-in-system: 

Expressing issues 

concerning the user’s 

sense of representation of  

self within the device 

What issues emerge 

concerning the user’s 

sense of place within the 

system through the work 

being done? Movement 
How much the user is relating current/future movement to the system 

The user commented that s/he was able to determine these streets because they were labelled. S/he also 

commented that s/he was trying to figure out which direction s/he was coming from in the system.  

Flow 
How quickly and painlessly interactions can be performed by the user 

The user commented that s/he liked not having to enter the departure location as it reducd the number of 

things s/he had to enter .  

Rhythms & routines 
How much the system promotes regular patterns of interaction by the user 

The user was expecting to enter the departure point in the usual way when s/he selected this .  

Emergent interaction 

Aspects of the user’s 

interaction with the system 

that emerge over periods 

of time. 

 

Trust 

How ongoing interaction engenders or fails to engender trust in the user 

…hardly likely that the…that I will actually be able to travel down the same street and end up at 

Little Collins and Exhibition Street. 
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!

 

Concept/Category Dimension 

USER 
Confidence 

How the system inspired confidence and reduced uncertainty in the user 

User 1 commented that s/he was getting more confident/comfortable with interacting with the system. 

S/he knew what she had to enter for destination details .  

Knowledge 

How much knowledge the user utilises and requires, including how much the user is required to know 

about the system, in order to complete the work 

The user commented that his/her eagerness to view the map reflected his/her concern about not knowing 

where to disembark. 

Cognitive issues 

The memory and attention needed by the user to do the work 

The user commented that s/he was trying to remember the route numbers that s/he had been given 

previously. 

Stress imposed 

The stress on the user resulting from the use of the system 

U1 felt s/he was focused on tram and 14 and that s/he was feeling under pressure to get the work done 

quickly. 

Preferences & feelings 

The preferences expressed by the user through interaction with the system and the feelings evoked 

User 1 felt that the outcome was not as bad as s/he thought it would be, although s/he would have 

preferred not to have had to entered the data again. 

Affect & cognition: 

Expressing user-based 

issues emergent from 

interaction with the system 

What affective and 

cognitive issues emerge 

from the user’s interaction 

with the system? 

 

Habits, expectations & beliefs 

The life habits, expectations & beliefs that the user brings to bear on the system when interacting with it 

U1 described how when s/he looks at a Website s/he tends to look at the first thing without thinking. 

CONTEX T  

Location 

How much the user is aware or envisaging his/her past, current or future location 

U1 described how s/he was thinking s/he should be at the destination at a certain time. S/he described 

how s/he was working from the destination backwards. 

Activity 

How much the user is reflecting on/describing past, present or future activity. This activity maps onto the 

broad task at hand. 

The user commented that s/he was slowly working out what the symbols and abbreviations meant. To do 

this s/he was thinking in terms of real life: s/he would have to take 2 trams to complete this journey. 

Movement 

How much the user is reflecting on/describing his/her past, present or future orientation, direction etc. 

This is usually action at a fine level of granularity. 

The user commented that s/he knew the departure point was from Federation Square so s/he had to 

figure out whether s/he had to "go down Swanston" or "up Flinders". 

Self-in-world: 

Expressing issues 

concerning the user’s sense 

of self in the world 

mediated by the device 

What issues emerge 

concerning the user’s sense 

of place in the world 

through the work being 

done? 

Events & entities 

How much the user is referring to past, current or future events and entities in the real world 

…it was probably thinking about the next tram going down either direction maybe... 

Movement 

How much the system enables the user to find the right direction and/or orientation in the real world 

User 1 commented that she thought that when s/he got to her destination s/he could align the streets: i.e. 

turn the device so that it was pointing in the direction s/he was going. 

Region 

How much the system enables the user to understand the area the system refers to 

The user commented that s/he vaguely knew the map was representing the city but that s/he had no idea 

about which direction to take (North, South etc.) .  

Entities 

How much the system enables the user to relate to particular locations, streets, signs, buildings or trams 

The user commented that s/he wasn't sure which corner the tram was leaving from and that s/he couldn't 

use North (on the map) and therefore couldn't use the map effectively. 

Time 

How much the system enables the user to relate to real-world time 

The user commented that s/he was aware of the time issue at this point. 

Mappings: 

Expressing issues 

concerning the relationship 

between the system and the 

real world 

How do the system and the 

real world relate during 

interaction ?  

Events 

How much the system enables the user to relate to real-world events or events in the tasks 

The user commented here that s/he thought s/he could use the route number and information at the tram 

stop (e.g. a map, or information considering direction) and match it up with the route s/he was supposed 

to take. 

Historical 

How effective the system has been in helping to achieve work in the past 

The user commented here that the system was helpful concerning information on routes and times. 

However, she also commented that it wasn't necessarily useful as more than one tram went in one 

direction. 

Usefulness: 

Describing issues 

concerning the device’s 

ability to assist with solving 

problems and doing work in 

the real world 

How effective are the 

information & 

representations within the 

Current 

How effective the system is for achieving current work 

The user commented here that going to a tram stop was the only recourse at this point, unless s/he asked 

someone. 
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Version 6 

The concepts, categories and dimensions (themes) below describe abstractions drawn 

from an analysis of wayfinding using a mobile device, an activity engaged in during 

wandering behaviour across a series of locales in the Melbourne CBD, Australia 

(hereafter referred to as ‘mobile work’). Here a mobile device is defined as a small, 

portable, networked device. This activity is taken as an instance of ‘mobile work’. 

Each category and dimension has an explanatory example, extracted from the five 

transcripts of the interaction between the evaluator and the five users involved in the 

study, and/or from two memos generated from post-test cued recall involving two 

users.  The themes describe the things that 5 users talked about while having a 

conversation with the same evaluator when conducting the ‘mobile work’ described 

above. The themes are deliberately descriptive as the aim of the analysis is to build 

and explanatory abstraction focused on interaction. In addition, the themes, in 

particular the dimensions do not include a direction of effect i.e. a positive or 

negative descriptor. Again, this is because the aim of this analysis is to abstract 

general issues with mobile work. The patterns within the descriptive abstraction 

constructed and their relation to the different contexts the users are engaged in during 

the study will be used to build better understandings of this kind of mobile work 

better for the purpose of designing better mobile devices. In short, these themes 

describe what the user is talking about while engaged in this form of mobile work. 

 

Summary of concepts & categories 

Concept: Interaction Issues 

Activity support 

Semantics, Affordances, Distribution, Regularity, Openness 

Interaction trajectories 

History, Outcomes, Apex, Projection, Reversal 

Emergent Properties 

Viscosity, Rhythms & routines, Trust, Usefuless, Responsiveness 

Concept: User Issues 

Attitude 

Affect, Uncertainty, Opinion, Preference, Attribution 

Experience 

Knowledge, Habit, Expectation, Familiarity 

Real & Virtual Issues 

Self-in-world 

Position & location, Activity & Movement, Entities & Events, Other (e.g. sunlight) 

Self-in-system 

Position & location, Activity & Movement, Entities & Events 

Mappings 

Position & location, Activity & Movement, Entities & Events, Time 
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Concept: Interaction Issues 

This concept describes issues that emerge from the user’s interaction with the device 

during mobile work.  

Categories: Activity Support, Interaction Trajectories, Emergent Interaction 

Activity support 

This category addresses how general properties of the system facilitate user work. It 

has three dimensions. 

Semantics 

This dimension describes how meanings within the system facilitate completion of 

work. This dimension focuses on what detailed parts of the system output, for 

example labels, mean. An example is below. 

User 1 commented that at first glance s/he had no idea what the abbreviations on the display meant. 

She noted that she couldn't even read them. 

Affordances 

This dimension describes how representations in the system afford doing work in a 

particular way. 

User 1 commented how the three boxes helped remind him/her that s/he had to enter certain 

information. Specifically, s/he felt s/he had to enter information in all three text boxes. 

Distribution 

This dimension describes how the distribution of screens facilitated a particular 

sequence of actions. 

User 1 felt the system didn't make clear if order of input mattered. S/he just followed the order in the 

task description. 

Regularity 

This dimension describes how the similarity among  parts of the system facilitates 

particular work patterns. 

Openness 

This dimension describes how much the system permits multiple approaches to the 

same task by the user. 

User 1 commented that s/he was trying to figure out how to manoeuvre back through the system to get 

a time that s/he could use. S/he also commented that s/he was not sure how to start the task again and 

that s/he had to go back to the route information to find appropriate times. 



Appendix 4-11: Versions of categories from Case A video analysis 

 

 

A4-11.15 

Interaction trajectories 

This addresses the past, present and future interactions of the user with the system in 

the context of current and future work. Implicit within trajectory are the user’s 

desires and intentions, particularly in Projection. The interaction considered here is 

within the system, or on the virtual plane and considers the user’s actions within the 

system performed to complete the work being performed. It has four dimensions. 

History 

This dimension describes past interactions in an interaction trajectory in the system. 

It includes the user’s intention to get back to or a memory of a particular interaction 

or sequence of interactions. 

The user thought that knowing what to do next was straightforward because of past interactions. 

Notably the user commented that the use of the word Verify was different as previously it was Store. 

Apex of interaction 

This dimension describes current position in an interaction trajectory in the system. 

The user commented that s/he found navigation difficult and that s/he was completely confused about 

where s/he was, where s/he had gone and found it difficult to go back to where s/he wanted to. 

Outcomes 

This dimension describes the results of interactions with the system (including 

whether they relate to Projections or not). This dimension refers to the general 

outcomes of the interaction and more detailed issues are described by Activity 

Support: semantics. 

The user commented that s/he was not surprised s/he got directions at this point 

Projection 

This dimension describes future possible interactions with the system, including 

future in the past interactions as related to current and future work. Central to the 

idea of projection is the user’s intention. 

The user described how the word store “didn't agree with me”. S/he was thinking in terms of being 

able to store the information for other tasks so s/he could use it later 

Reversals 

This dimension describes past or future interactions that involve(d) stepping back 

through the user’s past interactions. 

User 1 commented that s/he wasn't sure how to go back: via the Back button or otherwise. 
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Emergent Properties 

This category describes properties of the user’s interaction with the system that 

emerge over periods of time. It has four dimensions. 

Viscosity 

This dimension describes how it emerges how quickly and painlessly the user can 

perform work using the system. 

The user commented that s/he liked not having to enter the departure location as it reduced the 

number of things s/he had to enter. 

Rhythms & routines 

This dimension describes regular patterns of interaction by the user that emerge over 

time. 

The user commented that s/he was expecting to enter the departure point in the usual way when s/he 

selected this. 

Trust 

This dimension describes how the user’s interaction with the system promotes trust 

or lack of trust. 

…hardly likely that the…that I will actually be able to travel down the same street and end up at Little 

Collins and Exhibition Street. 

Usefulness 

This dimension describes how the user’s interaction with the device results in the 

effectiveness of the device for work completion becoming apparent. This dimension 

includes issues concerning both actual and possible usefulness. 

The user commented here that the system was helpful concerning information on routes and times. 

However, she also commented that it wasn't necessarily useful as more than one tram went in one 

direction. 

Responsiveness 

This dimension describes how, over time, the user’s interaction with the systen 

results issues of timeliness, placeliness etc. becoming apparent. 

The user also noted that s/he made this mistake because s/he "wasn't in the right place for that 

information". Her point was that because s/he wasn't at the tram stop at an appropriate time that s/he 

couldn't easily interpret the information. 
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Concept: User Issues 

This concept describes issues that emerge about the users themselves during the 

mobile work. 

Categories: Attitudes, Experience 

Attitude 

This category addresses how the user’s attitude became apparent through interaction 

with the system. It has five dimensions. 

Affect 

This dimension describes how interaction with the system evokes a perceptible 

affective or emotional response/responses from the user e.g. annoyance, likes, 

dislikes, surprise, happiness etc. 

Uncertainty 

This dimension describes how interaction with the system caused the user to be 

unsure about what to do or about existing knowledge. 

Opinion 

This dimension describes how interaction with the system results in the user 

criticising the system, making a recommendation concerning the design of the 

system or expressing an opinion or belief. 

Attribution 

This dimension describes how interaction with the system causes the user to describe 

beliefs about the system in particular. This often involves attributing properties to the 

system e.g. this system is not usable by me or has no keyboard or is thinking. 

Preference 

This dimension describes how interaction with the system causes the user to state a 

preference for something. 

Experience 

This category addresses how the user’s life experience and existing knowledge 

became apparent through interaction with the system. It has five dimensions. 

Knowledge 
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This dimension describes how interaction with the system causes the user to utilise 

existing knowledge concerning facts and information.  

Expectations 

This dimension describes how interaction with the system meets what the user 

anticipated, due to previous life experiences. If the user’s comment cannot be 

attributed to past experience then the comment should be coded as Attitude: 

Attribution. 

Habit 

This dimension describes how interaction with the system causes the user to refer to 

existing habits, experiences or patterns of action. 

Familiarity 

This dimension describes how interaction with the system causes the user to refer to 

being familiar with the system or not. 
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Real & Virtual Issues 

This concept describes issues that emerge concerning the user’s performing work in 

the real world, but interacting with a device in the virtual world. Thus the task at 

hand is regarded as part of the real world. Across the three categories the tightness of 

coupling between the virtual and the real world and the user’s sense of self varies. 

Interaction trajectories is not included here as each of the dimensions have a very 

loose coupling with the physical world and are mainly concerned with interactions 

on the virtual plane. 

Categories: Self-in-system, Self-in-world, Mappings 

Self-in-world 

This category describes issues concerning the user’s sense of the past, present and 

future self in the physical world, involving past, present and actions (including 

envisaged actions) in the physical world. This “physical world” includes work that 

has to be performed. In this category, the coupling with the physical world is strong, 

but the coupling with the virtual world is weak. This category has five dimensions. 

Position & location 

This dimension describes the user’s sense of his/her position and/or specific location. 

This dimension also describes the user’s envisagement of future positions or 

locations. 

Activity & Movement 

This dimension describes the user’s sense of past, present or future activity and the 

user’s sense of past, present or future orientation, direction (movement). Movement 

is usually descriptive of action at a fine level of granularity. Both activity and 

movement map onto the broad task at hand. The third quotation shows the user 

drifting out of Interaction trajectories into understanding the work s/he has to 

complete in the physical world. 

The user commented that s/he was slowly working out what the symbols and abbreviations meant. To 

do this s/he was thinking in terms of real life: s/he would have to take 2 trams to complete this 

journey. 

The user commented that s/he knew the departure point was from Federation Square so s/he had to 

figure out whether s/he had to "go down Swanston" or "up Flinders". 

But I wanna actually just find out a departure time around 4.30. 
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Entities & Events 

This dimension describes the user’s sense of particular locations, streets, signs, 

buildings or trams and the user’s sense of past, current or future events in the real 

world. These entities and events have a relationship with the user and include 

situations in which the user has been involved or could be involved. 

The user described how s/he was thinking s/he should be at the destination at a certain time. S/he 

described how s/he was working from the destination backwards. 

…it was probably thinking about the next tram going down either direction maybe... 

Other 

This dimension describes other issues that emerge from being in the world. For 

example, the user may find the screen difficult to read because of sunlight. 

Self-in-system 

This category describes issues concerning the user’s sense of the past, present and 

future self in the virtual world, involving past, present and actions (including 

envisaged actions) in the virtual world, but only when the virtual world maps onto 

the physical world in some way. In this category, the coupling with the physical 

world is weak, but the coupling with the virtual world is strong. This category has 

five dimensions. 

Position & location 

This dimension describes the user’s sense of his/her position and/or specific location. 

This dimension also describes the user’s envisagement of future positions or 

locations. 

Activity & Movement 

This dimension describes the user’s sense of past, present or future activity and the 

user’s sense of past, present or future orientation, direction (movement) on the virtual 

plane. Movement is usually descriptive of action at a fine level of granularity. Both 

activity and movement map onto the broad task at hand. 

User 1 described how s/he had no idea about the path and that the map was just a series of lines. S/he 

didn't know how the lines mapped to the way s/he was travelling. 

The user commented that s/he was able to determine these streets because they were labelled. S/he 

also commented that s/he was trying to figure out which direction s/he was coming from in the system. 

Entities & Events 
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This dimension describes the user’s sense of particular locations, streets, signs, 

buildings or trams and the user’s sense of past, current or future events on the virtual 

plane. These entities and events have a relationship with the user and include 

situations in which the user has been involved or could be involved. 

Mappings 

This category describes issues emerging concerning relationships between the 

system and the real world. The task is considered part of the real world. The category 

emerges when there is a dependency between the system & the real world. In this 

category there is a strong coupling between the physical and virtual world. This 

category has five dimensions. 

Position & location 

This dimension describes issues concerning the relationship between the system and 

the real world with regard to position and location. 

The user commented that s/he vaguely knew the map was representing the city but that s/he had no 

idea about which direction to take (North, South etc.). 

Activity & Movement 

This dimension describes issues concerning the relationship between the system and 

the real world with regard to activity and movement. 

User 1 commented that she thought that when s/he got to her destination s/he could align the streets: 

i.e. turn the device so that it was pointing in the direction s/he was going. 

Entities & Events 

This dimension describes issues concerning the relationship between the system and 

the real world with regard to particular streets, signs, buildings or trams and the 

user’s sense of past, current or future events in the real world. These entities and 

events have a relationship with the user and include situations in which the user has 

been involved or could be involved. 

The user commented that s/he wasn't sure which corner the tram was leaving from and that s/he 

couldn't use North (on the map) and therefore couldn't use the map effectively. 

Time 

This dimension describes issues concerning the relationship between the system and 

the real world with regard to time.  
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Appendix 4-12: Uses of cued recall data in Case A 

Comparisons between cued recall and video transcript 

A comparison of the category distributions for the final coded video transcripts and 

cued recall notes for Participant 1 and Participant 4 is shown in Table A4-12.1 

below. Although this is a very coarse comparison, and not a completely adequate test 

of similarity, it nonetheless provides insights concerning the nature of the data.  

category> 1.1 

AS 

1.2 

IT 

1.3 

EP 

2.1 

A 

2.2 

E 

3.1 

SiW 

3.2 

SiS 

3.3 

M 

Total 

participant-1 

Transcript 

69 

(4=)  

223 

(1) 

32 

(6) 

119 

(3) 

30 

(7) 

141 

(2) 

25 

(8) 

69 

(4=) 

708 

participant-1 

Notes 

36 

(4) 

47 

(2) 

45 

(3) 

28 

(6) 

17 

(7) 

35 

(5) 

8 

(8) 

73 

(1) 

288 

participant-2 

Transcript 

46 

(6) 

279 

(1) 

42 

(7) 

287 

(2) 

48 

(5) 

201 

(3) 

30 

(8) 

123 

(4) 

1056 

participant-2 

Notes 

42 

(7)  

69 

(3) 

51 

(4) 

75 

(1) 

45 

(6) 

50 

(5) 

5 

(8) 

72 

(2) 

411 

total 

Transcript 

115 

(5) 

502 

(1) 

74 

(7) 

406 

(2) 

78 

(6) 

342 

(3) 

55 

(8) 

192 

(4) 

1764 

total 

Notes 

82 

(6) 

114 

(2) 

95 

(4) 

103 

(3) 

58 

(7) 

83 

(5) 

13 

(8) 

146 

(1) 

694 

Legend 

AS!!"#$%&%$'!()**+,$! IT!!-.$/,0#$%+.!$,01/#$+,%/(! EP! 23/,4/.$!5,+*/,$%/(! A ! "$$%$)6/!

E!27*/,%/.#/! SiW !8/9:;%.;<+,96! SiS! 8/9:;%.;('($/3! M! =0**%.4(!!

Table A4-12.1: Comparison of the frequency (e.g. 69) and frequency rank (e.g. (4=) distribution 

of Participant 1 and 4’s video transcript categories (transcript) with categories from the notes 

taken during cued recall (notes) 

Comparing these distributions shows that only one category was ranked consistently 

across the transcript and the notes for both participants in terms of frequency: 3.2-

Self-in-System as the least frequent category. In addition only one category for 

Participant 1 emerged in the top three categories across both the video transcript and 

the cued recall notes category frequency distributions (2.2-Interaction Trajectories). 

From the same comparison for Participant 4 two categories emerged as consistent: 

1.2-Interaction Trajectories and 2.1-Attitude. 

Through comparing relevant parts of the coded cued recall data and the coded 

transcript I attempted to establish if there were differences in the way particular 

Category: Sub-category pairings were applied across these two sources of data (see 



Appendix 4-12: Uses of cued recall data in Case A 

 

 

 
A4-12.2 

Table A4-12.2 below). The table below shows that many of the Category: Sub-

category pairings in the cued recall Notes could be related to those developed 

through the grounded analysis of the video transcript. Although this similarity varied 

across different categories 215 categories were the same or similar (73.3%). 

  1.1 

AS 

1.2 

IT 

1.3 

EP 

2.1 

A 

2.2 

E 

3.1 

SiW 

3.2 

SiS 

3.3 

M 

All 

same* 10 

(62.5) 

12 

(63) 

7 

(28) 

9 

(56.3) 

3 

(37.5) 

10 

(58.8) 

1 

(33.3) 

10 

(50) 

62 

(50) 

similar* 2 

(25) 

7 

(37) 

3 

(12) 

0 

(37.5) 

1 

(12.5) 

4 

(23.5) 

2 

(66.7) 

3 

(15) 

22 

(17.7) 

different

* 

2 

(12.5) 

0 

(0) 

7 

(28) 

1 

(6.3) 

2 

(25) 

2 

(11.8) 

0 

(0) 

4 

(20) 

18 

(14.5) 

p-1*  

other* 2 

(12.5) 

0 

(0) 

8 

(32) 

6 

(37.5) 

2 

(25) 

1 

(5.9) 

0 

(0) 

3 

(15) 

22 

(17.7) 

same* 6 

(37.5) 

16 

(57.1) 

14 

(58.3) 

16 

(50) 

7 

(38.9) 

16 

(72.7) 

2 

(100) 

12 

(44.4) 

89 

(52.7) 

similar* 5 

(31.3) 

8 

(28.6) 

3 

(12.5) 

13 

(40.6) 

4 

(22.2) 

3 

(13.6) 

0 

(0) 

6 

(22.2) 

42 

(24.9) 

different 2 

(12.5) 

2 

(7.1) 

5 

(20.8) 

1 

(3.1) 

3 

(16.7) 

1 

(4.6) 

0 

(0) 

7 

(25.9) 

21 

(12.4) 

p-4 

other* 3 

(18.7) 

2 

(7.1) 

2 

(8.3) 

2 

(6.3) 

4 

(22.2) 

2 

(9.1) 

0 

(0) 

2 

(7.4) 

17 

(10.1) 

same* 16 

(50) 

28 

(59.5) 

21 

(42.9) 

25 

(52.1) 

10 

(38.5) 

26 

(66.7) 

3 

(60) 

22 

(46.8) 

151 

(51.5) 

similar* 7 

(21.9) 

15 

(31.9) 

6 

(12.2) 

13 

(27.1) 

5 

(19.2) 

7 

(17.9) 

2 

(40) 

9 

(19.2) 

64 

(21.8) 

different

* 

4 

(12.5) 

2 

(4.2) 

12 

(24.5) 

2 

(4.1) 

5 

(19.2) 

3 

(7.7) 

0 

(0) 

11 

(23.4) 

39 

(13.3) 

total 

other* 5 

(15.6) 

2 

(4.3) 

10 

(20.4) 

8 

(16.7) 

6 

(23.1) 

3 

(7.7) 

0 

(0) 

5 

(10.6) 

39 

(13.3) 

*I coded 4 Notes (1 p-1, 3 p-4)as “N/A” as it was not obviously related to any category 

Legend 

Table A4-12.2: Number of and % (in parenthesis) of (sub)categories that matched and did not 

match across the video transcript and the cued recall notes for Participant 1 and 4 individually 

and cumulatively 

Other than occurrences of the 3.2-Self-in-System category, occurrences of 1.2-

Interaction Trajectories and 2.1-Attitude resonated best across the video transcript 

and the cued recall notes: 91.4% and 79.2% of the Category: Sub-category 

descriptions matched for 1.2-Interaction Trajectories and 2.1-Attitude respectively. 

Occurrences of 1.3-Emergent Properties and 2.2-Experience resonated the least: 
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cumulatively almost half of each were different (44.9% and 42.3% respectively). 

This suggests a difference in what cued recall gives us with regard to issues of 

developing emergent issues of interaction, 1.3.2-Rhythms and routines in particular 

(50% of the different occurrences of the 1.3-Emergent Properties category were 

1.3.2-Rhythms and routines). 

category > 1.1 

AS 

1.2 

IT 

1.3 

EP 

2.1 

A 

2.2 

E 

3.1 

SiW 

3.2 

SiS 

3.3 

M 

Total 

location-1 55 

(4) 

82 

(1) 

45 

(5) 

64 

(3) 

38 

(6) 

30 

(7) 

1 

(8) 

69 

(2) 

384 

location-2 7 

(5=) 

7 

(5=) 

15 

(2) 

12 

(4) 

5 

(7=) 

14 

(3) 

5 

(7=) 

20 

(1) 

85 

location-3 2 

(7=) 

6 

(3) 

5 

(4=) 

5 

(4=) 

2 

(7=) 

13 

(1) 

3 

(6) 

12 

(2) 

48 

location-4 1 

(5=) 

0 

(7=) 

1 

(5=) 

4 

(3) 

3 

(4) 

7 

(2) 

0 

(7=) 

16 

(1) 

22 

location-5 4 

(5) 

1 

(7=) 

7 

(2=) 

1 

(7=) 

5 

(4) 

7 

(2=) 

2 

(6) 

13 

(1) 

40 

location-6* 2 

(5=) 

1 

(7) 

7 

(1) 

3 

(3=) 

2 

(5=) 

3 

(3=) 

0 

(8) 

6 

(2) 

24 

location-7* 1 

(3=) 

1 

(3=) 

1 

(3=) 

0 

(7=) 

0 

(7=) 

3 

(2) 

1 

(3=) 

4 

(1) 

11 

location-8 6 

(7) 

18 

(1) 

15 

(3) 

14 

(4) 

7 

(6) 

8 

(5) 

1 

(8) 

16 

(2) 

85 

total 78 

(6) 

116 

(2) 

96 

(4) 

103 

(3) 

62 

(7) 

85 

(5) 

13 

(8) 

146 

(1) 

699 

*only Participant 1’s results as Participant 4 did not complete the task for this location 

Legend 
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Table A4-12.3: Frequency of occurrence of cued recall categories across locations 

A location-based analysis of the Notes (Table A4-12.3 above) shows that 3.3-

Mappings was consistently 1 of the 2 most frequently occurring categories across all 

locations. 1.2-Interaction Trajectories and 2.1-Attitude were the second and third 

most frequently occurring categories across all locations (largely due to high scores 

in location 1). The video data coding had a high frequency of expressions of 

preference, feelings etc. (2.1-Affect) at the beginning of the study that the cued recall 

notes did not. In the cued recall data, a major participant preoccupation throughout 

was how the system fitted in (3.3-Mappings), in the world. In the mobile locations, 

i.e. when the participants were moving for at least part of the time (locations 2, 3, 5 

& 7), 3.1-Self-in-World was again one of the three most commonly occurring 

categories, and the first or second most commonly occurring in location 3 and 
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location 5. This was also a commonly occurring category in location 4 – busy, noisy 

Bourke Street where the work was to catch a tram at the intersection. Another 

preoccupation in the cued recall at particular locations concerned if it the mobile 

guide actually helped to do the work participants had to do: the sub-category 1.3.4-

Usefulness of 1.3-Emergent Properties in Location 2 was the most frequent with 9 

occurrences 

Additional insights provided by cued recall data 

In general, cued recall data provided more detailed explanations for what 

happened and what was said. For example, in the following extract, the participant 

is trying to work out what the contents of returned information from the system 

means while trying to find out which tram route to take into the (Task 2a) standing 

outside the ICT Building. 

E: The first three lines, you don’t understand? 

P1: Yup, I don’t quite understand. 

E: What does it say on the first line? 

P1: Something s O (ohh) rt 6D s 10. 

E: Do you have any idea what that means? 

P1: Maybe “rt” stands for route, but I’m not quite sure 

Excerpt A4-12.1: Participant 1 (P1) discussing the contents of a screen presented by the system 

I coded the transcript with the following categories and sub-categories: Activity 

Support: semantics; Interaction Trajectories: outcomes; Mapping: entities & 

events; Affect: uncertainty. 

Given the evidence I had at hand this was a reasonable way to code the transcript. 

Indeed one of the relevant cued recall notes I took read: 

The user commented that at first glance s/he had no idea what the abbreviations 

meant. She noted that she couldn't even read it. 

Excerpt A4-12.2: Note 33 – Participant 1 discussing system abbreviations 

However, the other relevant cued recall note read: 

The user worked this out as s/he had used abbreviations previously: st for street. 

Excerpt A4-12.3: Note 34 – Participant 1 discussing working abbreviations out 

I coded this note: Activity Support: regularity; Interaction Trajectories: history. 
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Thus I gained an explanation for how the participant worked things out that I would 

have found difficult to deduce from the transcript alone. 

However, as shown in Table A4-13.2 above, some coded explanations in the cued 

recall data did not even match the coded categories of the transcript – in the excerpt 

above at least the categories matched. In the extract below the participant is standing 

outside the ICT Building trying to find three departure times for a tram around a 

certain time (Task 1a). During cued recall the participant revealed how s/he felt s/he 

committed an error because s/he was in a rush and was “trying not to think too 

much” (Note 2): s/he described how she entered the data in this way as s/he focused 

on the first drop-down and didn’t think much about it after that. 

E: So, you put in…So what have you put in now? 

P1: Okay so…Ohhh...oops! I think… 

E: Why “oops”? 

P1: Okay, okay yeah sorry, alright, ummm… 

E: What happened? 

P1: Okay I’ve mixed it up. It’s supposed to be departing at 32 and stopping at 

14. 

Excerpt A4-12.4: Participant 1 (P1) discussing the information presented by the system with the 

evaluator (E) 

Later on Participant 1 described how, for Task 1a, she was attempting to relate her 

work with the system to what she had to achieve in the real world: 

“S/he described how s/he was working from the destination backwards. In addition, 

s/he commented that s/he was focused on being at stop 14 at 4.30 p.m.” 

Excerpt A4-12.5: Note 5 – Participant 1 relating the system and the real world 

This particularly relates to the Entities & Events sub-category of Self-in-World. 

While discussing the next task (Task 2a) the same participant described how: 

“S/he chose Departure time because she was thinking from now forwards, like in the 

previous task.” 

Excerpt A4-12.6: Note 31 – Participant 1 describing the choice of “Departure time” 

Thus the cued recall data deepened understanding of particular, existing categories 

and sub-categories, 2.1.1-Attitude: Affect, 3.1-Self-in-World and 3.3-Mapping, 2.2-
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Experience and 1.3-Emergent Properties, the 1.3.2-Rhythms and Routines and 

1.3.4-Usefulness sub-categories in particular. 

With regard to 2.1-Affect the cued recall data was also very helpful when coding the 

video transcript – the cued recall data went beyond simply describing if there was 

and affective response to the system or a particular preference stated. For example, 

Participant 1 commented when reviewing the video of her on a tram (i.e. while doing 

Task 2 and at Location 2) that: 

“…at this point s/he was worried about where to disembark. S/he thought s/he should 

forget about the time at this point.” 

Excerpt A4-12.7: Note 67 – Participant 1 describing feelings of worry 

This reveals particular feelings and preoccupations at a particular time. The cued 

recall data also had instances of commentary on how feelings regarding use had 

changed or progressed: for example, Participant 1 described how: 

“at this point s/he was comfortable with using the Back button and that s/he was 

aware where information was” 

Excerpt A4-12.8: Note 53 – Participant 1 describing feelings of comfort 

The same participant had also noted earlier while commenting on completing Task 

1a (Location 1) that: 

“…she was getting a feel for how information was being presented and the sequence 

of input required: street names, departure stops and times” 

Excerpt A4-12.9: Note 17 – Participant 1 describing coming to terms with the system 

Feelings, preoccupations and thoughts on progress could be powerful. For example 

Participant 4 commented: 

“…s/he blamed the system, and the input mechanism in particular, for missing the 

tram. S/he commented that s/he immediately thought s/he had missed it and that is 

was “the end”. S/he felt s/he had blown it” 

Excerpt A4-12.10: Note 60 – Participant 4 describing feelings of having “blown it” 

There was something inherently more reflective and self-aware about these instances 

of 2.1.1-Affect: participants expressed how they could have done something 

differently, suggesting better alternatives and/or correcting mistakes they had made. 

For example, Participant 1 commented about Task 2a in Location 1: 

“She reflected at this point she should have used Arrival time instead of Departure 

time”. 
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Excerpt A4-12.11: Note 31 – Participant 1 reflecting on a mistake 

Participant 4 commented that: 

“s/he had selected an origin before s/he had actually meant to and thus she decided to 

select the correct origin. At this point s/he thought s/he would just keep on going: s/he 

wasn’t convinced s/he had recovered.” 

Excerpt A4-12.12: Note 8 – Participant 4 reflecting on a mistake 

The cued recall notes were also useful for distinguishing between instances of the 

3.1-Self-in-World and 3.3-Mapping categories. In distinguishing between these two 

categories, it became clear that some comments were about correspondence between 

information in the system and what was in the real world and were thus coded 3.3-

Mapping. For example, Participant 1 commented that: 

“…stops didn't make sense to him/her. S/he was not even aware that stops were 

numbered. S/he also commented that s/he was beginning to think about where each 

stop actually was in the real world” 

Excerpt A4-12.13: Note 36 – Participant 1 commenting on the usefulness of tram stops 

Participant 4 commented: 

“…s/he needed to know how tram stops, trams and streets corresponded” 

Excerpt A4-12.14: Note 49 – Participant 4 commenting on the usefulness of tram stops 

1.3-Emergent properties, especially 1.3.4-Usefulness, often became evident through 

cued recall. This was particularly so with Participant 1, but the cued recall data 

heavily informed the application of the 1.3.4-Usefulness category in Participant 4’s 

video transcript. For example, Participant 1: 

“…commented that the map wasn't helpful so s/he decided to look at the interchange 

information. S/he thought that knowing interchange information may help where to 

disembark and embark again” 

Excerpt A4-12.15: Note 74 – Participant 4 commenting on the usefulness of the maps 

Through examining instances of this 1.3.4-Usefulness in the cued recall, it became 

apparent, for example, that this related to the system relationship to the general task 

at hand, particular parts of the system and its effectiveness for supporting particular 

work in the real world. With regard to usefulness for the general task at hand. 

Participant 1 commented: 

“…at this point s/he wasn’t certain that the system would help to complete the task” 

Excerpt A4-12.16: Note 116 – Participant 1 describing the usefulness of the system for the task 
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Cued recall data also helped with establishing the 2.2.1-Knowledge, 2.2.2-

Expectations and 2.2.3-Habit sub-categories of 2.2-Experience of 2.2-Experience 

and the 1.3.2-Rhythms & Routines sub-category of 1.3-Emergent Properties. 

Participant 4 and Participant 1 described how: 

“…s/he was not picturing IU as a tram: s/he thought 1U was something the Met 

called a tram or that this referred to a line” 

Excerpt A4-12.17: Note 54 – Participant 4 relating some prior knowledge to the system symbols 

“when s/he looks at a Website s/he tends to look at the first thing without thinking.” 

Excerpt A4-12.18: Note 4 – Participant 1 describing existing routines 

More generically cued recall data also indicated something about the relationship 

among (sub-)categories that were clustered together e.g. Participant 1 described how: 

“s/he was still uncomfortable with the walk at the end of the trip…” 

Excerpt A4-12.19: Note 89 – Participant 1 describing feelings of comfort 

Participant 4 noted how: 

“…s/he was getting annoyed with the system because s/he got the impression s/he was 

missing trams all the time, that it was taking too long to get through the system….” 

Excerpt A4-12.20: Note 102 – Participant 1 describing feelings of annoyance 

Both of these Notes indicate some relationship between the participant’s feelings 

(2.1.1-Attitude: Affect) and the participant’s place in the world (3.1-Self-in-World 

and 3.3-Mappings). 
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Appendix 4-13: Trajectory oriented analysis of cued recall 
(Case A) 

Thinking about the work 

The cued recall notes revealed that the two participants drifted in and out of focusing 

on interaction with the system and making their way-in-the-world, moving between 

the big picture of the task and the particular, smaller segments of work. Participant 4, 

while discussing the beginning of Task 2a in the first (stable) location, commented: 

“…at this point, s/he was not thinking about the destination, but was just filling in the 

boxes. S/he was only considering the mapping between the task and the system. S/he 

felt the system was like a wizard that would step him/her through.” 

Excerpt A4-13.1: Note 24 – Participant 4 describing her interaction with the system at the 

beginning of a task 

The same participant also described drifting away from the same task when closer to 

completing it: 

“… s/he drifted in and of focusing on using the system and on the task. S/he also 

commented that it was only at this point that s/he felt the information related to the 

actual task. S/he stated that s/he seemed to forget the task a lot and that s/he didn't 

think of the task as a real task…s/he didn't have the concept of a “whole task” but 

that s/he just did it in pieces, sometimes forgetting the global task.” 

Excerpt A4-13.2: Note 24 – Participant 4 describing “drifting” away from the task 

Participant 1, for the same task and in the same location commented: 

“…at this point s/he was focused on the task: the route number and the fact that s/he 

had to be there in 30 minutes in particular.”  

Excerpt A4-13.3: Note 30 – Participant 1 describing focusing on the task 

S/he, shortly afterwards described how: 

“…s/he had almost drifted away from the task. S/he described how s/he was focused 

on the bigger picture of getting there. S/he also described how s/he was absorbed in 

understanding the information and in how to use the information to reach the 

intended destination.” 

Excerpt A4-13.4: Note 37 – Participant 1 describing “drifting away” from the task 

All these comments were at the beginning of the study when there was no immediate 

need for the information. Yet this segmentation and focus on particular things in-the-

world also occurred for both Participant 1 and 4 when just about to start doing the 

task in the real world: 
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“The user commented here that s/he was attempting to picture the experience of 

getting off the tram on Bourke Street. S/he noted that s/he was thinking of that 

segment of the task only and not the whole task. S/he also noted that s/he never 

seemed to “pick up” on the whole task.” 

Excerpt A4-13.5: Note 91 – Participant 4 describing segmenting the task 

Participant 1 also had this sense of reality set in when about to start doing the tasks 

for the first time: 

“…at this point s/he suddenly thought about the original task of having to be at the 

destination in 30 minutes” 

Excerpt A4-13.6: Note 54 – Participant 1 realising the reality of the tasks 

Organising stuff in the world 

Participants placed the system in the world, often setting it alongside and comparing 

it to other technologies and things. This extended beyond simply mapping it and 

information it provided onto the self, things, events etc. in-the-world to comparing it 

to other competing technologies e.g. Participant 1 described: 

“…when s/he looks at a Website s/he tends to look at the first thing without thinking.” 

Excerpt A4-13.7: Note 4 – Participant 1 describing her tendency when using a Website 

Participant 4, while commenting about her work with the system in Location 1, 

compared the system to a wizard and a paper timetable: 

“…s/he thought the system was like a wizard, but not as good as a wizard because it 

did confusing things like verifying using a link” 

“…if s/he had had a paper timetable s/he would have run and then started looking up 

options” 

Excerpt A4-13.8: Note 31 and 35 – Participant 4 comparing the system to other things 

Participant 1 commented: 

“…when looking at normal timetables s/he gets a whole series of times. S/he 

described how getting one time delivered was difficult and that several times might 

have been useful” 

Excerpt A4-13.9: Note 11 – Participant 1 comparing the system to “normal timetables” 

The comparison also extended to things the system related to and depended on: 

“S/he commented that using the device on the move would depend on the frequency of 

the tram” 

Excerpt A4-13.10: Note 37 – Participant 4 describing a system dependency 

Participant 1 suggests that the new technology needed fitting in and working out. 
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“The user commented here that the system was helpful concerning information on 

routes and times. However, she also commented that it wasn't necessarily useful as 

more than one tram went in one direction.” 

Excerpt A4-13.11: Note 80 – Participant 1 describing the circumstances under which she thinks 

the system is useful 

Putting stuff in its place 

The system and the information it provided (e.g. tram times, maps) became relevant, 

irrelevant and even disruptive based on the placement of that information. Participant 

1, while in Location 6 and using the system for Task 3b confused how long the tram 

would take (Duration) with when it departed (Scheduled): 

 “…because s/he “wasn't in the right place for that information”. Her point was that 

because s/he wasn't at the tram stop at an appropriate time that s/he couldn't easily 

interpret the information. S/he also commented that it would have been useful to have 

had multiple times and that it seemed that every time s/he obtained the time for a tram 

s/he didn't have time to catch it!” 

Excerpt A4-13.12: Note 101 – Participant 1 describing the relationship between system 

information and place 

Information in place was also relevant to Participant 4 with regard to stop numbers 

and directions in particular. Participant 4 commented on Task 2d in Location 1: 

“…that if s/he didn't know where to go s/he would use stop numbers but that stop 

numbers were not that useful at that point” 

Excerpt A4-13.13: Note 72 – Participant 1 describing the usefulness of stop numbers 

The same participant commented on her doing Task 2 in Location 5: 

“…s/he was not very good with left and right but that if s/he had gone to a different 

corner the directions might have worked, but that s/he simply couldn’t work it out” 

Excerpt A4-13.14: Note 147 – Participant 1 describing possibilities offered by a different place 

This notion of particular information in place extended to thoughts and expectations 

about the system maps: 

“The user commented that when s/he saw the new map that s/he thought it might be 

useful as it had readjusted ‘closer’ or was in more detail. S/he thought it would have 

got ‘cleverer’ over time.” 

Excerpt A4-13.15: Note 75 – Participant 4 describing how she thought the maps might have 

changed 

This participant also commented that this was a problem with the maps before: s/he 

couldn’t understand what the system was saying and s/he wanted to put herself in the 
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system. S/he described how s/he wanted to “get it right” by the system and that s/he 

wanted to “get on the stop the system suggested” (Note 126). 

The actual process of working it out 

Participants did not place the new technology in their worlds without working it out. 

This working out involved a process of relating the system to the world and to the 

task at hand and even thinking about how the system worked. 

The user commented that s/he was trying to build a bridge between the system and the 

real world and that the system didn't help because the map didn’t have street names 

marked…she thought that when s/he got there s/he could align the streets: i.e. turn the 

device so that it was pointing in the direction s/he was going. 

Excerpt A4-13.16: Note 66 – Participant 1 describing “build[ing] a bridge” between the system 

and the real world 

This “build[ing] a bridge”, for Participant 1, involved working back from the 

destination and relating information provided by the system to what s/he had to 

achieve in the real world: 

“…s/he was thinking s/he should be at the destination at a certain time. S/he 

described how s/he was working from the destination backwards. In addition, s/he 

commented that s/he was focused on being at stop 14 at 4.30 p.m.. S/he was shifting 

thinking from the way the system was presenting information to her. The task 

description didn’t focus on a particular time, so she focused on the destination first.” 

“She also commented that s/he was thinking about how s/he would find the 

destination in real life…after trying s/he gave up and decided s/he'd worry about that 

later. A general comment s/he made was that s/he started trying to relate information 

in the system to the real world at the point route information was given.” 

Excerpt A4-13.17: Note 5 and 44 – Participant 1 describing how she worked out the task 

For Participant 4, this working out involved “picturing” places. S/he commented, 

toward the end of Task 2a in Location 1: 

“…s/he had figured out the global picture but not which trams to take” 

Excerpt A4-13.18: Note 53 – Participant 4 describing how she worked out the task 

S/he also noted, while commenting on Task 2 (in Location 2) how: 

“…s/he had mapped out the whole task in his/her head and was using that to guide 

him/her. S/he commented that s/he had imagined the whole trip so s/he just had to 

repeat it in the real world.” 

Excerpt A4-13.19: Note 113 – Participant 4 describing how she worked out the task 
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This “repeat” in the “real world” involved particular things. After receiving some 

directions and a map (Task 2d, Location 1) Participant 4 commented: 

“…s/he was very keen to work out where stop 5 or 6 was. S/he was trying to get a 

picture in his/her head of where s/he had to go at the intersection” 

Excerpt A4-13.20: Note 78 – Participant 4 trying to “picture” where to go 

Specifically, this involved reconciling a picture ‘in-the-head’ with what the system 

provided in Location 1: 

“…she thought in terms of reference points and then superimposed the system map on 

these reference points i.e. where s/he thought Bourke & Swanston were. S/he also 

commented that s/he was picturing places at this point and that s/he was aligning the 

map to these places.” 

“S/he also commented that s/he was trying to retrofit the instructions on her 

understanding and that s/he wanted "map" her map onto the system.” 

Excerpt A4-13.21: Note 80 and 126 – Participant 4 working out where to go 

This reconciliation was problematic for Participant 4 while commenting on doing 

Task 2 in Location 3. 

“The user commented that s/he still hadn't aligned Swanston Street on the map with 

Swanston Street in the world, but was still trying to align Swanston Street on the map 

with Swanston Street in her head.” 

Excerpt A4-13.22: Note 127 – Participant 4 “aligning” the system and the real world 

This picturing and superimposing depended on prior knowledge, however. 

Participant 4, when discussing Task 2a reported how: 

“In other suburbs s/he would have used the map to broadly figure out where s/he had 

to go and to help form a picture in her head about where s/he was going” 

Excerpt A4-13.23: Note 50 – Participant 4 describing when and how she would use a map 

Participant 1 also reported a similar process when commenting on Task 2d 

(Location1): 

“The user commented that s/he was slowly working out what the symbols and 

abbreviations meant. To do this s/he was thinking in terms of real life: s/he would 

have to take 2 trams to complete this journey. She commented how s/he was, at this 

point, stepping away from the system and was beginning to think how s/he would 

reach his/her destination without the system. S/he also commented that s/he was 

visualising the journey.” 

Excerpt A4-13.24: Note 35 – Participant 1 describing working out and picturing the journey 
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S/he also reported how s/he “…was thinking ahead and visualizing” for Task 4 in 

Location 8 (Note 124). 

The role of prior knowledge was also important for Participant 1. S/he described how 

she had figured out where the departure point was for Task 3: 

“…s/he knew the departure point was from Federation Square so s/he had to figure 

out whether s/he had to “go down Swanston” or “up Flinders”. S/he used the 

Interchange information to establish this.” 

“…from the Interchange information, his/her knowledge of the city, the location of 

Federation Square and the tram stops” 

Excerpt A4-13.25: Note 102 and 106 – Participant 1 using “Interchange information” to discover 

the departure point 

Thus “Interchange details” (Appendix 4-1, Screen 2.16) were important for this 

process of working out through the use of prior knowledge. 

Participant 4 note using the same link in a similar way when describing doing Task 2 

(Location 3). She noted: 

“S/he had worked out that s/he had to go back towards the mall. Then s/he thought 

that s/he should check the interchange link so that s/he could find out whether to go 

backwards to the Bourke Mall stop or forwards to the next stop.” 

Excerpt A4-13.26: Note 104 – Participant 4 using “Interchange information” to discover which 

way to go 

Working out also happened in place. Participant 1 described, while commenting on 

doing Task 3 (Location 7): 

“…s/he was trying to make a connection between his/her current location and a place 

on the map in order to determine which way s/he was coming from” 

Excerpt A4-13.27: Note 110 – Participant 1 trying to connect the map and her current location 

Participant 4, while commenting on Task 2a in Location 1, also remarked on the 

importance of “connecting” the information in the system and the world: 

“…s/he wanted to see “you are here”, “this is where you have to go” and “this is 

how to get there” information marked on the map” 

Excerpt A4-13.28: Note 26 – Participant 4 commenting on the map 

This “connection” became critical when trying to decide which way to go in-the-

world while doing Task 2 in Location 5: 

“The user commented here that s/he would take “ahead” to mean the way s/he was 

facing. S/he described how s/he would expect the system to orient to her. S/he added 
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that s/he wouldn’t have thought of aligning “ahead” with the tram's direction. S/he 

also described how, when s/he got off the tram s/he would get off the way the tram 

was going and would then align “ahead” with her direction.” 

Excerpt A4-13.29: Note 144 – Participant 4 commenting on the walking directions provided by 

the system 

Working out also involved one participant thinking about how the system worked 

out how to deliver directions. Participant 4, while commenting on doing Task 4 

(Location 8), and the Determine Route function in particular, noted how s/he: 

“… was thinking of how the system chose a route, particularly if the destination was 

halfway between two routes, as personally s/he could never decide which one to take” 

Excerpt A4-13.30: Note 163 – Participant 4 commenting on how s/he decided to use a particular 

system function 

Developing rhythms of work 

Participants developed rhythms of work with the system – they learned how to use it 

over time.  This varied from developing a general comfort towards the system to 

simply remembering where particular information was to developing particular 

patterns of work.  

Both Participant 1 and Participant 4 described how they generally became more 

comfortable with the system over time. Comparing Participant 4’s comments during 

Task 1a with those during Task 2a suggests some progression: 

“…s/he found navigation difficult and that s/he was completely confused about where 

s/he was, where s/he had gone and found it difficult to go back…” 

 “…that the language the system was using was beginning to make more sense, but 

that s/he couldn’t understand it easily” 

Excerpt A4-13.31: Note 17 and 57 – Participant 4 commenting on how easy/difficult she found 

using the system 

 

Participant 1 towards the middle of her comments on Task 2a in Location 1 that: 

“…s/he was getting more confident/comfortable with interacting with the system” 

Excerpt A4-13.32: Note 25 – Participant 1 describing increased confidence with the system 

This comfort over time extended to the meaning of particular things and the way 

they entered information into the system. Participant 1 described how: 

“…s/he had learned the difference between departure and arrival” 

Excerpt A4-13.33: Note 8 – Participant 1 describing learning during Task 1a 



Appendix 4-13: Trajectory-oriented analysis of cued recall (Case A) 

 

 

A4-13.8 

Participant 1, when describing her interaction with the system for Task 3a in 

Location 6 noted: 

“…from previous experience s/he knew s/he shouldn't enter “St” and that she had to 

enter the suburb” 

Excerpt A4-13.34: Note 98 – Participant 1 describing learning from previous experience 

Participant 4, while commenting on Task 2b, also described how s/he had learned to 

use the system more effectively over time: 

“…s/he figured s/he would have to go back and input information faster this time” 

Excerpt A4-13.35: Note 62 – Participant 4 describing learning from previous experience 

This contrasts considerably with her comment concerning navigation for Task 1a 

reported above (Note 18). Rhythms of work also developed concerning how to 

sequence interaction with the system: 

“From doing the previous task, s/he had an idea that s/he would be asked for origin 

information first” 

Excerpt A4-13.36: Note 18 – Participant 1 describing expectations based on a previous task 

This participant also commented on the same task how: 

“…s/he was becoming more comfortable with the system, give his/her experience with 

verifying the destination and departure point from the previous task” 

Excerpt A4-13.37: Note 29 – Participant 1 describing expectations based on a previous task 

Participant 4, much later in the cued recall – while commenting on doing Task 4 in 

Location 8 – echoed this sense of the learning an order for doing things: 

“…s/he felt s/he had learned that the verify link was the way forward” 

Excerpt A4-13.38: Note 160 – Participant 4 describing learning the meaning of “verify” 

S/he had also described earlier (Task 2a, Location 1) how she had learned a 

particular step in the sequence was important: 

“The user commented that this time s/he felt s/he read it more carefully because s/he 

interpreted this as really verifying the time as opposed to linking to somewhere else” 

Excerpt A4-13.39: Note 39 – Participant 4 describing learning a step in the interaction sequence 

These evolving patterns of work concerned remembering that there were particular 

things the system offered that could help participants. 

“S/he had learned to do this from previous interactions where s/he had found the 

maps useful. Thus s/he used the Interchange and Walk to destination maps to figure 

out which way s/he should go.” 
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Excerpt A4-13.40: Note 104 – Participant 1 describing learning from previous interactions 

In these comments participants describe how they are aware the system has 

particular functionality (in this case the maps) available for them whereas Participant 

1 described knowing how to get this particular functionality: 

“…s/he wanted to know where s/he had to board the second tram and that s/he was 

able to remember where the interchange map was.” 

Excerpt A4-13.41: Note 107 – Participant 1 remembering the location of specific information 

This contrasted with the same participant’s earlier comment regarding her interaction 

with the system during Task 2e in Location 1: 

“…s/he couldn't interpret the map previously so s/he decided not to bother…” 

Excerpt A4-13.42: Note 44 – Participant 1 describing problems with a map 

This demonstrates that patterns of work and expectations can vary and evolve within 

a short period. 

Evolving expectations concerning work 

Closely related to the previous section, participants, as they gained familiarity the 

system and the work started to develop expectations concerning how actions and 

interactions with the system would work out. Participant 1, when discussing Task 4 

in Location 8, described in relation to choosing the “Determine Route” function how 

she: 

“…was expecting to enter the departure point in the usual way…” 

Excerpt A4-13.43: Note 114 – Participant 1 describing problems with a map 

Participant 1, when commenting on the same task noted: 

“…s/he was not surprised the system knew where s/he was. S/he liked the feature as it 

saved typing in, but s/he felt that “it should have known anyway”” 

Excerpt A4-13.44: Note 152 – Participant 1 commenting on a system feature 

This sense of expectation could both involve a general sense of how the system 

would work and specific (sometimes negative) expectations about how particular 

parts of the system would help accumulated through the study. For example, 

Participant 4, while commenting on Task 1a, expressed a general sense of how she 

expected interaction to proceed: 

“…s/he thought the system would return the time to him/her at some point” 

Excerpt A4-13.45: Note 11 – Participant 4 describing expectations regarding future interaction 
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Both Participant 1 and 4 expressed some reservations concerning the maps in the 

system. Participant 4 noted with regard to her choice not to retrieve a map while 

doing Task 2e and 2f in Location 1: 

“…the maps had been no help so far so s/he had given up on them” 

Excerpt A4-13.46: Note 92 – Participant 4 commenting on the usefulness of the maps 

This ‘once bitten, twice shy’ mentality was reflected by Participant 1 in Note 44, 

reported at the end of the previous section. Participant 4 also described, when talking 

about Task 2d, how s/he generalised maps not being interactive to maps not updating 

with route information: 

“The user commented how s/he assumed the map was static and didn’t update with 

the system as had tried to interact with in it through clicking on it.” 

Excerpt A4-13.47: Note 74 – Participant 4 commenting on the static nature of the maps 

Participants’ expectations meant they could be surprised (either pleasantly or 

otherwise) by what the system delivered to them because they had developed an 

understanding of how they thought interaction might proceed. This is illustrated by 

both Participant 4’s comments concerning the first task (Task 1a) and the first route 

information she received in abbreviated form for Task 2a: 

“The user commented that s/he wasn't expecting this because s/he thought s/he would 

have to do more searching around for the times.” 

“S/he also noted that the inconsistency across screens caused problems: suddenly the 

system started using abbreviations.” 

Excerpt A4-13.48: Note 14 and 57 – Participant 4 commenting on the first route information 

This expectation could extend to how the system would capitalise on past 

interactions as illustrated by Participant 1’s comments on the second part of the route 

information she accessed while doing Task 2 in Location 3: 

 “The user commented that s/he thought the second route might build on what s/he 

already knew.” 

Excerpt A4-13.49: Note 84 – Participant 1 describing expectations regarding the system 

The cumulative effect of work 

There were also a number of cumulative effects of interaction with the system at 

times complementary to, at times extending beyond Emergent Properties. For 

instance, there is a strong possibility that participants’ interactions with the system 

also resulted in them indirectly working out what to do at particular points in their 
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journey or, at least served as a reminder concerning what to do. For example, 

Participant 4 commented at the start of her doing Task 2, having just started moving 

(from Location 1 to Location 2) how: 

“‘Mucking around with the system’ had helped him/her picture the intersection bit in 

particular…” 

Excerpt A4-13.50: Note 105 – Participant 4 commenting on the usefulness of the system 

As well as the system acting as a reminder, both participants developed a broad but 

incomplete sense of what the system could do along with a trust relationship with the 

system. Both participants also indicated a level of knowledge and uncertainty about 

what the system could do at different points in the study. Participant 4, when 

discussing the beginning of her actually doing Task 2, commented: 

“…s/he was just curious about what the system could do and that s/he wanted to get a 

sense of that by returning to a “summary of the system” instantiated in the startup 

screen. S/he commented that this was out of curiosity, not because s/he thought it 

would help.” 

Excerpt A4-13.51: Note 109 – Participant 4 describing curiosity about what the system could do 

Participant 1 expressed this knowledge and uncertainty in a different way, when 

explaining why she chose the “Determine Route” option at the beginning of Task 4: 

“The user commented that s/he had forgotten what the “Timetable Lookup” section 

involved: s/he vaguely remembered that s/he was asked to specify the departure stop.” 

Excerpt A4-13.52: Note 112 – Participant 1 describing forgetting one part of the system 

Participant 4 discussed trust issues more than Participant 1. However, Participant 1, 

while commenting on doing Task 2, did describe how she had lost faith in the map: 

“The user felt uncomfortable with the map at this point. S/he felt that s/he couldn't 

rely on an interpretation of the map to help” (Note 61). 

Excerpt A4-13.53: Note 61 – Participant 1 describing discomfort with the maps 

Participant 4, on the other hand, described the evolution of her trust relationship with 

the system in four separate comments while discussing doing Task 2 across 3 

locations – Location 3, 4 and 5. Commenting on her interaction in Location 3, she 

noted: 

“…s/he did not trust the system at this point: the “stuff up” with the stop number had 

caused that. S/he also commented that the system had not help her realize where the 

stop was exactly but that it had helped her realize that s/he had to cross the road.” 

Excerpt A4-13.54: Note 129 – Participant 4’s initial “trust” of the system 
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Yet, by Location 4, her trust had been restored: 

“The user commented here that s/he was both thrilled and surprised that the system 

was correct. S/he added that, as a result, s/he was a little bit more interested in 

wondering if stop 5 for the next part of the journey was true or not.” (Note 133) 

Excerpt A4-13.55: Note 133 – Participant 4’s trust of the system restored 

Her trust remained intact when commenting on Location 5. 

“The user commented that s/he knew broadly where to get off, but s/he didn't know 

how far to go up Bourke Street. S/he added that s/he could have stood at the front of 

the tram, but at this point s/he had faith in the system and stop numbers so s/he 

thought s/he could use that information.” 

Excerpt A4-13.56: Note 138 – Participant 4’s trust of the system remains 

However, in the next comment, on doing Task 2 in Location 5, her trust had 

disappeared again: 

“The user commented here that her/his trust in the system disappeared after the stop 

numbers in the system regarding Bourke Street were wrong: stop 0 in the system vs 

stop 8 in the real world.” 

Excerpt A4-13.57: Note 139 – Participant 4’s trust of the system disappears 

This vacillation of trust has more general appeal firstly because it demonstrates that 

interactions can have a cumulative effect. Secondly it illustrates that certain 

phenomena emerge over time and thirdly because it shows that the process of 

working out is ongoing and layered (i.e. new action and interactions are layered onto 

old ones).  
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Appendix 5-1: Work and care 

In this Appendix I briefly review relevant literature on work and care. 

A5-1.1 Work 

Rosenfeld (2000) describes how paid jobs outside the home or “formal wage jobs” 

(ibid:51) include regular office, shop, factory, agricultural and primary industry jobs 

and self-employment situated away from the home. They can also be distinguished in 

terms of being “contingent and noncontingent” and “informal and formal” (ibid:53). 

“Contingent work” describes short-term or flexible work arrangements that are often 

used by employers to respond to rapidly changing economic conditions – migrant 

agricultural labourers and temporary college teachers are examples. “Informal work” 

is marked by: “the absence of (1) a clear separation between capital and labor; (2) a 

contractual relationship between both; and (3) a labor force that is paid wages and 

whose conditions of work and pay are legally regulated…” (Portes and Sassen-Koob, 

1987:31). Illegal, project-based immigrant workers and non-contracted wage 

labourers for small family businesses are examples. 

Home-based employment can involve a very fluid relationship between “work” and 

“nonwork” spatially, temporally and perceptually. Rosenfeld (ibid:54) notes how: 

“Home workers in the United States tend to be either clerical and blue-collar 

contingent workers or high status professionals in “regular” jobs to which they 

telecommute, blurring the line between home and office…”. The movement of 

production activities into the domestic space, such as sidelines in both the United 

States (e.g. renting rooms to boarders) and China (e.g. selling agricultural goods), 

challenges notions that where work occurs is important. These activities are often 

not recognised as real work perhaps because they are juxtaposed to and intertwined 

with unpaid domestic work. Yet these result in (sometimes significant) remuneration. 

Work without pay outside the home includes volunteer work in the community and 

unpaid work for the family when away from home. Unpaid work in the home can 

include housework, chores, gardening, painting, knitting, child care and care of 

elderly relatives. Serious consideration of these kinds of work forces attention on 

how they relate to and indeed depend on work for pay or profit. External wage work 

by one member of the household can support domestic work by other members of 

the household (e.g. farm production), unpaid domestic work by one member of the 

household’s can support the other’s external wage work (e.g. hosting dinner parties, 
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doing clerical work). In addition, members of households can configure different 

kinds work temporally to enable adequate coverage – for instance paid shift work 

outside the home can be arranged between two members of a household to support 

unpaid care of children inside the home. Finally, volunteer work such as community 

service can both be regarded as an essential part of wage work by employers and be 

critical to the advancement of one’s career because of the social networking it 

enables. 

Both Rosenfeld (2000) and Entwisle and Henderson (2000) discuss both the 

boundaries between these forms of work and how they are conceived can vary. This 

is often a matter of emphasis, cultural values and the wider socio-economic context 

in which this work is embedded – for instance agricultural work can be considered 

household work in the context of a family business or work contributing to a larger 

collective external to the household. In addition, work is often less carefully 

segmented temporally than the above distinctions suggest. Variations and 

combinations in work are potentially poorly accounted for. What is actually “pay or 

exchange” is often vague, and the notion of the household itself may be vague (and 

involve a particular division of labour). Gardening may result in extra produce that is 

then given to a neighbour who reciprocates in some way.  Factory workers may form 

an informal household that is actually subsidised by some members’ families. Thus it 

seems that in order to define work adequately, work settings (including their broader 

context), the perception and experience of work and how different forms of work are 

related must be considered. 

Nippert-Eng (1996) notes as much in her book on “Home and Work” when 

describing how different social roles (or “statuses”) are negotiated according to 

different contextual factors (e.g. occupation, hierarchical role, family structure): 

“Furthermore, any individual negotiates these statuses within specific physical 

environments. The selves, roles and activities institutionally and personally associated 

with certain statuses are carried out within the real world. A laboratory feels very 

different from a living room, while a powerful administrator’s office may be quite 

similar to it. Thus, physical, ambient conditions also constrain the way we experience 

either realm and the extent to which we perceive differences between them.” 

[Nippert-Eng, 1996:14-15] 
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For her any consideration of work without consideration of the other “side of the 

commute” (ibid:10) – home – and vice versa is artificial. One defines the other. Her 

account of work (and thereby home) posits a continuum of division between home 

and work: extreme segmentation on one hand and complete integration on the other. 

This division is negotiated around people, objects (e.g. clothing), ambiance, 

surroundings and tools (e.g. time and space management mechanisms), and activities 

(e.g. thoughts, actions, self-presentation). The more similar we see home and work 

and the less we work on maintaining boundaries between them, the more integrating 

and less segmenting we are. She also argues that the maintenance and transformation 

of these boundaries between home and work is an ongoing achievement: 

“In general “boundary work” consists of the strategies, principles and practices we use 

to create, maintain, and modify cultural categories…the process through which we 

organise potentially realm-specific matters, people, objects, and aspects of self into 

“home” and “work,” maintaining and changing these conceptualizations as needed 

and/or desired.” 

[ibid:7] 

Strauss et al.’s (1985) discuss the kinds of work that constitute medical nursing care. 

of medical work: “machine work”, “safety work”, “comfort work”, “sentimental 

work”, “information work” and “articulation work”. 

Machine work (ibid:40-68) describes working with medical equipment through 

tending machines (e.g. monitoring, supplying, storing, setting up and taking down), 

producing actual work through them (e.g. transporting to bodies and vice versa, 

connecting to bodies and vice versa) and monitoring the work produced through 

them (e.g. reading of bodily and behavioural signs). Safety work (ibid: 69-98) 

involves adhering to safety procedures, conducting machine work safely as well as 

work involving maintaining a stable illness trajectory. Comfort work (ibid:100-128) 

involves reducing the discomforts associated with illness. 

Sentimental work is present in most forms of work. It is “…an ingredient in any kind 

of work where the object being worked on is alive, sentient and reacting–present 

either because it is deemed necessary to get the work done efficiently or because of 

humanistic consideration” (ibid:129). It involves interactional work – bringing into 

play taken-for-granted understandings about what it is to be a decent person 

(Garfinkel, 1967), listening, showing interest etc. The more particular skills such as 
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orienting and preparing, explaining and pacing are involved, along with: “building 

trust” (ibid:135), “composure work” or maintaining the patient’s composure through 

e.g. reassurance (ibid:136), “biographical work” or obtaining personal information 

from the patient, getting to know each other (ibid:137), “identity work” or working 

with the patient on matters of self (ibid:138), “awareness context work” or managing 

the patient’s awareness of his/her condition through e.g withholding potentially 

damaging information (ibid:139) and “reification work” or picking up the pieces 

after damaging interactions (ibid:139). 

“Articulation work” (ibid:151) involves the constant aligning of or articulation of the 

“multitude of sequential actions involved in any interactional course” (Strauss, 

1993:40). Strauss et al. (1985:151) characterise this kind of work with relation to 

trajectory: 

“Managing and shaping a trajectory involve calculating and carrying out numerous 

lines of work, which, viewed closely, are constituted of clusters of tasks. Tasks and 

lines of work together make up the arc of work anticipated for the given trajectory. 

Both require “coordination,” for they do not automatically arrange themselves in 

proper sequences or with proper scheduling. In other words, further work–articulation 

work–must be done to assure that the staff’s collective efforts add up to more than 

discrete and conflicting bits of accomplished work.” 

Thus, articulation involves “coordination of lines of work” through interaction 

through (and sometimes in spite of) existing “arrangements” among actors and a 

process of “working things out” (Strauss, 1993:87-8). 

This work inevitably involves talk. Strauss et al (1985:251) characterise information 

work in an era before the ubiquity of desktop and mobile computers largely in terms 

of this talk: 

 “Humans, as well as being talking beings, are talkative, so talk is inevitably part and 

parcel of their cooperative work…Men and women talk about their work during their 

work and after work, and sometimes their talk is the very heart of the work itself.” 

They suggest information work is pervasive in work contexts:  “…every kind of 

work involves some kind of production/construction/consumption/use…The 

handling and processing of information therefore is part of the task structure of every 

kind of work” (Gerson, 1981:7). Strauss et al (1985:251-60) continue to describe 

how information work involves talk as primarily passing information and can involve 
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written reports and talk of different kinds (e.g. play, technical). This talk can be 

closely or loosely coupled to the work being done and involves and is profoundly 

affected by clients (e.g. through seeking information about their condition). It is also 

required before and after illness trajectory work and depends on the nature of the 

illness trajectory work. It will vary according to the nature of the work it is 

associated with (e.g. sentimental). 

Strauss et al (1985:246-51) also make reference to a kind of work called “dirty 

work”. Everett Hughes (Hughes, 1962, 1971) explored this kind of work when trying 

to rationalise the behaviour of good people who worked in concentration camps 

during the Second World War. Hughes argument is that “dirty work” draws attention 

to the moral division of labour in particular social worlds – professional and 

occupational ones in particular – i.e. those in a superior position specialise in the 

most “desirable and moral” (Emerson and Pollner, 1976:243) work while those in an 

inferior position engage in the “messy and stigmatising” (ibid) work. Thus a defining 

characteristic of dirty work is that it is, in some way, morally reprehensible and 

“goes counter to the more heroic of our conceptions” (Hughes, 1971:343). Other 

possible features of this kind of work are that it involves “disgusting, degrading or 

shameful tasks” (Emerson and Pollner, 1976:243). Dirty work can give a profession 

“charisma” (Hughes, 1971:343) but more often results in a series of “collective 

pretensions” or “dignifying rationalisations” (ibid:340) to cope and maintain pride 

and dignity. 

Emerson and Pollner (1976) extend the notion of dirty work through a study of “shit 

work” in psychiatric emergency teams (PET). Their key argument is that work is 

designated as dirty by those who perform it. This happened when PET staff found 

they could not actually do anything for people, such as provide therapy. Instead they 

had to do something to people such as order them to be admitted to a psychiatric 

hospital without their consent. In both cases the designation of work as “shit work” 

or dirty work served to express moral distance from the work (despite being involved 

in it) and to reaffirm professional beliefs. 

Strauss et al. (1985: 247-51) build on these studies to suggest that dirty work is not 

only disgusting work, demeaning in some way or challenging to one’s ethics but also 

can be truly mundane work, not just ordinary and everyday, but downright boring. 

They also suggest that, over time, much work becomes grunt work as it becomes 
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learned, routine etc.. Thus they point out that dirty work is potentially an aspect of all 

forms of work and emerges when the balance between satisfying and unsatisfying 

work tips in favour of unsatisfying. They also suggest that work can comprise 

unchallenging, exhausting, dangerous, physically dirty of symbolically dirty work 

and that at some phases in the work trajectory there may be more dirty work than at 

others and that, for different individuals, notions of dirty work may differ. In the 

latter case they point out that, for some nurses, sentimental work with certain patients 

may be dirty work and that an analysis of dirty work should include them and their 

reaction. Finally, they point out that dirty work is prevalent in particular 

organisational settings, that workers develop strategies to circumvent it such as 

“gallows humour” and “parodying the work” (ibid:250). They also suggest that 

particular social worlds are responsible for deeming particular work dirty and the 

consequences of dirty work can only be understood in terms of the broader work 

trajectory. 

The final form of work that Strauss et al (1985) consider is “body work” (ibid:260-2) 

or work that involves helping or managing malfunctioning bodies: 

“…things are done to or with bodies or their parts or systems, that is, medicated, 

monitored, given comfort care, diagnosed, connected up with machinery, injected, 

pounded, manipulated, and “treated” in a multitude of ways.” 

[ibid:260] 

They point out how working with other people’s bodies (as taxi-drivers, pilots and 

choreographers all do) is analytically distinct from working with one’s own body. 

They argue that body work contributes to particular trajectories and thus body work 

varies depending on the type of the trajectory. Body work also varies in form 

depending on the phase in the trajectory, can be a part of other forms of work such 

as comfort work and can involve both working on one’s own body while performing 

task’s on a client’s. 

In Strauss et al’s (1985) notion of sentimental work both biographical work 

involving working with another’s identity and emotions are involved. Considering 

the former, Goffman’s (1955, 1967, 2005) work on “face-work” seems important. 

For Goffman “face-work” is part of the work of the negotiated order achieved though 

social encounters: 
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“The term face may be defined as the positive social value a person effectively claims 

for himself by the line others assume he has taken during a particular contact. Face is 

an image of self delineated in terms of approved social attributes—albeit an image 

that others may share, as when a person makes a good showing for his profession or 

religion by making a good showing for himself.” 

[Goffman, 2005:5] 

Goffman’s argument is that we both maintain our own identity and the identity of 

others, e.g. as being “decent”, through a tacit agreement and series of communication 

games: 

“Much of the activity occurring during an encounter can be understood as an effort on 

everyone’s part to get through the occasion and all the unanticipated and unintentional 

events that can cast participants in an undesirable light, without disrupting the 

relationships of the participants.” 

[Goffman, 2005:41] 

Face-work is prevalent in face-to-face communication according to Goffman (e.g. 

videoconferencing – Larsen et al., 2006:38). Face-work is thus about maintaining the 

self. Embarrassment, for example, occurs when the projected self is contradicted by 

particular events or actions. 

“By face-work I mean to designate the actions taken by a person to make whatever he 

is doing consistent with face. Face-work serves to counteract “incidents”—that is, 

events whose effective symbolic implications threaten face.” 

[Goffman, 2005:12] 

Thus “face” is an ongoing achievement that ritualistic and collectively managed. It 

sustains and projects a collective moral order. 

 “The general capacity to be bound by moral rules may well belong to the individual, 

but the particular set of rules which transforms him into a human being derives from 

requirements established in the ritual organization of social encounters.” 

[Goffman, 2005:45] 

This kind of work is aligned to what Hochschild (1983) refers to as “emotional 

labour” – or face-work for a wage: 

“I use the term emotional labor to mean the management of feeling to create a 

publicly observable facial and bodily display; emotional labour is sold for a wage and 
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therefore has exchange value. I use the synonymous term emotion work or emotion 

management to refer to these same acts done in a private context where they have use 

value.” 

[Hochschild, 2003:7] 

Hochschild’s “emotional labour” extends what we often traditionally conceive of as 

work to the production and display of emotion for a wage. Although, of course, this 

kind of work can also be considered action and interaction it draws attention to the 

particular effort involved in conducting certain kinds of work. Hochschild uses this 

notion to extend conceptions of exploitation from a little boy operating a machine in 

a factory in nineteenth century England to stewardesses serving passengers on 

aeroplanes today.  

A5-1.2 Care 

Much of the work on care and carework and technology rationalises such work terms 

of information work. In such settings ICTs are seen as a way of reducing the strain 

on healthcare infrastructure through reducing patient visits to a clinic and/or cost (e.g. 

Drake et al., 2005; Becker et al., 2004). In these studies care and carework is 

regarded primarily in terms of the monitoring of a patient’s physiological condition 

and the capture and display of information for interpretation by the patients 

themselves and/or an expert community (e.g. Bardram et al., 2005) to e.g. support 

decision-making (e.g. Mamykina et al., 2006). I do not deny the importance of these 

issues but to argue these are not the only issues. 

Cabitza et al. (2005) increase the scope of this view on care work to include a 

consideration of functions, effort and data involved in work supporting care. They 

describe how redundancy of each – e.g. redundancy of effort through the articulation 

of care-giving – can play a key role in hospital work. They also couple the role of 

“paper artifacts” with the information work sustaining the illness trajectory: 

“In fact, the very role of the composite body of paper artifacts involved in hospital 

care is to trace the course of the illness, the total organization of work done over that 

period and the impact of that work on those involved.” 

[Cabitza et al., 2005:161] 

This resonates with Becker et al’s (2004) notion that patient information over and 

through time is also useful for “long-term analysis” (Becker et al., 2004) at a 
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community level. However, as Cabitza et al., through their consideration of functions 

and effort, point out even information-centric approaches suggest the importance of 

other, more personal, issues: 

“As a consequence of redundancy implied by paper-based record-keeping duties [13] 

care providers are often seen (and see themselves) as “drowning in paperwork” and 

hence hailing a computer-based system in which information is entered once and 

instantly distributed to whoever needs it. As argued by other influential authors (e.g., 

[9]), when healthcare practitioners are relieved of more secretarial tasks, they would 

also be relieved of an alienating and disrupting part of their work that diverts them 

from more personal and human relationship with patients, i.e., from what Anselm 

Strauss has suggestively defined as “sentimental work” [33].” 

[Cabitza et al., 2005:164] 

Work in the area of technology and community health care points to broader 

concerns with data from “automated capture technologies” (Hayes and Abowd, 

2006:937) in evidence-based medicine, such as surveillance and caregiver autonomy. 

Hayes and Abowd (ibid) also point to a mismatch between societal and legal norms 

with regard to privacy and consent and the practical benefits of such technologies. It 

is nearly impossible to either use or gain consent to use visual information (e.g. 

photos) of children for their care. These issues, more broadly, point to the 

importance of and difficulties caused by time and space in the provision of health 

care services in the community namely: temporal and spatial dislocation between the 

observed and the observer; the importance of appreciating the individual and 

collective effort in care and; the importance of trust in management of the care 

process. 

Bloomfield and McLean (2003) concentrate on issues of time and space in their 

research into the effect of the introduction of the Care Programme Approach in a UK 

hospital department responsible for providing psychiatric health care services in the 

community. They (ibid:54) conceive of the role of technology in (community) 

mental care settings in terms of “the interrelationships between time and space, 

technology, organization, and human subjects (patients or staff)”. Their 

characterisation of ICTs is as a means of control and maintaining social order: 

“These [information] systems are deployed to monitor patients, assist the 

determination and recording of their needs, plan and standardize care, and ensure that 
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the services provided by mental health professionals are compliant with particular 

procedures and routines.” 

[Bloomfield and McLean, 2003:55] 

This characterisation of technology extends beyond the cost-reducer and information 

and evidence collector conception to one of watcher, standardiser and compliance 

enforcer. They (ibid) also note the pervasiveness of information and information 

gathering in community health care due to the particular spatial and temporal orders 

in community care: 

“…care in the community represents a spatially dispersed and temporally diverse 

organization, one in which the comparatively fixed or uniform spatial–temporal order 

arising from the regimentation and physical confinement of the Victorian asylum has 

been replaced by a more fragmented ensemble of practices, knowledge, bodies, 

organizations, artefacts/technologies, and locations….the work of mental health 

professionals now (more than ever before) involves practices of information gathering 

and information management….” 

In this regard they point out how information and information systems have 

supplanted medication as the key means of control for people with mental illnesses 

in the community. In addition, they also suggest a means of managing the “temporal 

asymmetry” and “spatial fragmentation” caused by moving the hospital to people’s 

homes: 

“Technology then is not a cause or determinant of social order, but rather should be 

understood as an integral part of a given problematic in the context of organizing. If 

we highlight the role of technology we must do so in the context of understanding the 

conditions of possibility whereby it comes to be seen as the solution to particular 

problems of organizing.” 

[Bloomfield and McLean, 2003:79] 

Thus they suggest ICTs become an integral part of the organising of organising and 

dealing with the spatial and temporal vagaries in community mental health care. 

A5-1.3 References 

See Chapter 8 references 
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Appendix 6-1: Case B project plan 

Introduction 

The following project description describes the 6 week stay of Connor Graham at the Computing 

Department at the University of Lancaster. This document is a starting point for discussions 

concerning the work to be conducted there. It will also enable the detail of the visit and the 

contingencies to be managed. 

Foundational research 

Research conducted at the University of Melbourne based on a field experiment involving wandering 

mobile workers engaged in way-finding has shown that Trajectory (“…a course of action but also 

embraces the interaction of multiple actors and contingencies that may be unanticipated and not 

entirely manageable.” (Strauss, 1993: 53)) and Interaction trajectories (the management and 

awareness of evolving interactions over time (Fitzpatrick, 1998)) are important when trying to 

understand wandering mobile workers. Notably, Strauss envisaged Trajectory as involving a physical 

entity i.e. a body. However, since Fitzpatrick’s framework is applied to CSCW, Interaction 

trajectories are mainly on the virtual plane, with through a representation of the physical self. The 

term Trajectory will be used to describe courses of action and interaction on the virtual and physical 

plane here. 

The same research (above) has also shown that mobile workers often attempt to reconcile or map the 

trajectory of their corporeal being on the physical plane with their trajectory on the virtual plane. 

Trajectories occur within a social and/or organisational context which the workers move through. 

Description of envisaged research 

Building on the above work, this research aims to investigate usage patterns of current technology 

among health care workers at Carlisle in the north of England. Specifically, the study will examine 

staff’s interaction trajectories both on the physical and the virtual plane with a view to supporting 

their existing work with modified technology.  

Questions investigated 

How do mobile workers reconcile trajectories on the physical and the virtual plane? 

How can this understanding be used to develop more effective supporting technology? 

Current technology 

This research will study the technology deployed at the sites (see below) supports a messaging service 

running among touch-sensitive displays attached to GSM terminals (SPAM units) and mobile phones. 

The service enables SMS messages to be sent among mobile phones and the sites. The service also 

supports automatic forwarding and automatic acknowledgement of messages received. 

Sites 

The research will take place focus on two associated sites in Carlisle. One site is a permanently 

staffed hostel and the other a semi-independent living accommodation office. Both sites host SPAM 

units, but as the technology can access a GSM network messages can also be sent from mobile phones 

between and at the sites. 

Users 

The users studied in this research are staff managing the care of former psychiatric patients. These 

staff move between work a permanently staffed hostel the semi-independent living accommodation 

office 

Method & Process 

This research will utilise technology probes to frame questions for semi-structured, in-depth 

interviews. This will be followed by a stage of applied design (involving a design workshop), a one-

to-one participatory design sessions involving a typical user, and, finally, low-fidelity technology 

probes. 
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Outcomes 

This research will result in: 

• A series of archetypical trajectories involving mapping between the physical & virtual plane; 

• A series of vignettes describing the above in “plain terms”; 

• A series of design schemas describing abstract design responses to the archetypical trajectories. 

• A series of prototypical, paper-based designs in response to the archetypical trajectories; 

• A low-fidelity probe pack to verify the effectiveness of the above designs. 

Research Plan 

 
Wk Activity Outcome(s) Resources Dependencies & risks 

0 Analysis of past 

user logs (2002) 

Applicability of trajectory 

and mapping 

Possible users for study 

Logs Logs from that period being 

accurate for today 

Absence of trajectory and 

mapping in the data 

1 Analysis of 5 

current user logs 

Semi-structured, 

in-depth 

interviews 

Log analysis 

Interview answers 

Interview questions 

Logs 

Staff time 

Data can be analysed quickly 

enough 

Analysis being too slow 

Staff not accessible 

2 Generation and 

selection of 

Archetypical 

trajectories 

Archetypical trajectories 

describing staff usage 

patterns where the virtual & 

real are being mapped 

Vignettes ‘translating’ the 

above 

Interview data 

Logs 

Staff 

Data takes too long to analyse 

Trajectory & Mapping not being 

applicable 

Staff cannot be accessed 

3 Abstracting 

Design Schemas 

Conducting 

design workshop 

Design Schemas 

Videoed design 

presentation(s) 

Low-fi designs 

Lancaster personnel 

Archetypical 

trajectories 

Vignettes 

Design Schemas 

Image editor 

Paper etc 

Design Schemas cannot be 

developed in time 

Design Schemas not useful 

Design workshop not 

feasible/useful 

4 Conducting one-

to-one 

participatory 

design exercise 

Video interview & design 

session with 1staff member 

Refined Archetypical 

trajectories 

Refined Design Schemas 

Refined designs 

Staff on site 

Time from staff on 

site 

Archetypical 

trajectories 

Vignettes 

Design Schemas 

Low-fi designs 

Cannot access site and /or users 

Vignettes not realistic 

Low-fi designs not useful 

 

5-6 Design probe 

pack 

Pilot probe pack 

Send out probe 

pack 

Piloted probe packs 

 

Staff on site Probes not returned 

Probe data too difficult to 

analyse 

 

Detailed Research Description 

Firstly (Week 0), data from technology probes will be analysed to identify 5 possible users from the 

Carlisle staff for the study. During the analysis, key themes from their interactions will be mapped 
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onto the concepts evolved from Study 1. This mapping will be used to verify that trajectories are 

worthy of study at the Carlisle site. 

Secondly (Week 1), additional technology probes will be analysed for 5 of the staff. These will be in 

the form of the existing textual logs examined over a period of a week and a daily telephone 

conversation with each of the staff members on what had happened during that day. This will be in the 

form of a semi-structured interview with questions based on the analysis of the logs (either the day 

before’s or that day’s if possible).  

Thirdly (Week 2), this data will be used to infer a series of locales and set of archetypical trajectories. 

The archetypical trajectories (AT) will be examined and a set will be selected to design supporting 

technology for. These will be selected on the basis of the realism of the AT (is it likely to happen?), 

the frequency of the AT (how often does it happen?) and the feasibility of designing technology for 

the AT (can we build something to help out?). Physically, the ATs will resemble baseball or football 

cards so they can easily be introduced to design team and an example is presented below (see 

Appendix 1). Then key factors (e.g. sites & means being unstable) across these ATs will be identified. 

The refined ATs will then be rewritten as vignettes (in which the “archetype” for example is omitted) 

and presented to the users to comment on (in particular regarding realism). This will be done via 

email. The ATs will also be used to identify users to be involved in the design during week 4. 

Then (Week 3), matching Design Schemas will be evolved from the ATs. These Design Schemas will 

encapsulate a technological response to the “problem” presented in the ATs. They will also describe a 

construct that was used to assist with the design and will use the data in Study 1 to assist with the 

design (see Appendix 2). These Design Schemas will then be used to generate low-fidelity artifacts 

through a design workshop involving researchers at Lancaster. The outcome will be a series of 5 

minute videoed presentations of possible designs. The Design Schemas will be refined through this 

exercise and the examination of the Study 1 tapes. In addition, some paper-based prototypes will be 

produced. 

Fourthly (Week 4), the vignettes based on the ATs will be verified through a one-to-one participatory 

design exercise. During this exercise the matching low-fidelity artifacts based on the Design Schemas 

will be presented to a single user and s/he will be asked to judge the effectiveness of the designs. Note 

that these are acting as low-fidelity prototypes. This exercise will result in a refined set of ATs and 

Design Schemas. The refined version will be assembled into technology probe packs and presented or 

sent to users. 

Fifthly (Week 5 & 6), this will be written up! The probe pack will be assembled and piloted with a 

member of staff at Lancaster. The probe packs will then be sent to staff at Carlisle to assess the 

possible effectiveness of the proposed designs. Arrangements will be made to access the materials in 

Melbourne. 
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Appendix 1: Possible Archetypical Trajectory (AT) 

Background 

Jill described she liked to know on a Monday morning which patients’ she needed it was essential to 

check on when she gets into a shared office. She noted that she usually got given this by her colleague 

later than she needed it and had no problem following the instructions once she got them. 

Projection (for Jill) and arc of action (for the patients) are descriptive here, in the sense that the actor 

has to plan ahead in the physical world and be aware of patients’ past actions in the physical world. 

Study of Jill’s logs and semi-structured interview data show she resembles the “Follower” archetype 

best (she trusts the technology). 

Archetypical trajectory 

Subconcept(s) 

Arc of action & projection 

Archetype 

Follower 

Social world(s) 

Health care workers engaged in patient care 

Psychiatric patients engaged in their own care 

Interactional needs 

Information on patients’ medication schedule 

Information on availability of other health care workers 

Sites 

Permanent hostel office & semi-independent living office 

Means 

Touch-sensitive display accessing SPAM service 

Mobile phone accessing SPAM service 

 

Appendix 2: Design Schema 

Origin 

Design Schemas will be evolved from examining the Archetypical Trajectories (see above). This 

process will involve using the data from Study 1 to inspire a design solution. 

Design Schema Outline 

Construct(s) 

General design construct used 

Subconstruct(s) 

Refined construct(s) based on Archetypical Trajectory 

Design Sketch 

Textual or pictorial response to the construct/subconstruct 

 

Abstractions 
(from Study 1) 

User/actor info 

(from Study 1) 

Locales info 

(from Study 1 

definitions) 
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Appendix 3: Key definitions 

Locale 

 “A locale is constituted by the relationship between a particular social world and its interactional 

needs, and the ‘site and means’ used to meet those needs, i.e., the space together with the resources 

available there.” (Fitzpatrrick, 1998:91) 

“Locales refer to the use of space to provide the settings of interaction, the settings of interaction in 

turn being essential to specifying its contextuality. The constitution of locales certainly depends upon 

the phenomena given pride of place by Hagerstrand: the body, its media and communication, in 

relation to the physical properties of the surrounding world.” (Giddens, 1984:118) 

A locale is constituted by the relationship between a particular social world and its interactional 

needs, and the ‘site and means’ used to meet those needs. For mobile work the physical ‘site and 

means’ are constituted by the physical environment and its affordances and the resources within it 

(e.g. signs) respectively. The virtual ‘site and means’ are constituted by the sense of place afforded by 

the device and the tools and resources available within the device (e.g. maps). The tightness of 

coupling between the physical and virtual ‘site and the means’ can be understood further through the 

interactional needs of the social world(s) constituting the locale. 

Trajectories 

 “(1) the course of any experiences phenomenon as it evolves over time (an engineering project, a 

chronic illness, dying, a social revolution, or national problems attending mass or “uncontrollable” 

immigration) and (2) the actions and interactions contributing to this evolution.” (Strauss, 1993:53) 

“The interaction trajectory aspect captures all of the dynamic and temporal aspects of social world 

interactions within and across locales – past, present and future.” It is about the social world in action 

in its locale(s), and the co-evolution of action, locale, social world as the trajectory unfolds.” 
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Appendix 6-2: Case B interview questions 

A6-2.1 Staff interview questions 

Social world 

• Is this a typical work day for you? If not how would your “normal” day be different? 

• Can you describe the work that you did today that: 

o You have to do a lot? 

o Is very important for you to do? 

• How would you describe your key responsibilities? 

• Do you often have to work alone, or do you work with others a lot? 

Site 

• Did you often move between Location A and Location B? 

• What were the key challenges when you had to do this? 

• How would you describe where you work? 

• Are there any particular difficulties or advantages you encounter because of where you 

work? 

Interactional needs 

• Do you need to interact with other staff and residents during your workday? How (e.g. 

face-to-face) and why (e.g. to discuss residents’ behaviour)? 

• Do you need to access certain information regularly? Why and from where? What do 

you use this information for? 

Trajectories 

• Does your work have particular stages during the day? How are these stages related (if at 

all)? 

• Do you have a particular schedule that you run to and routines that you follow? What are 

they? 

• Are you often aware of planning ahead during your workday or do you just do work as it 

comes to you? Who plans your work or is it not really planned at all? If it is planned, 

how is this done (e.g. through staff meetings)? 

• How do you manage the things that you have to do? Do you write down reminders or 

ask people to remind you about things for example? 

Means 

• What do you use to do your work (e.g. telephone)? What’s the most useful? Why? 

• Do you use certain things for certain work (e.g. the telephone to make arrangements)? 

What do you use each of these things for? 

General 

• Reflecting on what we discussed about your interaction with others, work and schedules, 

is there anything that you find particularly challenging/critical/boring in your work? 
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A6-2.2 Researcher interview questions 

General 

• What is your connection with the research project at Carlisle? 

• What is your understanding of the research project at Carlisle? 

• What work have you done in connection with the Carlisle project? 

• How many visits have you made to the Carlisle site and who and where have you visited? 

Social world 

• Reflecting on what we discussed about your interaction with others, work and schedules, 

is there anything that you find particularly challenging/critical/boring in your work? 

• Who is being studied at Carlisle? Can you describe them? What are they like? 

• Can you describe the main work of the people at Carlisle? What do they do? What are 

their goals? What are their responsibilities? What day-to-day tasks do they have to do? 

• Does their work involve collaboration or do people tend to work independently? With 

whom do they collaborate? How do they collaborate? 

• Is there a clear management structure at Carlisle? What is it? 

Site 

• Where do people work at Carlisle? 

• Is there one place of work or are there many? What are the differences between sites? 

• Do people tend to work from home? 

• Do people tend move between and among sites (including home) or do they tend to stay 

in one place? 

Interactional needs 

• Can you describe what the workers at Carlisle need when they are doing their work? 

• Do they need to interact with each other often, for example? If so why do they need to 

do this? 

• Do they need to access certain information regularly? If so, what do they use this 

information for? 

Means 

• What do the staff at Carlisle use to do their work e.g. telephones, email, paper?  

• Do they use certain things to do certain work? For example, do they use email to 

communicate and paper to record information? 

• What technology and computing systems do the staff at Carlisle use? Can you describe 

each and what staff use each technology for? 

History 

• When was the SPAM system introduced? Has it been accepted by staff? What do they 

use it for? Has it changed the way they work? 

• Recently, one site has been closed at Carlisle. How do you think that will affect the use 

of the SPAM system? 

Past design work 

• Describe how the other design workshops went. 
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Appendix 6-3: Case B field notes and interviews 

A6-3.1 Field notes 

This visit occurred on 10th June 2004, between 3.30 and 5 p.m.. 

Location B: The Hostel 

This office is a converted house. Residents are reasonably free to roam around and 

seem used to other people being there. When we entered a room with one sofa on the 

left, 2 chairs on the right and a long table with a chair facing us. There were five 

people in the room: one health care worker (HCW), Tony, sitting on the sofa with a 

patient, another HCW on our right, Dawn, one HCW, David, sitting on the chair by 

the table and one HCW roaming around. We briefly said hello and were taken into 

the back room with the SPAM unit in it. Researcher C started working on the unit 

and I had a brief chat with one staff member. The back room contained two LCD 

displays, one fax machine, one phone book shelves with files and a whiteboard with 

a table drawn on it with people’s on the far left cell of the table. There was also a 

safe just behind the door, on the floor. The SPAM unit was above the safe. 

Researcher C repaired the unit. There was also CCTV at this site. 

The staff were constantly engaged in interaction. They were either talking to 

residents, answering the phone or filling our paper work at the main table. They 

seemed totally accustomed to the work environment in the main room. Tony came 

into the back room and opened the safe to get some medication while Researcher C 

was fixing the SPAM unit. The staff didn’t talk with us much: they seemed to busy 

and engaged to do so. 

Location A: The flats 

This office was locked when we went there and was housed next to the semi-

independent units. We joked that we needed the SPAM unit at that point! We called 

the main office and, after trying to get through a few times (where are you now 

SPAM!) we got through and were informed that the keys were with a staff member 

in a unit. We went to the unit and met HCW1 who took us up to the office. HCW2 

followed us who is also a staff member. HCW1 chatted to us about the technology 

while we looked at the server. 

The office was much newer than the other space, but smaller. It contained two 

computers with flat displays each sitting on its own desk with a chair, a whiteboard 
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very similar in nature to the one in the other office and a phone and a fax machine. It 

contained shelves with files and a safe. HCW1 took some money and a medication 

pack out of the safe when we were there. The SPAM unit was on a book shelf beside 

the door. Notably, the SPAM unit was in the ‘away’ state when we arrived. HCW1 

had probably done this when he left the office. There was also CCTV at this site. 

This office had been moved from the smaller room to the larger room recently. In the 

smaller office the SPAM screen was always on the main desk, opposite the computer. 

It had recently been moved to the filing cabinet, quite a large distance from the main 

computers. HCW1 seemed interested in the SPAM unit and other possibilities. He 

asked what had gone wrong with the SPAM unit and if all staff were going to get 

mobile phones at some point. He noted that most staff were not au fait with 

technology and that we therefore wouldn’t see much usage of SPAM in the logs. He 

also commented that a keyboard would be useful for the SPAM unit, perhaps a 

wireless keyboard so that SPAM could be used from anywhere. He seemed really 

keen on his technology! HCW2 commented that he didn’t like the noise the SPAM 

unit made as it had kept him awake while he was trying to sleep in the office one 

night! 

Both SPAM units have been moved away from central use (probably because they 

weren’t working). 

Staff had a kind of “engaged detachment” 

My thoughts 

It may be better to pursue requirements through the staff. This angle may be “safer” 

as there is scope to given them some “fake” technology and ask them to envisage use 

in some way (but how fake can it be?). How do we “fake” it appropriately and 

envisage use in sensitive settings? 
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A6-3.2 Informal conversations 

Chat with Researcher A and Researcher D 

This chat was conducted over coffee at 2.40 p.m. Lancaster University on 9th June 

2004. 

I found out that Researcher A was into the situated nature of action. He described the 

site at Carlisle and that there was an opportunity to write something on the following 

issues: 

- Data analysis of technology probes using tools for qualitative analysis (problem 

being that existing tools supported grounded analysis and not other forms of 

analysis); 

- The use of technology probes in the design process. 

We discussed the issue of being careful with deploying technology: what happens 

when the project stops funding the technology. Is it just taken away? Researcher A 

then described how there may be scope for a public display to augment staff work 

activities: specifically to enable staff and patients to share information. He said there 

was a problem with introducing door displays as there may not be enough funding 

for all of the patients and if some got them then others may feel “left out”. I 

mentioned that the public display was a nice example of augmentation of a physical 

space. That brought a rye smile! 

Regarding his ethnography he indicated that he had followed some staff when 

interaction with patients. He indicated that there were rhythms and routines that 

patients had to engage in and that staff had to try to ensure patients learned to 

maintain those routines. He also indicated that there was a safety issue with some of 

the patients and that they quite often got beaten up by the locals. The semi-

independent living quarters where they live is in the “rough part of town” and 

“patient-bashing” was something that happened now and again. However there was a 

vicious cycle at work: if they were given a mobile phone, they would be more likely 

to be attacked and robbed before they could text for help! Researcher A suggested 

giving them a mobile phone. I suggested giving them something that didn’t look like 

a mobile phone. Researcher A quipped they could be given a phone that looked like 

a dog turd! Mmmm…. 
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Medipacs were also critical at the site: patients had to receive their medication 

regularly and it had to be delivered to them. Sometimes the chemist “got the numbers 

wrong” and they were given too much medication. The result was the need to 

intervene physically and get the medication from them. He also indicated that 

patients were encouraged to manage their own medication. A medication system had 

been developed, but had not been deployed due to legal issues. 

In mentioned I was using a CSCW framework as a lens. Researcher A asked which 

one I was using. I told him. Then Researcher A asked what the difference between a 

plan and an interaction trajectory was. He indicated that trajectory emerged from 

grounded analysis (Strauss) of phases of illness as did Locales. I agreed that an IT 

was had discrete phases, as it was based on discrete phases of illness in Strauss’s 

work. He replied that a plan was an overall goal that drove embedded interaction. I 

replied there was a sense of projecting forward within an interaction trajectory which 

may or may not be captured by a plan. 

I indicated it may be interesting to examine routines and rhythms with a view to 

supporting breakdowns in these routines. I indicated it may be interesting to look at 

critical incidents and see how they could be supported using technology. He 

indicated that this may already have been done. 

Researcher D indicated she had been involved with the cultural probes and data 

collection at Carlisle: in both designing and analyzing and collecting the data. 

Researcher A indicated that there was a video of the first design workshop which had 

been conducted at Carlisle. He described how it had resulted in the SPAM system. 

Chat with Researcher B 

This chat was conducted over lunch at 12.45 p.m. Lancaster University on 10th June 

2004. 

Researcher B and I discussed the Carlisle project. What was central to our discussion 

was the need for the SPAM technology to be reliable and stable and for the 

technology to support communication with workers off site. I commented that the 

obvious technology intervention was something to manage patients’ medication. 

Researcher B commented that the support work at Carlisle focused on staff for legal 

reasons: if something failed to support patients in critical situations, the university 

may be legally liable. We discussed that technology intervention has to be low-key 

and subtle at times and build to ‘ideal support’ (whatever that is!) slowly.  
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A6-3.3 Interview notes 

Interview with Researcher C 

This interview took place at 3.30 p.m. on 9th June 2004. 

General 

1. What is your connection with the research project at Carlisle? 

Researcher C replied that he was involved in the technical aspects: designing 

hardware and software in response to requirements, support. He described how the 

SPAM system deployed a peer-to-peer architecture and supported SMS through a 

GSM terminal at each site. He described how when a message arrives, it is added to 

a table. The messages don’t appear: they have to be clicked on to be viewed. When 

messages are viewed an acknowledgement is sent to the sender. He described how 

the system was designed to be instantaneous, although SMSes are captured. The 

software has limited data management capabilities. 

Researcher C described how his work consisted of collecting logs. He did have to 

write a new version of the software, however, after a series of abusive messages had 

been sent around. He also described how his work consisted of hardware and 

software deployment. The technology consisted of an end unit with a flat 12” touch 

screen. He also noted that communication was through GSM as it was a cheap and 

easy solution: it is reliable, asynchronous and simple. Researcher C described how 

the SMS functionality to the doorplates had been used as a scenario in the first 

design workshop. 

2. What is your understanding of the research project at Carlisle? 

Researcher C regarded the work at Carlisle as a usability study with Researcher A 

being really interested in the ethnography and Researcher B being more interested in 

the patterns of use. He also noted that the whole project is about participatory design. 

He also described how the project aimed to gather really good requirements. He also 

noted that the design hadn’t changed much since initial deployment and that it was 

now “part of the furniture” at Carlisle and was being used. He noted that to change it 

would have implications. 

3. What work have you done in connection with the Carlisle project? 

See 1. above. 
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4. How many visits have you made to the Carlisle site and who and where have you 

visited? 

Researcher C described how he had visited the site 8 or 9 times. He mentioned he 

had been there for: the initial design workshop; the deployment at both sites; the 

software upgrade; log collection; repair of the harddrive; the X-box design workshop; 

addressing technical problems; the installation of the X-box at a staff member called 

Tom’s house. He described how he only saw staff who were on duty at the site that 

was open 24 hours and that this site was the only one of the two that was staffed 

regularly. He noted that he had been to the other site less often and that it was not 

permanently “personned” anyway. He said he had never talked to patients. He 

commented that he had seen the “computing guy” a few times in connection to the 

new development of the software for the XBox and had visited Tom’s house. 

Social world 

5. Who is being studied at Carlisle? Can you describe them? What are they like? 

Researcher C described how there was an overall manager in charge of the 

residential location with 24 patients and 4-5 other people. He commented that there 

was “another woman” at another location and that Tom used to be there but has been 

off ill. He commented that all seemed nice and relaxed. He described that many 

didn’t know how to use computers, but that they seemed to be willing to have a go 

and were not frightened of technology. 

6. Can you describe the main work of the people at Carlisle? What do they do? What 

are their goals? What are their responsibilities? What day-to-day tasks do they have 

to do? 

He described how the main goal seemed to be looking after the residents. He also 

stated that staff had to take them on trips. He noted that when staff were on trips it 

was useful to be able to text the main office to let them know they were running late. 

He described how additional duties were: administering medication, liaising with 

doctors, coordinating getting medication and arranging visits from doctors. He 

described how in each office there was a whiteboard containing information about 

the patients. He said that he didn’t have a sense of the tasks that they had to do and 

that he had heard about MedicPacks holding patients’ medication. 
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7. Does their work involve collaboration or do people tend to work independently? 

With whom do they collaborate? How do they collaborate? 

Researcher C described how staff needed to communicate between 2 sites. He also 

described how there had been a big requirement for another medium of 

communication that was asynchronous and public. The asynchonicity was important 

as staff were not always in the office and thus the messages could be timestamped to 

indicate when they had been sent. He described how the offices were small. Staff 

seemed to communicate via email (limited use), fax, SPAM, phone, PostIt notes and 

whiteboards with patient information. 

8. Is there a clear management structure at Carlisle? What is it? 

Researcher C described how he was aware that there was one woman who was the 

overall boss and that all the people who worked there had been there a long time. He 

indicated that there seemed to be a flat, casual organizational structure: there were so 

few staff that it seemed difficult to impose structure. He also indicated that the 

workgroup was informal. 

Site 

9. Where do people work at Carlisle? 

See 5. & 8. above. 

10. Is there one place of work or are there many? What are the differences between 

sites? 

Researcher C indicated that there were at least two staff at one site (Location B – 

The Hostel) all the time.  This was a converted house that had 2 offices: a back office 

and an office with sofas. Staff were free to walk around this front room, but not into 

the back office. He indicated that the “overall boss” used the back office. At the 

other office he described how only 1 staff member was “on” and that at times they 

had to take keys to access the SPAM unit. He commented that the “lady boss” was 

often at the main office. 

11. Do people tend to work from home? 

He said that people didn’t really tend to work from home and that the work was 

hands on: managing the patients. Tom’s SPAM unit was installed at home so he 

could contact and be contacted in emergencies. It was also installed for “social 

reasons”. 
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12. Do people tend move between and among sites (including home) or do they tend 

to stay in one place? 

Researcher C commented that it seemed important that staff could contact each other: 

availability when they leave the main office to go to the flats is important. They 

often use a cordless phone as it is important they can contact each other in 

emergencies. 

Interactional needs 

13. Can you describe what the workers at Carlisle need when they are doing their 

work? 

Researcher C commented that staff seemed to have to interact with each other during 

a workday. At the main office they would tend to work together: standing, sitting & 

talking. He noted that it seemed to be quite a physical job: managing the patients and 

doing general work. He noted that it was rare that staff always sat down. 

14. Do they need to interact with each other often, for example? If so why do they 

need to do this? 

Researcher C noted that the whiteboard seemed to be significant as it determined if 

the medication was on schedule. They didn’t seem to use technology for critical 

tasks. SPAM had become important when the phone was engaged and someone was 

off-site. If they were bored they tended to play with SPAM. There was a key 

relationship between doctors, health care workers and medication that he didn’t 

understand. The whiteboard information was confidential: had had to make sure no 

information on the whiteboard was legible in a photograph, for example. 

15. Do they need to access certain information regularly? If so, what do they use this 

information for? 

Not answered. 

Means 

16. What do the staff at Carlisle use to do their work e.g. telephones, email, paper?  

Researcher C commented that the whiteboard seemed particularly important. 

17. Do they use certain things to do certain work? For example, do they use email to 

communicate and paper to record information? 

Researcher C didn’t know the answer to that question. 
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18. What technology and computing systems do the staff at Carlisle use? Can you 

describe each and what staff use each technology for? 

Researcher C described the technology at the offices as “primitive”. He described 

how each office had a PC, fax and phone: both offices have cordless phones and 

there was only one phone at each location. He commented that money seemed quite 

tight. 

History 

19. When was the SPAM system introduced? Has it been accepted by staff? What do 

they use it for? Has it changed the way they work? 

Researcher C described that the SPAM unit had been installed over 2 years ago and 

that it seemed to be accepted by staff from the information in the logs. He 

commented that it was used to keep in contact and to tell jokes. He commented that 

he tended to forget it was there if it was working and that it was hard to say if there 

was a problem. He didn’t know if it had changed their work. He said that it could be 

used when the phones were engaged: this is reflected in the logs. 

20. Recently, one site has been closed at Carlisle. How do you think that will affect 

the use of the SPAM system? 

He commented that this would not effect inter-site communication, but may affect 

off-site communication, when someone was holed up somewhere. He also 

commented that they were a bit worried about getting orders from “the boss” over 

SPAM. He also said it would be a bit of a shame if one office closed and that there 

was a lot of coordination that involved food! Finally, he commented that there was 

still plenty of scope for staff to use it to text in and say they were late for work. 

Past design work 

21. Describe how the other design workshops went. 

Researcher C described how both went well. 

In the first one they had evolved great scenarios and requirements. This workshop 

was more structured with groups being formed. The design emerged from this. A lot 

of the design came about through Researcher C ‘knocking it together’, showing it to 

Researcher B and evolving it. At the start, staff wanted something that was easy to 

learn and stable. This need to be simple, reliable and easy to design affected the 

technology design greatly. 
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The second one was less structured and was designed as a “thank you” for the 

university. It was less helpful and fewer people turned up. It focused on the use of 

SPAM on the Xbox.  

Interview with Researcher A 

General 

1. What is your connection with the research project at Carlisle? 

Researcher A described his role as being involved in the fieldwork and as a “general 

dogsbody”! He was involved in conducting ethnographic research and in designing 

the probes, handing them out, getting them back and analyzing them. He was also 

involved in the design workshops and in gaining access by talking to the director of 

the charity. 

2. What is your understanding of the research project at Carlisle? 

The project is part of the Equator project where the emphasis is on community care. 

This is one of the few projects that has a strong user group. The others are more 

technology focused. There is some collaboration with DIRC (Interdisciplinary 

Research Collaboration in Dependability). The emphasis of this project is technology 

dependability in security and safety-critical domains e.g. a panic alarm. Researcher 

A described how all these issues came out with the medication system. 

Dependability is essential in this area: people will die if the technology doesn’t work 

e.g. if a resident is given too much medication. Equator has become increasingly 

interested in dependability. 

DIRC dragged in other projects and became interested in domestic settings. The two 

sites at Carlisle are funded by the Housing Association. The Methodist Housing 

Charity is also involved. The involvement of DIRC was on the methodological angle: 

the use of cultural probes and ethnography in design. Equator’s involvement was 

with domestic spaces and the movement of technology into the home and the home-

work division blurring. 

Researcher A described that this project had more legal and ethical issues than most. 

He also noted that in this project the team couldn’t test stuff on students. In addition 

they could not adopt the “rape” model of research: deploying technology, creating 

dependency and then taking it away. He noted that in this context, it’s very hard to 

be a “good guy”. However, the staff at the two sites had been promised that whatever 
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they want they can keep. There was an issue concerning cost of equipment and 

maintenance cost: it takes one hour to get to Carlisle and back and an engineer has to 

be responsible for the equipment and software. 

3. What work have you done in connection with the Carlisle project? 

Researcher A set up the project. He assembled the cultural probes and followed up 

this data collection with some interviews with some residents. He was also involved 

in some early fieldwork and set up the design workshops. The early fieldwork 

involved a sense of finding out what the place was like. From the beginning there 

was a concern about security. 

He has kept in contact with the organization and has gone up each time with 

Researcher C. Researcher A thinks the public display may work better in the hall 

area of the Location B (the Hostel) site as it is a public way of sharing information. 

For example, the display could be used to show staff members that residents were 

going somewhere. Researcher A was also involved in arranging both design 

workshops. 

4. How many visits have you made to the Carlisle site and who and where have you 

visited? 

Researcher A noted that he had not done a lot of fieldwork at Location B (the Hostel) 

and that it’s mainly been at Location A (the Flats). He described how he had done 2-

3 sets of fieldwork at Location A of 3-4 days each. He described how he had adopted 

a shadowing approach, with bits of interviewing with the manager. He had also 

interviewed residents and had taped these. The probes were handed out to residents 

at Location A. He described how he had only gone up to Location B once to follow 

one staff member taking a resident to the supermarket (Tescos) to help the resident 

manager his/her money, without spending it all at once. When the he worked with 

Nottingham, there was an idea to develop a VR environment for residents so that 

they could learn to manage money through interacting with this virtual environment. 

Researcher A noted that there was a staff meeting on Fridays. He also noted that 

each time he went up staff were excited: whenever people from the university appear 

there is an excitement as it may mean new technology! 

Social world 

5. Who is being studied at Carlisle? Can you describe them? What are they like? 
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Researcher A described that the main focus was studying the staff and the residents. 

He described how the focus of the work was the interaction between staff and 

residents and some of the research centred around the technology that has been 

designed. He described how the fieldwork had studied everything. He also described 

that the idea was to support staff in the work that they do. 

6. Can you describe the main work of the people at Carlisle? What do they do? What 

are their goals? What are their responsibilities? What day-to-day tasks do they have 

to do? 

Right from the beginning Researcher A noted that there was a concern about security 

and medication. Two residents had tried to kill themselves: one through a medication 

overdose and the other as a copycat! In both cases it had taken a long time for the 

information about the patients to be located, in particular how much medication they 

could have taken. From this it was clear that data about residents was distributed and 

difficult to access. What had also emerged was that resident data had to access just-

in-time in particular critical situations. That was where the idea of the medication 

manager had come from: perhaps a touchscreen with drop downs next to patients’ 

names. He noted that the research team had been held back by cost and ethical and 

legal issues. 

The staff have an administrative role and are employed by the housing trust. They 

have to liaise with psychiatric teams and social workers. A lot of their jobs involve 

basic labour. They are each assigned one of the residents and are always available for 

consultations. They are constantly being phoned up by the residents e.g. by a resident 

who is housebound. They also have clerical, such as liaising with consultants in 

charge of residents, and manual duties: they have to fix things around the sites.  

An important job for them is associated with therapy: they are involved in 

developing independent living skills such as looking after their own health (e.g. 

brushing teeth), money management (residents have to pay for their own 

accommodation and food), medication management, cooking a meal for them, 

developing a rapport with residents and helping them develop. Residents also attend 

a day centre and staff help them get there by booking taxis. After speaking with 

Researcher B, a lot of the issues were caused by the residents spending all their 

money at once. Another typical duty would be to cook a meal with them. Thus they 
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had to develop a rapport with the patients and help them develop life skills. The idea 

behind this to assist with them with getting out into the workplace. 

Researcher A described how staff’s day-to-day tasks tended to be mundane. 

Rhythms and routines developed. An important routine was the change of shifts. At 

this time the “talk” between the old shift and the new shift was important. This 

involved talking over what had happened during the day. There were certain 

peculiarities to their work governed by regulations e.g. certain information could not 

be transferred between sites on paper, but had to transferred electronically. A shift 

contained certain phases: meeting the previous shift, starting tasks (e.g. giving out 

reminders to patients or ordering a taxi), moving towards the end of the shift and 

reporting. Researcher A noted that staff typed up reports on incidents during the day 

for auditing purposes. They have to be able to report on what has happened each day. 

He commented that the changeover between shifts works well. 

7. Does their work involve collaboration or do people tend to work independently? 

With whom do they collaborate? How do they collaborate? 

Researcher A commented that at Location A, staff tended to be on their own, and 

there was usually only one person there. 

Generally Researcher A commented that staff collaborated and tended to regard 

themselves as a team. Although staff are allocated individual residents, staff see 

residents as belonging to them all and part of the responsibility of the team. They 

also don’t want to keep anything secret: this is not practicable as they are often 

moving and possess important information. If this information is public being away 

from one place is less critical. He commented that staff work collectively during the 

handover between shifts and with documents. The collective nature of work was 

demonstrated by documents being formatted in a particular way. There was 

obviously communication between the two sites, particularly from Botcherby as 

there were only a few staff there semi-permanently. In addition, staff needed to know 

about both sites and the individual rhythm and routines of these sites as they moved 

between them. 

Each resident had a community psychiatric nurse, a doctor, a social worker and a 

consultant. This is because many residents have come from the hospital system. Thus 

staff have to know residents’ care pathways: they help co-ordinate visits from other 

health-care workers. The staff at Carlisle will often be the first to know about visits 
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as the e.g. social workers will have to phone up to get into the residence. The staff 

also had to collaborate with police and the community (e.g. community meeting 

about attacks on residents). 

Researcher A mentioned that he hadn’t seen the team meetings, but he was there 

when a staff member and a social worker were talking. He also mentioned that there 

were issues concerning the links among the different departments and health care 

workers involved in the integration of the services. 

8. Is there a clear management structure at Carlisle? What is it? 

Researcher A noted that there was a manager and about 10 staff (full-time and part-

time) at the site. He described how Jo manages the staff, the shifts, the work and the 

relationship with the trust. [] is the director of the trust. He noted how there was not a 

lot of fondness for the director. Outside this is the work of the trust and outside that 

is the work of the charity. Researcher A described how there were full-time and part-

time staff at both sites. He described how full-time and part-time staff were not quite 

equal. The full-time staff had more knowledge concerning how things work and the 

rhythms and routines at a particular site. He then noted that there was not a great deal 

of difference between full-time and part-time workers in terms of responsibilities. 

Researcher A noted how the staff didn’t like the director of the trust. Jo organizes the 

shifts and meetings, juggles the budgets and is responsible for making staff aware of 

information (e.g. directives “from above”). [The Trust Director] attended the weekly 

meetings. 

Site 

9. Where do people work at Carlisle? 

Researcher A described how people worked at Location B, the 24 hour, full-time site 

where staff sleep over. He described how this was the first port of call for people 

released from psychiatric hospital. He also described how most of the “difficult 

cases” were there. Residents move from Location B to Location A when they are 

deemed “well enough”. He noted that the flats were quite nice with one bedroom, 

one bathroom, a kitchen and a living area. There were also bed-sits at Location A 

with one bedroom and one bathroom. The idea is that residents eventually move into 

Carlisle central. 
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Some residents move between the two sites! [One resident] will often go to Location 

A, not be able to cope, and move up to Location B again. He noted that this was not 

typical though. He also mentioned that some residents will always be at Location A, 

although some residents had moved back into the community. He described how 

there was an assessment when they “joined” to determine where they should go: 

some residents went straight to Location A. 

10. Is there one place of work or are there many? What are the differences between 

sites? 

See 9. above 

11. Do people tend to work from home? 

Researcher A noted that SPAM running on an Xbox gave them an opportunity to 

“blur” the boundary between work and home. However, there was no sense in which 

they could do their work at home. He also described how there was no sense in 

which the residents would be cured. There were very few who actually got out into 

the community. Researcher A noted that there was a formal distinction between work 

and home and this contributed to a sense of professionalism amongst the staff. 

12. Do people tend move between and among sites (including home) or do they tend 

to stay in one place? 

Researcher A described how staff used to move between sites but didn’t anymore. 

He described how the movement between sites had stopped 6 months previously. 

Researcher A mentioned that staff took the residents on trips before the mini-bus 

broke down. The Location B dog went with them on these trips, so there was a sense 

that home was going with the residents a little.  

Interactional needs 

13. Can you describe what the workers at Carlisle need when they are doing their 

work? 

Researcher A described how these depended on the work they were doing. When 

they were giving out medication, stored on wall medicine cabinet in the back office. 

At Location A residents asked for money and that had to be tracked. Generally they 

had access to various forms of paper records and computer-based records.  

14. Do they need to interact with each other often, for example? If so why do they 

need to do this? 



Appendix 6-3: Case B field notes and interviews 

 

 

A6-3.16 

Researcher A noted that staff needed to interact with each other during the 

changeover: there needed to be a continuity in the care for residents. Staff are 

expected to go and talk to residents. He described how there was a genuine view of 

shared care, while abiding to the decisions “from above”. The staff had a view that 

these people needed to be facilitated into independent living. For example, during a 

shadowing exercise, a staff member had to refuse to help a resident as helping them 

would have prevented that resident from learning to be independent. 

15. Do they need to access certain information regularly? If so, what do they use this 

information for? 

Staff need to access the medication book when they were giving out medication. 

Means 

16. What do the staff at Carlisle use to do their work e.g. telephones, email, paper?  

Researcher A noted that Jo often used the computer at Location B for management 

tasks. He also described how residents were not always at the Location B office so it 

was possible for staff to sit in the office, write up reports and use the telephone. 

Researcher A noted they sometimes emailed each other. He noted too that there were 

masses of papers and files, containing instructions and directives. Researcher A 

described how SPAM was a new facility and that it was used a lot when the phones 

were in use (as they often were). He noted how SPAM was often used for very quick 

messages such as asking if pizza or chicken had arrived yet. Researcher A indicated 

that a public display would be useful for this kind of thing.   

Researcher A described how the idea behind the public display at the beginning was 

to put [The Trust Director] in the loop and to push information based on the 

directives and reminders to staff. However, SPAM was beginning to indicate that a 

therapeutic, self-supporting community was developing. He indicated that it 

reinforced the sense of the community between the two sites and the trivial messages 

were part of doing this. He also indicated that there was the possibility of building a 

therapeutic community of staff and residents through a public display. A display 

such as this could contribute to a sense of presence in the workplace. At other times 

of the day staff needed to use a mop! 

17. Do they use certain things to do certain work? For example, do they use email to 

communicate and paper to record information? 
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See above. 

18. What technology and computing systems do the staff at Carlisle use? Can you 

describe each and what staff use each technology for? 

Researcher A described how there was a mobile phone at each site and that staff had 

their own mobile phones. He also described how there was CCTV at both sites with 

four cameras at each site. He described how the video tapes had to be kept for 

substantial periods of time. 

History 

19. When was the SPAM system introduced? Has it been accepted by staff? What do 

they use it for? Has it changed the way they work? 

Researcher A described how when the SPAM unit was first introduced there was a 

plan to allow residents to use it too. This was contained in the initial scenarios. 

However, on the first day a resident used it to send sexually abusive messages. A 

blocking system was introduced in response to this. 

20. Recently, one site has been closed at Carlisle. How do you think that will affect 

the use of the SPAM system? 

Researcher A indicated that he wasn’t sure why they had done this and that 

arguments could be made for keeping staff at one site or moving them between sites. 

Researcher A also indicated that this might reduce the number of messages sent 

between one site and another. He added that some aspects of care will still involve 

both sites: changes in documentation and the moving of residents from one site to 

another, for example. He added that staff would still see themselves as part of a team. 

Workshops 

21. Please describe the design workshops that have taken place so far. Were they 

successful/successful? Why? What would have made them better? 

Researcher A described how the first design workshop went really well. They 

booked a restaurant and took down a projector, a screen and large bits of paper. They 

also took down scenarios involving the SPAM system and a medication system. He 

described that the workshops were videoed and taped and that the point of the 

workshop was really to thank them. 
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Researcher A described that there were only three at the second design workshop, 

which involved investigating the use of SPAM on the Xbox. He described how Tom 

got the Xbox at the workshop. He also described how they showed the staff the 

papers they had done on SPAM and that staff seemed really keen on the idea of 

SPAM: they actually seemed to like it for the right reasons! The initial idea was to 

trial the Xbox on staff and then put it in the common room. Researcher A 

commented that SPAM hadn’t worked well enough on the Xbox. The idea was to use 

SPAM to receive messages while playing a game, so that staff or residents could be 

reminded of stuff. He indicated that a difficulty with the project was money: getting 

staff and residents involved involves buying an Xbox for all staff and/or residents. 

This was funding that had to come from the residents or the university. 

Researcher A suggested that residents’ use of the public display be brought up in 

next the design workshop. This could be a “big SPAM” with more facilities. A few 

residents could be selected to use it and the display could be used for a number of 

purposes: messages to patients for example. 

His overall comments on the workshops was that they went well and lots of sensible 

stuff came out concerning what the staff did and did not want. These ideas included 

emoticons (which didn’t work) and a menu of regular messages and sending 

messages to more than one place. He noted that it would have been nicer to have had 

a demo, as they just talked through the use of the technology with a scenario. 
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Interview with Staff 1: Tony and David (Staff members) 

This interview was conducted on Thursday 17th June 2004. 

Routines of staff depend on the shift, the time of the week (at the weekends most 

residents are not as occupied with appointments) and the stage in the month.  

Responsibilities of staff include: 

- organizing and/or attending a MDT (multi-disciplinary team) meeting ; 

- getting residents’ medication first thing in the morning, at about 8; 

- encouraging and sometimes helping residents to bathe; 

- writing a computer-based report twice a day on each resident; 

- updating computer-based reports on residents throughout the day; 

- monitoring residents’ medication; 

o “handing over” to the next shift 

o discussing what residents have done during the previous shift; 

o discussing the residents well-being during the previous shift.  

Each staff member is allocated 2-3 residents. Staff members tend to move between 

the two sites. Staff normally work together and sort out who should do what. This 

involves a negotiation process concerning the tasks allocated to each staff member. 

The computer is used to type daily reports and distribute petty cash. Some staff use 

computers to access the Internet and check emails. They need to ask permission 

before they can do this. The computers can’t be used for personal use as usage is 

checked. 

Before the SPAM unit stopped working, it was used to: 

- Keep in touch across sites; 

- For cheeky messages; 

- Trivial stuff that the phone couldn’t be used for. 

The SPAM unit was handy because if there was an emergency and the phones were 

engaged, it could be used to contact people. David noted how it had been useful once 

for this. (What had this incident involved?) 
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At the start of each shift the staff will “go through” the task list (generated by the 

manager). They will break up the work based on each staff member’s experience, 

role, past actions and preference. For example, if a staff member is more experienced 

with attending MDTs, she will tend to go. If a staff member is a resident’s key 

worker, then she will tend to do tasks that involve that resident. (How many 

residents’ is one staff member a key worker for?) If a staff member has done the 

shopping in the recent past, then she will have a case for not doing it at that time. 

Being a staff member involved being aware of certain residents’ multi-disciplinary 

teams (MDTs). Sometimes MDTs are not seen for a year. Staff write monthly 

summaries on residents on the computer and print them out (for who?). One staff 

member sends it by email. Paper can’t be carried between sites on paper. David 

described how it was possible to read files at the Botcherby site but not to write to 

move files. (I presume there are some shared folders for the two sites?) 

The telephone is used for: 

- contacting CPNs (community psychiatric nurses) and social workers; 

- everyday things; 

- contacting the council and the housing benefit office. 

David described how the problem with email that that he didn’t know if it had been 

read. If he calls someone on the phone he knows the issue is being dealt with. David 

described how the staff gave out information all the time: there were files on all 

residents concerning their benefits etc.. He tended to access files in the office (on 

both sites?). He described how he wrote stuff down for himself in the form of little 

notes. He also noted how he wrote a lot of stuff in the diary and messages in the 

communication book for himself. The communication book was a large book that 

staff wrote everything into. 

Tasks 

They noted that the day tended to have stages. Firstly there was the handover period. 

Then staff gave out medication and sometimes money. They then tended to phone 

taxis for residents after the handover. Then the house became quieter. During the 

handover they would talk through issues that emerged. They described how the day 

tended to fall into a pattern. They noted that it was best to do daily reports together. 

They described how if the resident has not done anything noteworthy, they write in 
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“no crisis indicators). They also described how particular events that occurred during 

their shift would be written into the daily report. The daily report involved making 

comment on “mental health issues” and “other issues”. Under mental health issues, 

they had to document particular behaviour indicating a mental state. For example, 

they could not write “appeared happy” unless they connected it a particular 

behaviour such as laughing. They noted that medication was critical. In particular, 

the recording of medication was very important: they used a book to check the list of 

medication each resident had to receive. Medication was stored in blister packs with 

days and times labeled. Medication records were stored on the computer and 

medication was booked in on Fridays and Wednesdays. David noted that if 

medication was “tagged” (e.g. through an RF tag), this would be useful. Medication 

was placed in a locked cupboard. They discussed the weaknesses of the booking in 

system: 

- The system simply records what has been received: what is actually taken is 

recorded on paper. 

- Booking in medication can take a very long time as a lot of the medication had 

very long names; 

- It was sometimes hard to keep track of changing medication patterns. 

They noted that upon thorough reading of the medication book, staff could get an 

idea of the residents’ medication patterns. However, residents could get their own 

medication from their GPs. In theory, a resident could get a prescription from her GP 

and purchase the medication from the chemist themselves! They noted that it was 

hard to keep track of everything: sometimes different people change residents’ 

medication. One loop involved the psychiatrist informing the GP and the GP 

agreeing (at a meeting). The resident’s consultant also sometimes requests a change 

in a resident’s medication. David’s policy is to refuse until he has received 

documentation confirming this. He noted that this sometimes put him in a difficult 

position as residents will ask where their extra medication is. In this situation the 

staff member will generally phone the GP or show the resident their medication pack 

to inform her that she has taken her medication and that medication is kept for them 

as a courtesy. David also noted that medication can be handed over if the resident 

requests it. He noted that if this happened he would immediately telephone the 
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resident’s psychiatric nurse and social worker. He also noted that 6-10 residents at 

Location A self-medicate. 

David described how he was currently doing coursework to improve his knowledge 

in the area of mental health. He noted that trying to squeeze coursework in when 

working was difficult. He also noted that he didn’t enjoy coursework and that he had 

to do this as part of a government directive: 50% of the staff on site have to be 

studying towards this (NVQ). 

Means 

They noted that sometimes individuals call for a client, but that they are unwilling to 

give out any information over the telephone. David noted that about half of the 

residents have mobile phones: one resident learned to use a mobile phone to talk to 

his brother. 

They noted that they have an idea of each resident’s daily routines, their social 

networks and the mobile phone numbers of those in their social group. In many cases, 

they have an idea of a place where residents go e.g. a pub! 

David noted that there was a cinema group, some played tennis and went to the gym. 

He also noted that motivating residents during the day was hard due to the fact that 

some medication makes them lethargic. He also noted how one member of staff 

cooks for them a lot. Tony noted that he cooked for residents if they asked him to. 

David noted that he would cook for them sometimes, but would give them limited 

choice as staff were supposed to encourage residents to cook for themselves. He 

noted that he would describe what he was having and then cook the same thing for 

them. He also noted he would prompt residents to check if they had eaten, as they 

were meant to assist them, not cook for them. 

Interview with Staff 2: Fred (Staff member) 

This interview was conducted on Thursday 17th June 2004. 

Working group 

He described how he is contracted for the night shifts, but that he had an average of 

5-6 day shifts per month. He described how he was at Location A occasionally. He 

also noted how he had to interact with other staff regarding things relevant to job: 

who should be doing what and general cooperation and cash management. He 

described how a checklist was produced by the manager for each day and how the 
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checklist covered everything. He noted that the day consisted of making sure 

everything was done. 

Site 

He described how you are contracted for the night shifts at Location B. He also 

described how he was at Location B occasionally. He said Location B was an easy 

place to work and how the “hub of things” was the living room beside the office. He 

described how he only had to move between sites if there was an emergency or if a 

vehicle has to be picked up. He also described how he generally stayed in one place. 

General interaction 

He noted that there was informal interaction between the two staff on duty and 

“general chit-chat.” He also noted that this was ongoing throughout the shift. He 

described how most information tends to be exchanged during handover. He also 

noted that it can happen that he may have to access a file and contact social workers. 

Patterns of interaction 

He described how work tended to go in phases. He commented that there tended to 

be only about 3 or 4 residents around in the afternoon and that the majority of 

residents came back around 6 pm. He described how there was a lot more activity 

towards the end of the day: 6-10 p.m. was a much busier period. He noted a second 

time that you were generally a lot more active after 6. He also described how there 

was a formal sequence of duties that were written down chronologically. He 

described how this list was produced by the manager. He noted that 2 staff were on 

each shift and that the first shift was from 8 a.m. to 3.30 p.m.. The changeover took 1 

hour. 

He described that the changeover was important. He said that he tended to run 

through all the residents, providing an update on them and giving the new staff 

member an indication of each resident’s whereabouts. They also indicated if each 

resident’s mental health appeared stable and if there was anything organized for 

residents. He described this exchange of information as “a general update on the 

residents and their general well-being.” He described how most information tends to 

be exchanged during handover. he also noted that it can happen that you may have to 

access a file and contact social workers. 
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He described how he both planned ahead and followed a routine. He described how 

if problems arise he addressed them. He also noted how there was a pattern to each 

shift. Shifts tended to revolve around meal time and medication times. He described 

how the three stages of the day (changeover on-shift-changeover off) tend to “meld 

into each other organically”. He noted that the day varies according to what the 

residents do. He also noted that the residents’ well-being was the key. 

Things he uses 

He described how the checklist produced by the manager covered everything. He 

noted that the day consisted of making sure everything done.  He noted that he wrote 

down reminders for himself and that the phone rang quite a lot during the early shift, 

but stopped after 5 p.m.. 

He described how he used different technologies for different things. He tended to 

use the phone for arranging resident appointments with the GP. He noted too that if 

there were “worrying developments” he would pass on important information. He 

described how he used the computer for formal administration: daily reports and 

monthly summaries. 

General 

He described how he was accustomed to the job at that time. He also described how 

there had been 1 or 2 difficult residents. He noted that the main difficulty was these 

“potentially explosive” residents. He described how there was “a mix of residents.” 

He described how there wasn’t anything that had to be done at a specific time. Even 

medication had 30 minutes flexibility “either way”. He described how “time flies 

past” and the job was not boring. 

Interview with Staff 3: Dawn (Staff member) 

This interview was conducted on Thursday 17th June 2004. 

Working group 

She described her key responsibilities as giving medication, taking residents 

shopping, organizing residents to go on pre-arranged trips. For example, one staff 

member might take the residents to the cinema. She described how every resident 

had a set day for doing particular things so she gets a sense of residents’ patterns. 

She described how she worked as part of a team and how she regarded staff on duty 

as responsible for residents taking their medication. She described how she would 
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negotiate other tasks and that she would check medication records at the end of each 

shift. She described how medication was pre-packed and locked in a cabinet. She 

noted that records were attached to this medication. She described how residents 

would come in for their medication in the morning, at 6 p.m. and at 10 p.m.. She 

noted how she would ask them to come through one at a time. 

Site 

She described how the site was easy to work at: no residents had complained. She 

also noted that she liked the site and that she was very used to it by then. She 

commented that there were no problems with the site. She described how you used to 

work between sites and how she had enjoyed this. She described how it had been 

very difficult to talk to one resident as this resident had music and the television on 

all the time. She described that at Location B she could always talk to residents as 

there is a quiet lounge room available. She described how she moved around 

Location B quite a lot and that the only time she was sitting down was during the last 

hour of the shift. She described how she was moving around the house or was 

outside almost everyday. She reiterated that the mornings were a very busy period. 

General interaction 

She described how she had to interact with others throughout the day. She mentioned 

how she would ask other staff if things had been done and about all aspects of the 

shift. She described how coordination was important. She noted that your day goes 

really quickly: she would always find something to do. She noted that she would 

look at files a lot if she didn’t have a lot to do. She described how she would read 

residents’ past records in order to understand their past history and to get to know 

better who she was working with. She noted that she loved the work and loved the 

fact that you were helping people. 

Patterns of interaction 

She described how she came in to start her shift at 7.30 a.m.. She described how she 

would get a “run down” of each resident: what they have done; their behaviour; if 

anything happened during the night. She described how the verbal handover was 

very important and how the changeover was “a wonderful thing”. 

She described how her regular routine consisted of getting the residents up, making 

sure they were properly dressed, giving them their medication, and sometimes 

cleaning the toilets. She also described how she made sure they kept appointments, 
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including visits to the Day Centre they go to. She described how her morning was 

normally a lot more hectic than her early afternoon. She described how her mornings 

involved taking people to meetings. She described how residents did not require 

further medication until 6 pm. In the afternoons she described how she would 

normally go in and bake something. 

She described her day as having three stages: the shift changeover at the beginning 

of her shift; the middle of the shift; and the shift changeover at the end of her shift. 

She described how she loved talking to residents on a one-to-one basis. She 

described how if they got agitated she would go with them to another room and listen 

to music and sometimes sing to them to try to help them calm down. She described 

how each part of the day flowed. She noted again that the changeover went on for 

one hour and how that, over time, she had realized the value of the knowledge 

exchanged at that time. She described how she would draw information from that 

time and from previous days’ experiences and reports. She gave an example. She 

described how one resident might have been given some money on one shift. If you 

were on the next shift you would look for signs of alcohol if the resident had a 

history of heavy drinking and would gently ask what the resident had done. 

She noted that she did not plan ahead too much during busy times, but would plan 

ahead if it was quiet. She described how, if the house was busy, she would “go with 

how the house is going”. If she had had a particularly hectic time, she described how 

she likes to take some residents for a walk around the block. She described how she 

would fall into a routine and that she writes something down only if it is important. If 

something important happened, she writes it down. She noted that this was very 

difficult if they were busy. However, she also noted that something would trigger her 

writing down something that had happened: for instance is she were talking about a 

particular resident or if she saw a particular resident she would remember. She noted 

that writing reports and or discussing the day’s activities with another person helped 

her remember important stuff. She noted that she would note down important 

information for staff coming up from Location A to do a sleepover, so that it could 

be relayed to them properly. 

Things you use 

She described how she used Post-It notes for reminders. She also described that she 

would use the telephone to make dental and GP appointments for the residents and 
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for talking to health care professionals. She described how initially she felt 

uncomfortable talking on the telephone, but that she had, over time, become a lot 

more comfortable doing this. She described herself as “not computer literate” yet she 

noted she was able to use the computers to write reports, get shopping lists, access a 

file for recording the fridge temperature and for other “in-house things”. She said 

that she had had not used the SPAM unit and commented that if she wanted 

something from the other site she would use the telephone. 

She described how she regarded the daily reports as the most useful. She also 

mentioned that PostIt notes were good for reminding yourself and others (such as the 

manager) about things. She described how the “communication book” was useful for 

reminding other staff about things. She noted that the diary was very useful for 

keeping track of residents’ appointments. She described how she used the phone for 

making appointments, checking medication and for contacting Location A. Finally 

she noted that the computer was useful for reports and shopping lists. 

General 

She described how initially she found the job very challenging and extremely hard 

work. She described how she found it hard to give a changeover (of a shift) in a 

room full of other staff members initially. She described how she was now very 

comfortable with this, but in the past she found it very hard to remember everything. 

She noted that now she used the reports to help her with this. She also described how 

she used to have 5 days off at one time and that she found it very hard to get back 

into a rhythm after this. She noted that she now only had two days off. She described 

that it is critical that she make sure the medication has been given out and signed for. 

She described this as “the biggest thing”. She described how she was never bored 

and that she always kept busy, reading up on residents, cooking or something. 

Interview with Staff 5: Jo (Manager) 

This interview was conducted on 22nd June. 

Work and working group 

How would you describe your key responsibilities? 

Jo described her key responsibility as overseeing the day-to-day running of Location 

A and Location B sites so that contracts are fulfilled and legislation and standards are 

met. She added that her job is mainly managerial. She also described how she had to 
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establish a relationship with a resident at the point s/he moves in and slowly backed 

off as the staff took over the management of this relationship. 

Do you often have to work alone, or do you work with others a lot? 

She described how she was always present: 70% of the time she was on site. She also 

described how she delegated, interacted and kept an eye on things continually. 

Site 

Do you often move between Location A and Location B? 

Jo described how she often moved between Location A and Location B. She 

described this as a nuisance if she had paperwork “here and there” and she needed to 

transfer information between sites. Jo described how she can “talk to the computer 

down there [Location B]” but that it was “very slow”. She also described how she 

could “work on” Location B files as well as transfer them between the sites. She 

noted that there was a stipulation that people couldn’t carry paper between sites so 

she faxed it or emailed it to the other site. She described how she would use the fax 

or the computer a lot. 

What were the key challenges when you had to do this? 

How would you describe where you work? 

Jo described Location B as primarily the home of 10 residents that just happens to be 

staff’s workplace. She added that the staff presence and office was “very low key” 

and that Location B represented a shared living space among staff and residents. She 

described how legal requirements demanded the existence of an office and to need to 

lock information away. Jo describe the residents as a “vulnerable client group” and 

thus she was much more focused on managing risk. She added that there was a need 

to be vigilant. 

Jo described how 12 people worked at Location A, but not in the same as they 

“worked” at Location B. She also described how Location A had its own “shared” 

office and that it was “bigger and nicer” than before with a second computer. 

Are there any particular difficulties or advantages you encounter because of where 

you work? 

At both sites, Jo noted how she didn’t have a “separate place” to speak to staff in 

confidence if there was no vacant bed-sit. She also noted that there was no privacy, 
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not only making it difficult to supervise staff but also making it difficult for staff to 

take “time out if they get overwhelmed.” Thus, if staff do get overwhelmed they 

have to “get on with it and manage it.” Jo described how the strategy for dealing with 

this was an offsite one. If a staff member is, for example, depressed and there is no 

opportunity for him/her to take time out or to get help, then Jo or other staff have, in 

the past, met the staff member for a coffee or visited the staff member in their home. 

Thus there is an informal support group mechanism at [the trust]. 

Interactional needs 

Do you need to interact with other staff and residents during your workday? How 

(e.g. face-to-face) and why (e.g. to discuss residents’ behaviour)? 

Jo described that this varied dependent on the resident population. At the point of 

referral, Jo described how she would spend “significant time” with someone. This 

would involve setting up resident expectations. Jo described how she didn’t do 

“direct supervision” at Location A. Her deputy, Alice, manages the supervision there. 

She described how she would meet her deputy to discuss supervision issues. Jo 

described how she would meet with staff face-to-face if it concerned the quality of 

their work and delegation of duties. She also described how she utilized the 

telephone “a lot”. She provided an example by describing how she had taken 4 calls 

that morning from staff at Location B seeking advice. 

Do you need to access certain information regularly? Why and from where? What do 

you use this information for? 

Jo described how legal requirements dictated the capture and retrieval of information. 

She described how she had to access the employment history of staff, dating back 10 

years in written form. This information included references, job applications, 

supervision records, sickness certificates. She noted that all these records have to be 

available. The resident records that had to be kept include benefit records, referrals, 

risk assessments. She also described how two bodies had legal requirements 

governing Location B. She also described how Location A had laws regarding it too. 

She noted that the “supporting people” could just turn up to assess the quality of care 

at the sites and if the funding received was being spent appropriately. She described 

how staff could not rehearse for these inspection situations: they have to know what 

they are doing and that she had to make sure they know what they are doing. She 

said that funding decisions were made based on the outcomes of these visits. 
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She described the number of records the trust had to keep as “never-ending really”. 

These records included financial records and benefit records. These records were 

kept in computer and paper-based files. Jo described how she needs to access 

information just-in-time, as well as reviewing some records weekly and monthly. 

Interaction trajectories 

Does your work have particular stages during the day? How are these stages related 

(if at all)? 

Jo described her day as having particular stages and phases. The first stage involves 

her reacquainting herself with the events at the sites through the daily reports. She 

uses a computer and, later in the morning, a handover to do this. Thus she actually 

experiences a handover through a member of staff or group of staff. 

Do you do this every day? 

Jo described how she then made sure all the systems were “up and running”: means 

of communication, security systems. She described how it was necessary to do this 

and she would get this done through others.  Jo then described how she had to 

“respond to the demands” made on her. She described how between 9 and 10 the 

phone rings incessantly, how between 11 and 12.30 there is a lull when she can “pick 

up” on her “to do list”. She then described how she did administration in the 

afternoon, which included report writing, staff supervision, issues with tenants, and 

sometimes meeting with social workers and/or consultants. She described how she 

didn’t usually do this: the frequency of her doing it depended on the experience of 

the staff. Part of her day also consists of “checking out” how skilled staff are at 

“feeding back”. She also described how she may attend an MDT (multidisciplinary 

team) meeting, noting that it was not fait to the staff member or the client to send a 

staff member who is not equipped to perform at the meeting.  

Do you have a particular schedule that you run to and routines that you follow? 

What are they? 

Jo described how, although her day had phases, she had no formal schedule: she just 

reacted and “fell into it”. She described how she just had to “walk in and live it.” She 

also described how she had to consider all eventualities and think through all 

scenarios. 
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Are you often aware of planning ahead during your workday or do you just do work 

as it comes to you? Who plans your work or is it not really planned at all? If it is 

planned, how is this done (e.g. through staff meetings)? 

Jo described how she was constantly planning ahead and thinking about the next 

thing: planning ahead concerning staff and who is doing what. She described how 

her job involved lots of planning through organizing the shift rota and matching staff 

skills to jobs. Jo described how she had to talk to her boss on the phone constantly as 

all responsibility was outsourced to her although she was not finally accountable: 

someone else was. 

Jo described how staff meetings tend to be quite negative as she adds to the agenda 

where she sees deficiencies. She described how these meetings often entailed letting 

staff know “what not to do”. Jo also described how she had to inform staff about 

legislatory changes, getting them to read these changes and sign off on them. She 

described how there was a real need to keep staff informed about these kind of 

changes. 

How do you manage the things that you have to do? Do you write down reminders or 

ask people to remind you about things for example? 

Jo described how she used a diary and a laptop to manage things. She described how 

she used a diary to document what she had done, what she needed to do, and to 

document all her appointments. She described how what is in her diary filters down 

to the other staff. This consisted of noting in the diary that she had delegated stuff. 

She also described how the diary “pulled together information from different places”, 

such as reports. Jo related how the diary gets written “last thing”. This involves 

transferring information from PostIts, scraps of paper etc. into the diary. 

Jo described how there was a sense of one day drawing on the last day. She also 

described how on some days she was not on site so she has to plan ahead. In these 

cases she described how she needed to make sure that sufficient staff were available 

to cover her absence and that they were sufficiently able to do so.  

Means 

What do you use to do your work (e.g. telephone)? What’s the most useful? Why? 

Jo described how she carries a pager and mobile phone: she has to be constantly 

contactable. She described how, in hospital environments, she couldn’t use a mobile 
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phone, so the pager was useful. She described how the pager was also good for 

getting out of meetings! Jo described how she only used the computer for writing 

reports. Jo also described how, if she was in a supervision or disciplinary procedure 

or if she was getting details from as tenant, that she “had to write things down” and 

then, later, “write this up on the computer”. She note that she didn’t bring a portable 

computer (e.g. laptop) to these situations as this technology tends to damage the 

engagement with the other individual(s). 

Jo described how the trust had had computers for five years and how they were used 

to replace paper-based reports. Jo noted that the quality of reports declined when the 

trust acquired computers. She noted that the quality, style, fluidity and 

descriptiveness of writing actually deteriorated when the trust “moved to computers”. 

She noted that this had never recovered: hand-written reports were fuller whereas 

computer-based reports were more condensed. She also felt that, when computer-

based reports replaced paper-based ones, she struggled with the change as she didn’t 

feel the staff were as involved in what they were doing as the new, computer-based 

reports, were terser, more condensed and less “emotional”. 

Do you use certain things for certain work (e.g. the telephone to make arrangements)? 

What do you use each of these things for? 

Jo described how she used the phone to tell someone that she was going to do 

something or that they have something to do. This was her means of contact with 

“external worlds” (e.g. social workers). She described how this was her preferred 

way of being contacted. 

Jo described how her boss sends her messages with “exclamation marks all the time”. 

Jo was referring to the priority of the email. She described how social services use 

the phone a lot as there tends to be only 1 computer for 3 people in these 

organizations, so many social services employees are used to using the phone.  

Jo described how she used SPAM but the problem was that this medium seemed to 

require a certain form of writing. She explained this by saying that when she had just 

started to send texts to her family using her mobile phone. She described how when 

she first sent texts, she sent “letters” or “essays” which were broken up by the 

service provider into several texts. She described how she couldn’t bring herself to 

write text language it was the same with SPAM. 
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Jo described how she would like the clients to learn how to text “to say help or 

whatever”. She described how texts could be used for safety and as a way of 

expressing frustration without in being “in their face”. Thus she described that texts 

could perform the function of enabling staff to release. She noted how one message 

on SPAM had “asked her for a shag” and that this was indicative of communication 

with the client group not always being positive and, quite often, being abusive.  

General 

Reflecting on what we discussed about your interaction with others, work and 

schedules, is there anything that you find particularly challenging, critical or 

monotonous in your work? 

Jo described how deriving statistics, such as required staffing hours was very tedious, 

but how there was “lots of software being produced to make this easy”. She 

described how staff rotas and matching people to jobs was particularly difficult. 

Jo described how risk management was critical. She noted how she had to make a 

judgment when “here and leaving here” about how safe it is. She described how all 

staff needed assurances concerning how could give assistance if required. She also 

noted that staff were very anxious about their own safety and the safety of the 

residents. Jo described how this was calculated in her head based on the information 

she was given. Thus who gives her information and how information is provided to 

her is very important. Jo described how this was the critical work she was engaged in. 

Other staff 

How often are Fred, Tony, Dawn & David at Location B & Location A? 

Jo noted that only Tony works at both sites. 

Do they tend to have to move around a lot and do they have to know a lot about each 

site? 

Jo noted that, until February, staff regularly moved between the two sites. She 

described how this caused a community problem. She also described how the staff 

had increased in size and that thus she had had to bring people into an existing group 

and train them. Jo commented that it was very hard to maintain a group, community 

sense. She noted that, before February, people had broken into little social groups 

and that they were falling out and criticizing one another, within and across groups. 

She also noted that she had had to deal with allegations of bullying for the first time. 



Appendix 6-3: Case B field notes and interviews 

 

 

A6-3.34 

Jo noted that the quality of information exchange was still not as good as it used to 

be. 

Jo noted that, when she grouped staff, she would try to match skills and personalities 

to optimize learning so that those who lacked confidence in social skills could be 

mixed with those who have confidence in this area, for example. Jo described how 

she encouraged a peer teaching and learning process and so she is careful about 

grouping people. She noted that some staff’s work needs to be more closely 

monitored that other’s. She noted too how she, Alice and Bill work together but 

never socialize together. She also noted that they had been working together for 9-10 

years and that there was a familiarity among them and how “lots of stuff is 

unspoken.” She noted that this happened because they were initially a small group 

and that some staff, in the past, had felt ostracized because of this closeness. 

Jo noted how she needs staff to concentrate on what they need to know and do and 

on passing on the information that she needs to be passed on and not on attacking 

one another. 

What is the general profile of the staff who work here? 

Jo described how the trust recruited people form all sorts of backgrounds and they 

advertise as “no experience required, training given.” She described the group of 

staff as “complex”. There are a number of graduates who are wondering what to do. 

She described how the trust has lost a number of graduates working at the trust: they 

had been inspired to “go and earn 80,000 a year analyzing people.” She also 

described how there were a number of people who were “born carers”, such as Dawn. 

She described how there were a number of people who had arrived at middle age and 

who have started in care, having never done it before. Jo noted that these people 

often make comments like: “When I was in industry, it was like this.” 

Jo described the age of staff as between 25 and 58 and the educational level as CSE 

to university degrees. She noted that the highest proportion were CSE holders only. 

Jo noted that staff, through the job, were trained to NVQ level 3. She noted that not 

all the staff take to this easily as it is quite stressful, but it is a requirement that 50% 

of staff are studying for it. 

Jo described how there were lots of staff with work experience from unrelated fields. 

Jo also noted that she had interviewed a 23 year old environmental scientist. She 

noted that one interview probe they use concerns asking the interviewee about 
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difficult situations that s/he had had to deal with. She noted that these stories can 

vary from the trivial to the macabre. 

Jo noted how there were a number of musicians working at the trust, one who 

described himself as a singer-songwriter. This individual used to be a professional 

musician, but is too shy to progress his career. Jo also described how staff were from 

“all over”, but that 50% were from Carlisle and 50% were from other areas. Jo 

described how experience with computers was a “50-50 split”: some are very good 

and can install stuff but others are not. She described how some are very interested 

and will “bore you to death with stories.” Jo also noted that some are “mortified by 

the computer” and have a lack of confidence and experience.  

Jo commented that there was a 50-50 gender split and that Jo holds the balance of 

power! She described this as the most exciting part of the job because she was not 

working in a predominantly female team. She described how the manager and deputy 

manager are female but that this hasn’t always been the case. This has been the 

situation for the last few years though. Jo described that the CEO of Croftlands was a 

man. 

In a post-session interview, Jo confirmed these interview notes were accurate. She 

also noted that she didn’t particularly like mobile phones but liked her laptop 

because it was “pretty and elegant”. She added that they paperwork she had to do 

was substantial and that “it was everywhere” with GPs having to suffer much the 

same. 

Interview with Staff 6: Tony (Staff member) 

This interview is a follow-up to Interview with Staff 1: Tony and David. 

Work and working group 

Tony noted that the Task List was used to decide what to do: this involved going 

through it and discussing it with his co-worker. He described how each staff member 

is allocated 2-3 residents. This staff member is a key worker for these residents. 

Site 

Were there any difficulties concerning moving between the two sites. If so, what were 

they? 
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Tony described that this doesn’t tend to happen that much as he and Jean were relief 

workers. He also described that it was very rare for him to move between sites in one 

day. 

Are there any particular difficulties or advantages you encounter because of where 

you work? 

He noted that his point of view was that the “up side” of Location B was that it was a 

big house with plenty of rooms and plenty of access to fresh air. He also noted that 

the facilities were good. He also added that there was a kind of resident community 

in the lounge so if people wanted to socialize they could go there. Tony also noted 

that at Location A all the bedsits had been full in the last two months, whereas before 

that there had been 8 empty bedsits. He described how now that Location A was full, 

they were “pretty busy”. 

General interaction 

Why do you have to interact with the other staff on the shift? Can you give some 

examples? 

He described how he interacted with other staff on handover which he described as 

“vital”. He described this as providing information on what the resident had done on 

the previous shift and important information on the shift the new staff member was 

moving onto. He described how this provided an insight into the last 24 hours of the 

residents’ life: social activity; daily routine; and mental health. He described how 

they had to make sure residents’ daily routine was “structured” and how staff were 

aware of residents’ routines. 

Do you need to access certain information regularly? Why and from where? What do 

you use this information for? 

Tony gave an example to illustrate this. He described how he had been phoned by a 

social worker the previous day because a resident had a problem – “a big one”. The 

resident also looked “unsettled” the night before that. As soon as the resident got up 

s/he asked to use the phone to call his/her social worker. 10 minutes previously, 

Tony had heard about the resident’s behaviour during handover. What the social 

worker had told the resident was even in his colleague’s notes and he had been given 

this information during handover. The resident told Tony that the social worker 

would set up a conference. Because Tony had received information supporting this 
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during handover he knew that the client was telling the truth and that he could put 

the information in the diary and tell other staff. Tony also noted that all staff can get 

access to this kind of information either verbally or through access to reports, the 

diary or communication book. 

Patterns of interaction 

He noted that the stages described in the previous interview was typical of the 

morning shift at Location B. He also added that the medication cabinet was always 

locked. He added that they had a record of most residents’ mobile numbers, their 

parents’ home numbers and their families’ home numbers, but that they tended not to 

have such a good record of residents’ personal friends’ numbers. He noted that, on 

the late shift, you cook for residents if they asked him to. 

Do you often plan ahead during your workday or do you just do work as it comes to 

you? Who plans your work or is it not really planned at all? If it is planned, how is 

this done (e.g. through staff meetings)? 

Tony described how he was always aware of what has to be done. He added that the 

“tick list system” helped because it was “in front of you”. He described this as “a 

good system”, how the system was recent (only 6 months old), and how Alice or Jo 

prepared the checklist. He also described how, before they had the checklist, he 

tended to do something if it was in front of him. Tony described how they had staff 

meetings from time to time. These meetings discussed policy issues and rules. For 

instance, at one meeting it was decided that residents had to use a pay phone. He 

added that he often misses staff meetings (because he is part-time) but that he reads 

the minutes of the meetings. 

How do you manage the things that you have to do? Do you write down reminders or 

ask people to remind you about things for example? 

Tony described how they had to “put things into reports”. He added that some people 

have good memories and remember but that he tended to write things down in 

reports as he didn’t have a good memory. He described how he reminded others of 

things either verbally (during handover) of via a report. 

Things you use 
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He noted that sometimes individuals call for a client, but that he was unwilling to 

give out any information about clients over the telephone unless it’s someone they 

know. 

David noted that the SPAM unit had once been used in an emergency. What did this 

involve? 

David noted that SPAM was mainly used for exchanging football scores! 

General 

Is there anything in your job that you find particularly challenging? 

- Having disagreements with residents because of actions caused by their mental 

illness. 

Tony described how it can be challenging when trying to support residents in not 

doing things that make them unwell, such as cleaning all the time. Tony also 

described how money can cause some tension and related a particular anecdote. He 

described how one resident asked for 10 pounds for mobile phone credit. He also 

described how another resident was given 150 pounds and only 90 of this was spent 

on clothes. When quizzed, the resident responded that s/he had spent 30 pounds on 

mobile phone credit. The same resident, shortly afterwards, then asked for an 

addition 10 pounds for mobile phone credit. Tony described how he did not want to 

hand over the money when he knew the resident had already received a substantial 

sum of money. He described how he then phoned “an appropriate person” and asked 

to check the resident’s mobile. He explained that he just wanted to check that the 

phone had been recharged. He was informed by the “appropriate person” that he had 

to hand over the money. He described how, after the incident, things were fine with 

the resident: they had a smoke together and the resident offered him a cigarette. 

Is there anything in your job that you find particularly important/critical? 

- Having two people on each shift 

- Administering medication effectively. Tony described how if some residents do 

not have the appropriate tablet for 2 days, they may end up in the Carlton Clinic. 

- Making sure the residence is kept safe (e.g. the gas is not left on) 

- Making sure the fire procedures are in place. Tony described how staff needed to 

make sure fire extinguishers were not tampered with 
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- Maintaining verbal contact with residents 

- Being aware of residents’ care plans 

- Encouraging residents to do their own shopping, cooking and medication 

administration 

Is there anything in your job that you find particularly boring? 

- Cleaning up a messy kitchen after residents had left food lying about. 

He described how they were “trying to get on top of this”. He described too that 

when he does “a good clean”, he can return to the kitchen 10 minutes later to find it 

messy again. He described how he encouraged residents to clean up the dishes in the 

lounge and move them into the kitchen. He added that residents were improving: 

some residents were taking empty bowls and cups and putting them into the sink. He 

their approach as involving small stages of improvement. 
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Description of project 
 
The Digital Care project is concerned with improving the quality of everyday life by 
developing supporting technologies based on a comprehensive understanding of 
user needs. In order to meet this objective we must address fundamental and long-
term research challenges in how computing technologies and concepts relate and 
adapt to a range of everyday domestic environments, including those characterised 
as “care” settings. More details on the project and the Equator Project are available 
from: http://www.equator.ac.uk/Projects/Digitalcare/INDEX.HTM 
 

Your involvement 
 
The two sites at your trust represent two important places for the study of “care” 
settings. Your organization has already contributed greatly to an understanding of 
these settings through providing access and time to researchers from the University 
of Lancaster. The SPAM units were provided in response to research conducted 
earlier in this project. 
 
In this phase of the project we are interested in understanding resident and staff 
interaction at the Hostel site so that we can explore the possibilities that technology 
may present for improving the quality of everyday life for residents and staff in this 
setting. We are attempting to do this through consultation with you, the staff. 
 
We have interviewed some staff already in this phase. This has increased our 
understanding of the Hostel site greatly. The questions and exercises here provide 
us an opportunity for us to find out more. Specifically, we want to explore the 
opportunities for providing supporting technology. Thus in this booklet there is a 
Photo Diary section and a Message Book section to help us understand what 
residents and you currently do and a Ideas Book section to help us understand how 
technology could support both you and residents. 
 
We appreciate your involvement in this phase of the project. The responses you 
provide here will be anonymised and remain confidential among the research team. 
If and when data from this exercise is published we will anonymise it so that, as far 
as possible, the source will not be identifiable. 
 
If you could start working on the booklet on Monday 28th June and have it ready for 
collection on Monday 5th July we would be very grateful. 
 

The pack 
 
This pack contains: 
 
• This booklet with a Photo Diary section, Message Book section and Ideas Book 

section; 
• A Polaroid camera; 
• An extra set of film for each Polaroid (10 photos); 
• Some glue; 
• A disposable camera; 
• PostIt notes; 
• Pens. 
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Instructions for use 
 
The information in the booklet is really to help you structure your thoughts and 
ideas. Please do not think that you have to provide an answer to every question. 
The questions are for guidance. The materials in the pack are provided to help you 
explain and describe things better. Please note that there are only 20 Polaroids 
provided for the seven days, so photos that are less important to your descriptions 
can be taken using the portable cameras. There are a lot of questions in the booklet, 
so just do your best. 
 
We would be grateful if you could respond to the questions throughout your day 
and perhaps at the end of your day. This will give us a very rich picture of your 
work. Extra pages are provided for you at the back of the book. If you run out of 
space, please use the pages provided there. We recommend you complete the Photo 
Diary and Message Book sections first, followed by the Ideas Book section. If you 
could fill out the day and date at the top of each page and the time of each entry 
we would be grateful. We encourage you to refer to other sections as you write, with 
a comment like “See Ideas Book, Day 1”. 
 
We know you are busy so we really appreciate your involvement in this phase of the 
project. 
 
Thank you for your co-operation. 
 
Mark Rouncefield, Keith Cheverst, Connor Graham 
Computing Department 
University of Lancaster 
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PHOTO DIARY 

 

This is your photo diary for 1 week 
 

This is a chance for you to record your experiences through the week. 

You will find the following items to help you: 

 

• PostIt Notes; 

• Polaroid camera; 

• Pens & glue. 

 

Think about… 
 

Each day, please think about the following: 

 

• What experiences you have with residents and your colleagues that 

you tell others about; 

• What message boards and notices you use; 

• What photographs there are at the Hostel (e.g. photos in residents’ 

rooms); 

• What pictures there are at the Hostel (e.g. paintings) 

 

What to do… 
 

As you move through each day try to take photos: 

 

• Of experiences that you currently share with others, perhaps by 

talking to them; 

• Of information that you has to be made public, perhaps on a notice 

board; 

• Of examples of how residents use photographs (with the residents 

permission of course); 

• Of some pictures that are at the Hostel already (such as a painting). 

 

Then add the pictures to this scrapbook and add some notes: 

 

• Who do you or the residents currently share this with? 

• Is this public or private? If this is private, how is this managed? 

• What do you think of the current process of sharing? Does it help? 

 

Example 
 

 

 

 

 

 

 

 

 

 

 

This is us on a 
day trip to see 
a Roman fort 
in the Lake 
District 

After the trip 
the residents 
who were on 
the trip told 
the others. 

I couldn’t tell 
the residents 
that Kieran 
and I had a 
chat about 
cooking…  

…I wrote this 
in my daily 
report and told 
some of the 
other staff. 
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MESSAGE BOOK 

 

This is your message book for 1 week 
 

This is your opportunity to think about how you and others use messages 

throughout the day. You can use the following items to help you: 

 

• PostIt Notes; 

• Polaroid camera; 

• Pens & glue. 

 

Think about & observe… 
 

Each day, please think about and observe the following: 

 

• Concerning you and your colleagues… 

o What kind of information and messages: 

! are passed among you and how this is done; 

! you receive and how you receive it; 

! you pass on to others and how you do this. 

• Concerning you and the residents… 

o What kind of information and messages: 

! are passed between you and hoe this is done; 

! you receive from the residents and how you receive it; 

! you pass on to the residents and how you do this. 

• Concerning the residents… 

o What kind of information and messages: 

! are passed among them and how this is done. 

 

What to do… 
 

As you move through each day try to: 

 

• Gather some examples of messages & information that you receive 

and pass on (e.g. PostIt notes); 

• Take some pictures of messages & information that you receive and 

pass on (e.g. a message in the Communication Book, if permitted); 

• Note down how you exchange (i.e. pass on, send or receive) 

information and messages from both other staff and residents; 

• Note down how residents exchange information and messages among 

themselves. 

 

You can then stick these into the appropriate section of this book. When 

you are writing your notes, please add some information on: 

 

• What kind of information is in these messages (e.g. appointments), 

without breaking confidentiality; 

• If messages and information are public or private; 

• If messages and information could be shared and if it shared it would 

help in any way. 
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IDEAS BOOK 

 

This is your Ideas Book for 1 week 
 

This is a chance for you to come up with new ideas for you and the 

residents. It is best to write this after you have used the “Photo Diary” 

and “Message in a book” sections. You can use the following to help you: 

 

• PostIt Notes; 

• Polaroid camera; 

• Pens & glue. 

 

Think about… 
 

Each day, please think about the following: 

 

• What experiences you have with residents and with staff that you 

would like to tell others about; 

• What information on notices and message boards that you would like 

to share; 

• What information and messages you would like to share; 

• What photographs (e.g. photos in residents’ rooms or photographs of 

staff members) that residents and/or staff could share; 

• What pictures (e.g. a landscape or a picture of a staff member) staff 

and residents could share for different reasons. 

 

What to do… 

 

As you move through each day try to make some notes: 

 

• On experiences that you would like to exchange with others, but find 

it difficult to do so; 

• On information that you would like to share on a notice board, for 

example, but cannot; 

• On messages and information that you would like to make public but 

cannot (e.g. because you have no time); 

• On how residents might like to use photographs; 

• On some pictures that you think could be useful among everyone at 

Durranhill. 

 

You can also take a picture to help explain your notes. After writing the 

notes above, try to think of a way of overcoming these issues you have 

describe. What could be done to make things better? Specifically: 

 

• Who could be involved and how would they be involved? 

• How would your suggestion work? What and who would you need to 

make it work (e.g. a mobile phone)? Perhaps sketch something to 

show this. 

• Would this be shared among a few people or everyone? If it were 

private who would be involved? 
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Appendix 6-6: SPAM data and analysis (Case B)

No Day/Date From To Message Analysis: Primary Category Analysis: Secondary Category

1 Fri 06/02 B A can you repy to this Outeraction - ongoing interaction
2 Sat 07/02 B A please contact house Outeraction - ongoing interaction
3 Sat 07/02 B A all man u fans aresuckers Social interaction - playful abuse & sarcasm
4 Sat 07/02 B A liverpool 10  chealse 0 Social interaction - humour
5 Sat 07/02 B A check your spelling Social interaction - playful abuse & sarcasm

6 Sat 07/02 B A
i have the wireless on, would u like the scores as they 
come in? Social interaction - sharing info & resourcesManaging distribution - resource sharing

7 Sat 07/02 A B we have got sky on Social interaction - sharing info & resourcesManaging distribution - resource sharing
8 ? B A liv 0 chel o Social interaction - sharing info & resourcesManaging distribution - info exchange
9 Sat 07/02 B A mu  1  bol  0 Social interaction - sharing info & resourcesManaging distribution - info exchange

10 Sat 07/02 B A liv 1  ch 0 cheriou Social interaction - humour Managing distribution - info exchange
11 Sat 07/02 B A ars 1 leeds0 Social interaction - sharing info & resourcesManaging distribution - info exchange
12 Sat 07/02 A B excellent you spelled it rignt Social interaction - playful abuse & sarcasm
13 Sat 07/02 B A mu 2 bol 2 cheeky Social interaction - humour Managing distribution - info exchange
14 Sat 07/02 B A are u drunk orjust silly Social interaction - playful abuse & sarcasm

15 Sat 07/02 B A
i think that the ginger freek scored the first one for 
man u  oh  sorry <name of staff member> Social interaction - playful abuse & sarcasmManaging distribution - info exchange

16 ? B A send again Outeraction - ongoing interaction
17 Sat 07/02 A B who scored for the real mighty reds LFC** Social interaction - sharing info & resourcesManaging distribution - info exchange
18 Sat 07/02 B A send again Outeraction - ongoing interaction
19 Sat 07/02 A B who scored for the real mighty reds lfc Social interaction - sharing info & resourcesManaging distribution - info exchange
20 Sat 07/02 B A i told u before cheerou. Outeraction - history
21 ? A B please ring <the Flats> office sap. thanksssss Outeraction - medium switch Outeraction - ongoing interaction

22 ? A B
$AR<name of resident> is after aclient loan, what is 
the situation re loans* Managing distribution - info exchange

23 ? A B are we having fun children ? Presence - state Presence - self & others
24 ? A B is there any body there ? Presence - self & others
25 ? A B i think that man u are making a 0 0 draw Social interaction - sharing info & resourcesManaging distribution - info exchange
26 ? A B is there any more scores ? Social interaction - sharing info & resources
27 Wed 11/02 B A no Managing distribution - info exchange
28 Wed 11/02 B A newcastle 1   man u o   chelsea  4   leicster  0 Social interaction - sharing info & resourcesManaging distribution - info exchange
29 Wed 11/02 A B billy liar or what  Social interaction - playful abuse & sarcasm

30 Wed 11/02 B A
the truth the whole truth and nothing but the truth 
according to the boys in the lounge Managing distribution - info exchange Presence - self & others

31 Thu 12/02 B A <name of person> smells of pee Social interaction - playful abuse & sarcasm
32 Thu 12/02 A B tony smells of poo Social interaction - playful abuse & sarcasm
33 Thu 12/02 B A very origional Social interaction - playful abuse & sarcasm

34 Thu 12/02 A B 0r should i+say tony smells of poo ON A GOOD DAY!!! Social interaction - playful abuse & sarcasm
35 Thu 12/02 B A has the new residant arrived yet ? Presence - self & others
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36 Thu 12/02 A B can i have yer tangerines BaZ Managing distribution - resource sharing

37 Thu 12/02 B A
i forgot to say that the tangerenes are higly poisonen   
oops Social interaction - humour

38 Thu 12/02 A B tasted ok  to meeeeeeeeeeee Social interaction - humour
39 Sat 14/02 B A have you got the keys? Presence - objects
40 Sat 14/02 A B no Presence - objects
41 Sat 14/02 A B will ring asap Outeraction - wishes & intentions
42 Sat 14/02 A B have you tried <name of person>'s mobile Outeraction - medium switch
43 Sat 14/02 B A yes Outeraction - medium switch
44 Sat 14/02 A B ok,any luck?* Outeraction - ongoing interaction
45 Sat 14/02 B A sam can you ring please Outeraction - medium switch Outeraction - identification

46 Sat 14/02 A B what do you call a dog with 5 dicks  lulu and take that. Social interaction - humour
47 Sat 14/02 B A dont know Social interaction - humour
48 Sat 14/02 A B i take it u didnt get the joke then ? Outeraction - history

49 Sat 14/02 B A
Do you realise that all these messages are looked at 
Lancaster university Presence - self & others

50 Sat 14/02 A B ooh im scared Presence - self & others
51 Sat 14/02 B A Eventually Presence - self & others
52 Sat 14/02 B A Whatever** Presence - self & others
53 Sun 15/02 A B can u pls fax jan  rota from 15th. cheers Managing distribution - object sharing Outeraction - medium switch
54 Sun 15/02 B A im at the house talking to jo, wont be long* Presence - self & others
55 Mon 16/02 B A can you  ring Outeraction - medium switch Outeraction - ongoing interaction
56 Tue 17/02 B A alison, please+ring house* Outeraction - medium switch Outeraction - identification

57 Tue 17/02 A B <name of staff member>,<name of staff member>.* Presence - self & others Outeraction - identification
58 Tue 17/02 B A that's me Presence - self & others Outeraction - identification
59 Tue 17/02 A BM please can u send the overtime sheet for feb* Managing distribution - object sharing Presence - objects
60 Fri 20/02 B A CONTACT THE HOUSE  ASAP Outeraction - ongoing interaction

61 Fri 20/02 A B
we aint gotno  money with us . we will come to thouse 
so have ketle boiled woman. Presence - state Presence - proximity

62 Fri 20/02 B A said sam Outeraction - identification
63 Mon 23/02 B A can you ring when you get a chance Outeraction - medium switch Outeraction - ongoing interaction

64 Wed 25/02 A UM make sure you're working - big brother can see you* Presence - self & others

65 Wed 25/02 A B
PUT THE KETTLE ON PLEASE LADIES OR ELSE  
DF Managing distribution - requests & plans

66 Thu 26/02 B A the adaptors are in at edmundson electrical df Managing distribution - info exchange Outeraction - identification
67 Thu 26/02 A B soopa doopa. Social interaction - gratitude

68 Thu 26/02 B A
<NAME OF STAFF MEMBER> CAN U COME AND 
TAKE HER AWAY PLEASE DG Outeraction - identification

69 Thu 26/02 B A
<Name of staff member> wants me to rub some suda 
cream on his ...../ Social interaction - humour
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70 ? A B
THANK U <NAME OF STAFF MEMBER> WHAT NO 
CREAM CAKES** Social interaction - humour Outeraction - identification

71 Mon 01/03 B A
could you put diary for someone on sunday early to 
take <name of resident> to st pauls 10.30 please df Managing distribution - resource sharing Managing distribution - requests & plans

72 Mon 01/03 A B get tea in i'm starving Managing distribution - requests & plans
73 ? A B $ARemail sent Outeraction - history Outeraction - medium switch
74 Tue 02/03 B A are we having fun campers ? Presence - state
75 Tue 02/03 A B it's a laff a minuit Presence - state Social interaction - playful abuse & sarcasm
76 Tue 02/03 A B i could start a good rumour about you two LOL Social interaction - playful abuse & sarcasm
77 Tue 02/03 B A why not everybody else has Social interaction - humour
78 ? B A what does lol mean?** Outeraction - textspeak Outeraction - history
79 Tue 02/03 A B wait till you hear the one i'm goig to start Social interaction - humour
80 Tue 02/03 B A spellings wont worry us on the rumour (GOIG) Outeraction - history
81 Tue 02/03 A B wot yu trin two saay likke Social interaction - humour Social interaction - playful abuse & sarcasm
82 Thu 04/03 B A pp can you ring when not busy Outeraction - medium switch Outeraction - ongoing interaction
83 Thu 04/03 UM B What do you want ** Outeraction - ongoing interaction

84 Thu 04/03 B A
darrin has just came back from tesco with the wekly 
shopping  mmmmmm  mmmmmm Social interaction - sharing info & resourcesPresence - self & others

85 ? A B lots of healthy goodness Social interaction - humour
86 ? A B <name of staff member> is peeling me a grape Social interaction - humour

87 Thu 04/03 UM A
If i am not thdre by 9 30 you might have to ring a taxi 
as** Presence - proximity Managing distribution - requests & plans

88 ? A UM ok** Managing distribution - requests & plans
89 ? UM A See you in 5. Put kettle on** Presence - proximity Managing distribution - requests & plans

90 ? A B
<name of person> WILL CALL YOU BACK IN ONE 
HOUR.  YOUR PHONE IS CONSTANTLY ENGAGED. Outeraction - ongoing interaction Managing distribution - info exchange

91 ? A B is there any sign of duran duran yet ? Social interaction - humour Presence - self & others

92 Mon 08/03 B A
did u hear the one about the 2 hungry sharks ? one 
said to the other Social interaction - humour

93 ? A B what was the eding we didn't get it Outeraction - ongoing interaction

94 Mon 08/03 B A swim up to morcomb bay and we can have a chinese. Social interaction - humour
95 ? A B that has t be you tony you tll crap jokes Social interaction - playful abuse & sarcasm
96 Mon 08/03 B A did u get the ending? Outeraction - history
97 ? A B yes rubbish Social interaction - playful abuse & sarcasm
98 ? A B when's dinner ready** Managing distribution - info exchange
99 ? A B anyone about Presence - self & others

100 Tue 09/03 B A can youring when you get a chance Outeraction - medium switch Outeraction - ongoing interaction

101 ? A B

hello u 2, everything is fine here, can some1 come 
and meet me at 9 with me being on my own cheers 
<name of staff member> x ** Presence - state Outeraction - identification
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102 Wed 10/03 B A
helo to you too! hws life down there in the 
wulderness??? Presence - state

103 ? A B
VERY QUIET (without NR!!!) fel like going and 
trashing a room, so it seems more normal!!!!! Presence - state Presence - self & others

104 Wed 10/03 B A

we are run off our feet here...its all go go go. you could 
alwys clean <name of resident> sink out with yer 
tongue mmmmm Presence - state Social interaction - humour

105 ? A B
bluhhh have just chucked up at the thought!! bye 4 
now Social interaction - humour

106 ? A B
thank u <name of staff member> - lots of hugs + 
kisses <name of staff member> Social interaction - gratitude Outeraction - identification

107 Thu 11/03 B A is there any body out  there ? Presence - self & others
108 Thu 11/03 B A liv  1  man c  0   owen Social interaction - sharing info & resourcesManaging distribution - info exchange
109 Thu 11/03 B A man u 0  midd  0 Social interaction - sharing info & resourcesManaging distribution - info exchange
110 Thu 11/03 B A charlton 0  spurs  1 Social interaction - sharing info & resourcesManaging distribution - info exchange
111 Thu 11/03 B A brum 1 everton 0 Social interaction - sharing info & resourcesManaging distribution - info exchange
112 Thu 11/03 B A man u 0 midd 1  o g  oshea Social interaction - sharing info & resourcesManaging distribution - info exchange
113 Thu 11/03 B A l thought that would get your atentinon Outeraction - history

114 Thu 11/03 B A

2 sharks swimming in the sea 1 says to other im sick 
ov eating sardenes  other 1 says lets go and swim to 
morcombe bay and have a chineese Social interaction - humour

115 Thu 11/03 B A man u 0  midd 2 Social interaction - sharing info & resourcesManaging distribution - info exchange
116 Thu 11/03 B A man u 1 midd  2   van Social interaction - sharing info & resourcesManaging distribution - info exchange

117 Fri 12/03 B A
penny, do you know where there is any compliment 
slips ?* Presence - objects

118 Fri 12/03 B A
can <name of person> ring if hes still there also are 
we having a team meeing tomorrow Outeraction - medium switch Managing distribution - requests & plans

119 Sat 13/03 B A

chineese mussel pickrs have anew  boss , he pays 
them 2 quid an hour, not the best wage but it keps 
their head above water.* Social interaction - humour

120 Sun 14/03 B A
<name of staff member> w1ll take your glasses down 
in a few minutes o k Managing distribution - object sharing Presence - objects

121 Sun 14/03 B A
$ARhello dudes can u remember to do b/up disk as it 
aint been done for 2 days Managing distribution - requests & plans

122 ? A B dudes will do there best. Social interaction - humour
123 Sun 14/03 B A coolio Social interaction - gratitude

124 Sun 14/03 B A

<name of resident> has been on the phone quiite 
stressed asking for her medication .. says she has 
been ringing since 6.15 Managing distribution - info exchange

125 Tue 16/03 B A contact <name of person> she has just called Outeraction - medium switch Managing distribution - info exchange
126 ? A AM u tealeaf pinching sams tuperware alison* Social interaction - playful abuse & sarcasm

127 Wed 17/03 B A
you are a bag (bin)   please bring some to the house 
when you come up Social interaction - playful abuse & sarcasmManaging distribution - object sharing

128 Thu 18/03 B A ring when you havve time bd Outeraction - medium switch Outeraction - identification
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129 Thu 18/03 B A
hi is jo still there if she is tell her that her coursework s 
been dropped of at <the Hostel> DF Presence - proximity Managing distribution - object sharing

130 Tue 23/03 B A
<name of staff member> have you got jump leads in yr 
car. Presence - objects

131 ? A B no sorry they were taken out two days ago Presence - objects
132 ? A B Have I got E mail from head office?   David.* Managing distribution - resource sharing Outeraction - identification
133 Tue 23/03 B A no e mails for you david Managing distribution - resource sharing Presence - objects

134 Tue 23/03 B A
what is the diferance between liverpool fc and a tetley 
tea bag ?  a tea bag stays in the cup longre Social interaction - humour

135 Tue 23/03 B A sory for the late spelling mistake Outeraction - history
136 Tue 23/03 B A is there anybody there ? Presence - self & others
137 ? A B we are 2 busy to play with the spam* Presence - state Outeraction - wishes & intentions
138 Tue 23/03 A B please repeat message* Outeraction - ongoing interaction
139 Tue 23/03 B A Arsene Wenger for pryminister Social interaction - humour
140 ? A B gerald for the sack* Social interaction - humour
141 ? A B put kettle on * Managing distribution - requests & plans
142 ? B A is there any body there ? Presence - self & others

Notes and legend

all dates 2004
? unknown number
** only in one log
* different across 2 logs
A Location A
B Location B
AM Location A Mobile
UM Unknown mobile
BM Location B Mobile

A6-6.5



Appendix 6-7: SPAM categories and statistics (Case B)

% cat % total1 %total2 Category No Sub-category No %cat %total

Distribution

TOTAL 45 Info exchange 25 55.56 12.5

40.0 12.7 9.0 PRIMARY 18 Resource sharing 6 13.33 3.0

60.0 46.6 13.5 SECONDARY 27 Object transfer 5 11.11 2.5

Requests & plans 9 20 4.5

TOTAL 45 100 22.5

% 20.8

PRIMARY 18

% 11.0

Social interaction

TOTAL 63 Sharing info & resources 18 28.57 9.0

95.2 42.3 30.0 PRIMARY 60 Playful abuse 17 26.98 8.5

4.8 5.2 1.5 SECONDARY 3 Humour 25 39.68 12.5

Gratitude 3 4.762 1.5

TOTAL 63 100 31.5

% 29.2

PRIMARY 60

% 36.6

Presence

TOTAL 40 Object location 8 20.0 4.0

77.5 21.8 15.5 PRIMARY 31 Being there 19 47.5 9.5

22.5 15.5 4.5 SECONDARY 9 Current state 9 22.5 4.5

Personal proximity 4 10.0 2.0

TOTAL 40 100 20.0

% 18.5

PRIMARY 31

% 18.9

Outeraction

TOTAL 52 Medium switch 14 26.92 7.0

63.5 23.2 16.5 PRIMARY 33 Identification 12 23.08 6.0

36.5 32.8 9.5 SECONDARY 19 Ongoing interaction 15 28.85 7.5

History 8 15.38 4.0

Textspeak 1 1.923 0.5

Wishes & intentions 2 3.846 1.0

TOTAL 52 100 26.0

% 24.1

PRIMARY 33

% 23.2

100.0 11.3 8.0 Unknown/repeats/test

TOTAL 22 TOTAL 22 - 7.4

% 9.9

PRIMARY 11.0 100.0

100.0 71.0

100.0 29.0

PRIMARY SUB-CATEGORIES (all) 164

PRIMARY SUB-CATEGORIES 142

PRIMARY + SECONDARY SUB-CATEGORIES (all) 222

PRIMARY + SECONDARY SUB-CATEGORIES 200
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Appendix 7-1: Case C interview with Senior Clinician 

This preliminary chat took place on 20th December 2004 with I005, a Social Worker 

at the youth mental health organization that, at that point, was being considered for 

study. 

Organisation 

I005 described how he worked for City Health which he described as an “enormous 

organisation” and gave The Royal City Hospital as an example of one part of City 

Health. He described how the organisation he worked for was called ASSIST and 

that it had three parts: the Clinical Program, the research arm (ARC – ASSIST 

Research Centre), and promotion and support for other services. He described how 

the organisation was “flooded with research”, with over 60 research projects 

currently running. He described how ASSIST attracted lots of funding. 

History 

I005 described how ASSIST developed from a psychosis prevention and intervention 

centre. He described how this organisation specialised in mental health treatment for 

early psychiatric episodes. He also described how this organisation was one of the 

first to use a model that involved early psychosis treatment. 

Youth Support Group (YSG) 

I005 described how the Youth Support Group had three arms: the Triage Service 

which deals with incoming calls between 9 a.m. and 5 p.m.; the Entry Team which 

conducts assessments and matches people to particular services between 9 a.m. and 5 

p.m.; and the Acute Team which deals with new referrals, provides and on-call 

service, community treatment and after hours support for the other teams. I005 

commented that this team was often too busy to deal with community treatment and 

that they were significantly mobile after hours. 

Ways “in” 

I005 described how there are a number of ways people can access the YSG: 

- People can call a land line between 9 a.m. and 5 p.m.; 

- People can call an 1800 number, which is available 24 hours, is a free number 

and forwards to a mobile phone. 



Appendix 7-1: Case C interview with Senior Clinician 

 

 

A7-1.2 

I005 described how the intention here was to maximise access for people having a 

first psychiatric episode. He commented that because this line was “accessible” it 

was also inaccessible: there were more calls coming through than a single line could 

cope with. 

Shifts 

I005 described how calls to the 1800 number were fielded at: 

- a clinic in Suburbia between 9 a.m. and 5 p.m.; 

- anywhere between 6 p.m. and 10 p.m.; 

- and at the inpatient unit in City Suburb between 10 p.m. and 8.30 a.m..  

Thus, between 9 a.m. and 5 p.m. and between 10 p.m. and 8.30 a.m. calls were 

handled at a single location and between 6 p.m. and 10 p.m. calls could be fielded 

anywhere. He also described how there was a handover between each of these 

“shifts”. 

Handover 

I005 described how he took detailed clinical notes concerning “clients” while on 

duty. He noted how he wrote a summary of the phone discussion and then put this in 

a file, along with his own name as having taken the notes. He also noted that the 

detail of the notes depended on who took them. These notes were taken with a pen 

and paper and used to support an oral handover and were then faxed through to the 

recipient of handover information. I005 described how there was a handover from 

the night shift to “the triage person” at about 7.30 a.m. in the morning. This handover 

covered the 7.30 to 9.00 p.m. phase. 

I005 described how “a lot of things break down” due to tiredness and fatigue, 

sketchy notes and psychiatric nurses not tending to write much detail. He also 

described how he believed certain information should be expressed in these notes. 

He added that more information than is included in the notes is often required; in 

particular an urgency scale would be useful which would facilitate prioritisation. 

Communication devices 

I005 described how shift workers were contactable via a pager and a mobile phone. 

He described how he liked this device as it “gives us more control”. He also 

described how staff would like to be able to prioritise calls at the moment, enabling 

them to set availability to e.g. “I’m happy to take your call”, as sometimes they are 
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“a little too available”. He described how the pager provides him with a message and 

a time. He also described how this gives him the opportunity to ask questions and get 

a file in relation to the message received. He added that calls have an implicit 

urgency attached to them and that finding out where the calls are coming from and 

when they are being made is part of determining the urgency. He described too how 

filtering of messages was often required and this was made easier with a pager. He 

added that a pager was less intrusive than a phone and that it allowed him to adjust 

his context to deal with particular calls: he was often required to have very intense 

and engaging conversations when “mobile”. He described how this made it hard to 

take a call in particular social contexts such as someone’s living room, where it is 

hard to talk in this fashion. He also described how people in public situations tended 

to look suspiciously at a phone, but were less “confronted” by a pager. He described 

how the phone is often simply too accessible: it’s a toll free number and people often 

ring and ask for their Case Manager in the evening when they should make the call 

during the day. These individuals often just want a chat. In fact, he described how 

staff had once been asked for pizza delivery places! I005 described how the pager 

gave staff more choice and noted that all incoming calls were referred to the clinical 

program. 

I005 described how being able to make an assessment before answering the phone 

would help. He described how responding to a client immediately may not help them 

long-term: this may make clients less likely to develop self-help strategies, take less 

responsibility and be more reactive. 

Staffing 

I005 described how staffing numbers “go up and down”: in evenings there are 4-5 

people on duty; 1 person may be doing after hours triage. He added that, in some 

situations staff want to send messages to colleagues to let them know what s/he has 

done and where s/he is. 

Clients & Catchment Area 

I005 described how the client turnover was high. He also described how their work 

was in a huge catchment area and how decisions concerning the plan for visits would 

be made at handover (visits could be both routine and ad-hoc). He added that staff 

would often be diverted while making routine visits. He described how staff might 

rearrange visits to deal with contingencies. For example, a client who calls may be 
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younger than others, may not have developed coping strategies and may therefore 

require more urgent attention than an older client. He described how many of their 

clientele were between the ages of 15 and 24 and how both they and those around 

them tend to suffer from a lack of experience. He also described how this work was 

difficult to plan. 

Housing and clients 

I005 described how there was not a strong connection between accommodation and 

care. He described how case managers dealt with clients between 9 a.m. and 5 p.m. 

and how after hours case management was dealt with by I005 and his colleagues. He 

added that this responsibility had to be handed back before 9 a.m.. I005 added that 

some housing services are very good and will call if a client is experiencing 

problems. In response, they may go out and visit.  

Multiple agencies 

I005 also described that in many cases issues of responsibility emerged: it became 

difficult to decide if it was a mental health issue alone if multiple services were 

involved (e.g. Child Protection Agency, school etc.). He added that the 

communication chain was often very difficult. He described how Case Conferences 

were often about “turf marking” and that communication and coordination were very 

important. He also described how things change constantly and that crisis 

intervention often overwhelms community care and thus the former may suffer from 

resource deprivation. He added that, for the latter, the business hours were a lot more 

straightforward and how they had a bigger team. 

Scenario 

I005 then described a typical working scenario. 

He is on his way to Country Town to visit some clients and takes some files with him. 

He receives a phone call from a colleague informing him that someone nearby is 

really unwell. He calls the family. When he arrives at the family home the person in 

question says she has taken an overdose of prescribed drugs. He does not have this 

person’s file and thus cannot determine if she is telling the truth or if this is a cry for 

help etc. He simply can’t get the information he needs to make an accurate diagnosis 

of the situation. 
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I005 described how, in many such situations, the family’s English is not very good 

and he has had to use interpreting services. He also described how a staff member 

may call a consultant psychiatrist and describe the situation in order to solicit advice. 

He described how this may be of assistance to the staff member as well: s/he may 

need to disengage from the situation or may be very tired and thus may require help 

with diagnosis. He described how the consultant may ask some key questions to 

assist the staff member at this stage. He also described how, in some other situations, 

it is of be benefit to call someone in the office to get information. In these cases the 

colleague called may be able to react to the situation or retrieve a file. The latter 

activity often required making sense of someone else’s notes as in such situations the 

staff member at the coal face has to assess risk and get key information, such as what 

the client’s mental state was when they were last seen. Thus high quality case notes 

were very important in these situations. He added that in the same situations, if 

someone is not in the office the staff member may be “in trouble”. 

I005 described how in “good notes” some judgement concerning the client’s 

condition is made. This “judgement” may involve relating behaviour to the client’s 

medical condition (e.g. a personality disorder) and making statements concerning the 

client’s future trajectory of care. He described how “this provides context” for other 

people reading the notes in the future. I005 also described how documenting the state 

of the client after each visit was important and how clear communication among 

multiple parties was essential. These communications could come in the form of 

crisis plans, discharge notes and other staff members’ notes. 

Technology’s role 

I005 described how, at one point in the past, technology implementations had been 

suggested. The idea was to be able to email staff on location via laptops and mobile 

phones. He described how this might be a problem as sometimes: 

- there were multiple points of handover at night; 

- there was no break between shifts and handover was done from someone else’s 

notes. 

The Acute Team 

I005 described how work and the staff were now “fragmented”. He noted that there 

used to be real camaraderie and shared humour but that now there was a larger team, 

more people who worked occasionally, sessional staff and case managers and how 
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the Acute team may see all clients and may not know the other teams, such as YSG. 

He described how information was distributed because staff are transitory. He noted 

that some central “vat” of information and common point of contact would be 

desirable. He also added, that safety sometimes required staff to be continually 

contactable, such as when staff are visiting a psychotic when they may call when 

they have left. 

Next steps 

I005 noted that there was a general cynicism and fatigue concerning research at 

Acute and YSG. He also described that there was a general observation fatigue and 

that support for one another in their work was very important. He added that this 

may be because it is perceived researchers do less of the work and get more of the 

credit! He also described that some challenges confronted a researcher: it would be 

hard to shadow a staff member as far as someone’s home, for example. He added 

that there may be a role for a Technological Consultant and described how they need 

something that is “tangible” and produces “articulatable benefit”. He described how, 

in the past, it appeared as if staff may get laptops to assist them in their work and that 

this do not actually eventuate. Thus a report describing technology needs may be of 

value. He suggested I meet with his Manager, I000, next after he had raised the idea 

with her. 
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Appendix 7-2: Case C initial visits to the setting 

A7-2.1 Visit A to I003 at ASSIST 

This visit took place on 14th May 2005 @ 3 p.m.. It was not the first visit to ASSIST, 

but the first I have formally documented for the purpose of this study  

When I walked in (using the “back” entrance, near a gazebo), I saw an open plan 

room with desks. I005 was there and said hello – he addressed me by name. I forgot 

his name.  

I003 indicated that ten people had left the team so on that day there was one person 

from an agency there. She indicated that this was not very satisfactory as these 

people, although trained nurses, didn’t know the way things worked well. She also 

indicated that [a person] had been doing I000’s job for a few weeks and that I003 

was in her old job until “they” figured out how to reallocate roles. She indicated that 

I should contact Hilda (a person at the ASSIST Research Centre) concerning 

nuanced ethical issues.  

Everyone looked more relaxed than previous visits (perhaps because it was a 

Saturday). Heather explained that the way it worked was that there could be an 

emergency at any moment. She also noted that things were “normal” at present, but 

emergencies could happen so I may have to stop collecting data at any time. She 

suggested I should sit in on a handover. 

I003 also indicated that she would need to know ahead of time when I need access so 

she could plan and manage staff. She indicated too that it would be good for her and 

I005 to be involved in the study, as well as some of the newer staff. I explained the 

project and we discussed issues of information exchange and confidentiality. She 

seemed confident that the proposal would satisfy most staff. She also indicated that I 

should come in again to ‘launch’ the study. I indicated I would contact Hilda to find 

out about client information issues in the City Hospital ethics application. She 

indicated that I should contact her with regard to the ethics application and, in 

particular, access to client information and keep her informed regarding the 

application’s progress. 

I005 returned to the office I passed on the way in as I left by the same door I entered, 

explaining that the phones had to be ‘manned’ 24X7. 
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A7-2.2 Visit B to I003 at ASSIST 

This visit took place on 21st July 2005 @ 3.30 p.m. I003, I004, Frank Vetere and I 

were present. 

We walked into I003’s office and discussed how things were with her. She stated 

that things were really busy at this time, so it would be a good time to do the research 

work. She noted too that June and July tended to be a busy time, describing school 

holidays as a factor. Frank suggested in a later meeting that this statement suggested 

empathy and a commitment to the project. We sat in her office and discussed the 

project. I mentioned that we would donate technology. I described how we 

understood that money was a constraint for them: both any initially deployed 

technology and ongoing support (e.g. maintenance) of that technology. 

She began with saying that City Health had been under pressure with an $18 million 

budget shortfall, funding that could have been directed towards ASSIST. She stated 

that they only had funding for three positions and currently had four positions funded. 

She also stated that they had achieved over 50% of their expected target this year, so 

they should be okay. There was an atmosphere of change, under-funding and over-

work. 

We discussed the project. I gave an overview of the proposed work and some issues 

emerged: 

- Staff were still aware of me and the project. There were indications that they 

were looking forward to it and were asking about it. 

- Staff may not read the project descriptions and may ask about details of the 

project subsequently. 

- Consent should be sought from all people present at observations. 

- Staff were under pressure and very busy and thus may not be able to 

accommodate. 

- It was implicit that observing the senior/experienced clinicians would be of 

greater benefit to me. This would require careful scheduling. 

- Observing at typical and/or busy times was important. 

- Observing a handover (which lasted between 1 and 1.5 hours) would be useful. 
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- Staff would tend to travel after a handover – this may involve going to other 

hospitals and/or people’s homes. The catchment area was large and included City 

Suburb, County Town B and Country Town C.. 

- I should be prepared to get a cab or train home if client contact became a 

possibility (I should bring Cab Charges when I shadow). 

- I should work out a strategy with the people I am observing to indicate I should 

leave. Heather indicated that staff would definitely let me know if they wanted 

me to leave. 

3 observations were set up 

- 29th July @ 1.30 p.m. 

- 1st August @ 1.30 p.m. 

- A Saturday after that 

I003 indicated that it would be a good idea to observe on a Saturday as it was quite 

busy and difficult. I indicated that I would send through recruitment notices and 

consent forms.  

Overall, the situation seemed relatively calm and I003 seemed much more relaxed 

and at ease than in previous meetings. 
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Appendix 7-3: Case C initial engagement with the setting 

7-3.1 Slides from initial presentation to the YSG 

These slides were from the presentation on 23
rd

 February 2005 to the YSG team 

seeking initial approval to pursue the project. 
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7-3.2 Email contact and feedback after presentation 

The following is the email correspondence that followed the presentation 

From: I000 [I000@ch.org] 

Sent: Thursday, 24 February 2005 9:34 AM 

To: Graham, Connor 

Cc: I003; Thomas, Hilda 

Subject: RE: Meeting Today 

Hi Connor, 

Thanks for presenting yesterday.  The team was supportive of the research going 

ahead and they seemed quite enthusiastic about it.  There were three suggestions:- 1. 

That,as discussed, in order for clinicians interviews with you to made sense, we felt 

you would need to spend some limited orientation time to the clinical roles/rooms in 

YSG.  They are called YSG Acute, Entry and Triage.  I would consider this orientation 

to be focused on how information is transferred (paperwork) and the technology used 

in each part.  I think there would be two benefits to this, one is that your 

understanding of our use of technology, etc would be enhanced and therefore the 

recommendations more likely to be relevent, and secondly - to put it crudely - the 

transfer of info (paperwork) and use of technology across there three areas is 

cumbersome to us and this is an area most likely to be helpful regarding 

recommendations.  I hope this makes sense.  How much would you see yourself as 

looking at paperwork, or is it more phones/pagers, etc? (This would involve some 

limited exposure to clinical work, names, etc however I think this would be covered by 

having signed a confidentiality paper). 2. As you have suggested and we have 

discussed, we would appreciate if recommendations could perhaps be a range, 

including what we might be able to change or rearrange with our current system and 

recommendations if we had more $ or were in the long term.  I think we agree about 

this, as you have noted below about balancing current needs with future possibilities. 

I have cc'ed this email to I003 and Hilda, just so that we all know what is going on.   I 

am happy to discuss any issues regarding the ethics proposal with you as it is relevent, 

however probably do not have a lot of time available to read them.  From memory, I 

think Hilda Thomas had said she was happy to review your proposal. 

Look forward to hearing your thoughts, 

I003 

YSG Coordinator 

ASSIST Youth Health 
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[contact details] 

-----Original Message----- 

From: Graham, Connor [mailto:cgraham@unimelb.edu.au] 

Sent: Wednesday, 23 February 2005 5:57 PM 

To: I003 

Subject: Re: Meeting Today 

Hi I000, 

Thanks for your and your staff's time (please pass this on to everyone). I hope the 

project can progress and, if not, I understand completely. I hope too I gave a 

reasonable picture of what might happen. Thanks for supporting the proposed work 

during the meeting as well. 

You raised a few interesting issues at the meeting. One concerned access to your 

organisation in order to understand it better. I would be happy to include that in the 

proposal, as long as it didn't raise ethical concerns for you, I guess. The second 

concerned the technology to be recommended. Although I am specifically interested in 

mobile work, issues with your current infrastructure could be addressed in the final 

report to you. For example, stable networking or a process for sharing files may be 

appropriate recommendations. I would not have the time to implement such 

recommendations but could certainly describe any needs broadly. I am really keen to 

get some technology that helps deal with the mobile issue into representative 

participants' hands though. This need not involve very complex technology and this 

technology could integrate with other systems in your organisation. A way round any 

issues here might be to make any technology recommendation a shared process, 

balancing current needs with future possibilities. Alternatively, we need not have a 

final "technology deployment" stage. I could use an understanding of your situation 

drawn from Phase 1 and 2 to devise a field trial that may not involve your staff. 

So I suppose that if you do agree to the work taking place it would be great to work 

through any proposal that would go forward to ethics with you and whoever else you 

think might need to be involved. This might involve a few iterations and chats, but I 

think would be worth it. 

It was great to meet everyone today and I hope we didn't take up too much of your 

time. Thanks again I000. 

Best regards, 

Connor 
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Appendix 7-5 : Case C interview questions 

Interview 1 Protocol 

- Hand out information sheet and consent form 

- Ask the following questions 
o Have you read and understood the Participant Information Sheet? 
o Do you understand the risks and benefits involved with your 

participation in this research project? 
o Are you satisfied that the information and assurances in the Participant 

Information Sheet are true and correct? 
o Do you understand the implications of being involved in this research 

project? 

Questions I005 

A. Biography (based on Schatzman & Strauss p.78) 

1. Can you describe your position in the organization? 
 
2. How long have you been with ASSIST? 
 

3. Which part of the organization do you normally work in? 
 
4. What is your professional specialty (if any)? 
 
5. What age range do you fall into: 21-30, 31-40, 41-50, 51-60, other? 

 
6. Do you usually work alone or with others? If you work with others, who do you 

work with? 
 

B. Work & trajectory 

1. How would you describe your key responsibilities? 

 
2. How would you describe the work you normally do? 
 
3. Can you describe a typical work day to me or are there no “typical” work days 

for you? 

 
4. What are the key things that you have to do as part of your work? 
 
5. Who are the key people you need to interact with? Why? 

 
6. Does your client group pose particular challenged for you? Why? 
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C. Site 

1. Describe where you work. 
 

2. Are there any particular difficulties or advantages you encounter because of 
where you work? 

 
3. Do you often move around as part of your work? Describe how and when this 

might happen. 

 
4. What were the key challenges when you have to do this? 
 

D. Trajectory sub-concepts 

1. Work 

 

a. Describe the key stages in your work day and or week. How are these stages 
related (if at all)? 

 
b. Do you have a particular schedule that you run to and routines that you follow? 

What are they? Who plans your work or is it not really planned at all? If it is 
planned, how is this done (e.g. through staff meetings)? 

 
c. Are you often aware of thinking ahead during your workday or do you just do 

work as it comes to you? 

 
d. How do you manage the things that you have to do? Do you write down 

reminders or ask people to remind you about things for example? 
 

e. Do you find yourself thinking back about what has happened previously in the 
day and how that relates to what is going on now? If so, give an example. 

 
f. Do things that you do earlier in the day or week affect what happens later in 

the day or week? 

 
2. Care 

 
a. Do you often think in terms of stages of a client’s condition? How does this 

affect your work? 

 
b. How do you plan to manage clients’ conditions? How is this plan decided? 
 
c. Do you find yourself thinking ahead regarding clients’ conditions? When and 

how do you do this? 
 
d. How do you manage clients’ conditions? As an individual or as a group for 

example? 
 

e. Do you find yourself thinking back about what has happened previously in a 
client’s history? If so, give an example. 

 
f. Do your interactions and actions with clients affect what you do in the future? 

 
3. Movement 

 
a. Describe the stages you go through to reach a client in the community. 
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b. Who plans this? How 

 
c. Do you think ahead? 
 
d. How do you manage things if they don’t turn out as expected (e.g. a traffic 

jam). 
 
e. Do you find yourself thinking about past times you have visited this place? 
 
f. Do previous visits affect how you get to or approach the present visit? 

 

E. Means 

1. What instruments (e.g. phones and paper) do you use to do your work? What’s 
the most useful? Why? 

 
2. Do you use certain things for certain work (e.g. the telephone to make 

arrangements)? What do you use each of these things for? 
 

F. Needs 

1. Through your work, how would you describe your needs in terms of: 
 
a. Information (e.g. client information)? 

b. Awareness of others (e.g. other staff)? 
c. Social interaction (e.g. with other staff)? 
 
2. Can you provide specific examples of needs concerning: 

 
a. Information (e.g. client information)? 
b. Awareness of others (e.g. other staff)? 
c. Social interaction (e.g. with other staff)? 
 

3. Can you provide specific examples when you didn’t have: 
 
a. Information (e.g. client information)? 
b. Awareness of others (e.g. other staff)? 
c. Social interaction (e.g. with other staff)? 

 
What were/would be the consequences of this? 
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Appendix 7-6: Case C example written up fieldnotes 

Visit to a Handover @ ASSIST 

29th July 2005 @ 1.20 p.m. 

Standard text – reporting and description; italics – emphasis or analysis; red – 

questions or uncertainties 

I walked up the driveway leading to the ASSIST building 10 minutes early. I noticed, 

as I had before, that there were 2 distinct buildings: a brick building on my left as a 

walked up the drive (the ASSIST ‘headquarters’) and some prefab buildings on the 

right (the ASSIST Research Centre). There seemed to be some inpatient facilities 

here as I observed two young people there – one teenage girl as I walked up the 

driveway and another teenage girl in the waiting room. The broad layout of the 

building is shown in Figure A7-6.1 below. 

Figure A7-6.1: Building layout 

When I004 arrived to meet me at reception, she stated that it had been a very busy 

week with very few staff on. She invited me to take a seat in the cafeteria and said 

some would come and get me later. She noted that she had been doing “a lot of 
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running around”. She appeared very busy. There were a lot of happy, smiling faces 

surprisingly, perhaps because it was a Friday. In addition most staff seemed to be 

female. 

I observed a number of notices on the back wall (furthest from the serving counter) 

in the cafeteria: 

- A “Group Program” notice with events like “Relaxation” 

- Recruitment notices e.g. “The Platform Team” 

- An invitation to “Speak Out” (this seemed to be about improving the workplace 

- Occupational Health and Safety notice board 

o Emergency exits 

o Notes about what to do if people were injured 

o Policies 

I was ‘picked up’ from the canteen and lead into the Call Centre Room where there 

were 4 informants: I009, I010, I001, I011 and, of course, I004. I004 left to get some 

lunch while I introduced myself and described the study and briefly outlined the key 

phases of the research plan, noting that there would be a phase when I would attempt 

to understand their work through observation, followed by a phase when technology 

would be recommended and deployed and then evaluated. I then gave out the Project 

Descriptions and Consent Forms which I requested they read and sign respectively. It 

was impossible to ask the 4 questions I indicated I would in the CHREC [City 

Hospital Research and Ethics Committee] Ethics Application (Module 1) due to 

them imposing delay – they were already anxious to start the handover. 

- Have you read and understood the Participant Information Sheet? 

- Do you understand the risks and benefits involved with your participation in this 

research project? 

- Are you satisfied that the information and assurances in the Participant 

Information Sheet are true and correct? 

- Do you understand the implications of being involved in this research project? 

I004 then returned and we discussed the issue of “occasional visitors” to the room 

e.g. Case Workers who might come in to ask or answer a question. I suggested we 
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could solicit an entrant’s consent afterwards and/or not take any field notes during 

the period they were interacting. Then the handover began. 

I004 lead the handover discussion and used a large whiteboard (WB1) to begin the 

discussion of clients (see Figure A7-6.2 & 4 below). The name of a client, Client 1, 

was mentioned to initiate discussion and they all started looking at files stored in 

movable filing cabinets on wheels (see Figure A7-6.3: Movable files 1-4). They 

exchanged short stories on a client. There seemed some confusion over how the 

client had been referred. They also seemed unsure why a particular client was in a 

particular file. They decided to clarify this after the handover. A lot of attention was 

directed to the main whiteboard (WB1) during this discussion (see Figure A7-8.2 and 

Figure A7-8.4), starting from the New Referrals and Assessments column. There was 

also a lot of perusal of paper files, in particular Movable files 1-4 and Ring binders 

1-2 (see Figure A7-8.2 and Figure A7-8.3). 

 

Figure A7-6.2: Room Layout 

There was one interruption during this process: a staff member from Triage entered. 

S/he could not find out how a particular client should be categorized and where this 

client had come from, leading to the comment: “She should be in Triage, she’s not 

even here.” 

How did this happen? 
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Figure A7-6.3: Movable files containing manila folders alphabetically filed 

Once they had decided what to do with a client, notes were added next to the client’s 

name. If a client was deemed not to be the responsibility of the Acute team, this 

client was rubbed off the whiteboard. 

Three particular examples at the beginning of the handover are below. 

An Ethiopian girl had been referred after taking an overdose. The team described the 

issue through reading from a manila case file. The particular issue was that the girl 

was Muslim and the girl’s boyfriend was Christian. I004 noted that this particular 

client had psychotic symptoms and that the girl’s brother had been telephoned. She 

reported that her brother was not concerned about her mental state. One of the group 

noted that the girl had left town and not taken her mobile phone with her. This 

information was gleaned through flicking through the case file. One of the group 

made reference to “self-harm behaviour”. The group made a decision concerning 

what to do and added notes to the “Notes & my additions” column under “New 

Referrals and Assessments” (Figure A7-8.4). During this process both I009 and I010 

took notes. 

A boy had been referred who showed signs of depression and psychosis. I010 

described how his parents could hear him talking to himself in his room. One of the 

group described how I005 had seen him and had described how he was adamantly 

denying that he was exhibiting these symptoms. They noted how the boy’s condition 

was “deteriorating” but that there was “no acute risk”. 

A client from Tasmania had been given particular medication by a GP. The group 

discussed how the medication was not appropriate and should be changed. 
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In both these cases, I004 began by referring to the whiteboard and often asked the 

question: “Does anyone know Client x?” The case file was an integral part of the 

process: the notes there were used to describe clients’ mental state and make some 

diagnosis. The group discussed clients through reference to the files, reading 

quotations from clients and/or paraphrases of their speech and descriptions of 

particular behaviour. From this, they suggested future action which involved both 

anticipating possible future actions and prioritization of clients. The process was not 

entirely smooth: I004, when referring to a case file noted “something idea…I don’t 

know what that word is.” She also asked “Where have they written the notes?...They 

haven’t.” Throughout this process I010 and I009 took notes. I009 occasionally 

referred to the whiteboard and noted down some information. 

They talked a lot about symptoms and told stories, particularly regarding clients 

denying their condition. There seemed a continual need to make judgments based on 

stories and evidence presented through talk. 

At 2.15 p.m. I008 and I002 enter and join the meeting. I introduced myself to them 

and handed them each a Project Description and Consent Form. I008 was asked a 

question about an earlier case and, like the others, he described client symptom 

through relating events in a story-like manner. 

How do they remember everything? 

A man comes in asking for a file. It is handed over. There is a lot about the meeting 

that is converting privately held information into public (to the team) yet private (to 

the outside world) information. 

I012 comes in and talks about a new “referral”. Again, specific symptoms, actions 

and behaviours (e.g. guilt actions) are described. In this case, this is message sending 

from one part of ASSIST to another. They talk about Client 1 – this knowledge was 

missing before and now it is transferred to everyone. This is an issue of information 

not being transferred from Triage. I008 describes how he didn’t know where the 

client had been referred from. Again they were retrieving files from the movable 

files (Figure A7-6.3). While reading a file I004 says: “you’d need a magnifying 

glass” as the writing is really small. She hands the file to I010 to read it. 

While this is going on I005 is writing notes in a file. There is a sense that it is 

important to write notes up immediately. At 2.25 p.m. I004 & I005 were both writing 

into files. 
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After reading a file I010 stated: “there is no plan about what we should do with her” 

after reading the case notes. Questions are asked again: “Shall we book her in?” 

Then they decide: “I think we should phone her at the weekend.” Another question: 

“Do you want to put in a handover plan?” Decisions were made mainly through I004 

and the result of collaboration. The outcome is reflected on the whiteboard e.g. 

adding a plan in note form or rubbing the client off. Another question: “Who’s the 

consultant on call this week?” Then backtracking: “I’ll go back a step. I just realise 

you haven’t been here.”  

Some issues emerged concerning the connection with triage through the discussion 

of some recent events: 

- Client attachment to particular people in Triage; 

- Transfer of clients from Triage. 

This suggests there is some issue with communication between different parts of 

ASSIST. 

A question emerged concerning resources and the dialogue went like this: 

“Have we got any beds?” 

“We have two.” 

“Two too many.” 

“We should keep a bed for Client 2 because he could be admitted any minute.” 

After the final comment, I004 wrote a note on the whiteboard: “Await allocation to 

MA” under the ‘PLAN’ sub-column of the 3
rd

 main column (see Figures A7-6.4 & 

A7-6.5). Again, they are working through the whiteboard row-by-row. The 

discussion is now around the third column of the whiteboard. 

I008 then walked over to collect a form while a discussion of a client was in progress. 

He then volunteered to visit a client: “I can do him.” The group then described in 

more detail the nature of the problem: “He’s overdosed.” “Don’t know what he’s 

taken and don’t know where he is.” Someone else piped up: “48 Panadol.” This 

discussion turns to where the information on the client came from and the team 

literally piece the story together. 

After another discussion of a client, this client is moved to the second whiteboard in 

a section labeled “YOUTH SCOPE” (see Figure A7-8.5). 
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This is a means of processing information. The question is what happens to clients 

after then are discussed during handover and/or removed from the whiteboard? 

When clinicians talk about clients their talk focuses on the following: 

behaviours e.g. his parents heard him  talking to himself in his room 

symptoms e.g.  

medication (this is often very specific) e.g. she’s currently taking… 

family history e.g. both his parents were schizophrenic 

recent events and history 

specific situations when therapy may be required 

patterns of behaviour e.g. “He’s cycling through, that’s the thing.” 

the client’s own awareness of his/her state 

family context 

attendance at particular events e.g. the OPEN program 

ethnic background 

the place where the client lives e.g describing the  suburb where a client lives as 

“nice” 

future possible therapies and actions e.g. “We may have to EDN him” 

triggers e.g. stress, particular people,  events like birthdays and the media (e.g. 

what’s on TV) 

the person involved in supervision 

What does ‘OPEN’ stand for? 

What does ‘EDN’ stand for? 

Another client is discussed. I011 refers to a case file. Follow-up is discussed. They 

talk about a “softly, softly” approach over a more dramatic approach through 

AFFILIATE A. 

During the handover some of the clinicians stand up, pick up files, read files and then 

put them back in place. Sometimes names are rubbed out and on other occasions 

they are struck through e.g. 11. Client 3 (3
rd

 main column of WB1 – see Figure A7-

6.4). 
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When would a client be rubbed out and/or struck through? What is the difference? 

Staff created vignettes around triggers, which often are other people and events. 

They sometimes discussed personal feelings about a client e.g. “She’s gorgeous 

when she smiles.” “She’s gorgeous all the time.” These utterances seemed to be 

genuine, shared expressions of care and affection for particular clients. There were 

also instances when they tried to encourage certain clients to engage in active 

behaviour e.g. getting the client to telephone them and not the other way around. 

At around 2.45 p.m. the phone rang for the first time. The phone was answered 

routinely by I001. I011 previously had pulled over one of the movable files (Figure 

A7-6.3) and taken out a manila folder from there. 

There was some uncertainty concerning one client: 

“Could someone page her after handover…or now?” 

“About what” 

“It’s up here and it’s crossed off.” 

“What does this mean?” 

The “her” referred to the Duty Worker on the morning shift I found out later. 

During handover, I002 received a telephone call. I004’s response was: 

“Can you tell Dr. McCoy we’re in handover?” 

They moved onto the next case and, again, told a story around the client. A client 

called and two of the team went out to see this client. They gave the client valium 

and then the client was “all happy”. I010 asks a question regarding this. 

What was I010’s question?  

The next part of the handover exploited board magnets at the top of WB1, stored 

between “NEW AFTER HOURS” and “CURRENT CLIENTS”. These were orange, 

blue, green, yellow, red and black. I found out later that these corresponded to manic, 

psychotic, AFFILIATE C, AFFILIATE B, urgent and confidential respectively. A 

magnet was selected and placed next to a client (in a “cell” in WB1) based on the 

condition and urgency. Thus if a client’s condition was deemed urgent, then a red 

magnet was placed next to them. 
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This seemed to be both a procedure involving description and summary of clients’ 

conditions and prioritization. The discussion of one client who had just been visited 

by them during the morning shift included this comment: “he had on his standard 

paranoia outfit – wearing sunglasses indoors.” They also made comments concerning 

the client’s denial of his/her condition. Client clothing was also discussed 

(particularly composition of clothes), as well as immediate actions, behaviour, 

utterances (e.g. “You’ll be dead before you get me out the door”), past behaviour 

(e.g. “he jumped through a window at home before”), cognitive state (e.g. 

concentration level), the specifics and cycles of medication, and the prognosis and 

future of the mental illness. From this particular responses to possible future 

scenarios are planned, such as: “If he drives, ask Mum to call us and we can hook up 

at Grandma’s.” They then discussed plans and in this made certain knowledge public 

so that everybody knew. Problems with clinicians and/or police going to a particular 

location were also discussed e.g. going to a client’s grandmother’s house when the 

grandmother does not know about the client’s condition: “Grandma would have a 

heart attack if we came over with the police.” 

This indicated a sensitivity to this client’s domestic situation and a need to know 

about the subtleties of the situation ahead of time. 

A phone rang at 3.15 p.m.. It was answered. I004 asked (with some exasperation): 

“When is this handover going to end?” I004 asked questions about a referral: “Who 

did it come from?” Someone answered. I004 then asks: “How do you know?” 

Someone answered: “That’s her handwriting.” 

It seems that identifying the source of referrals and information is critical. 

Another phone call is received. I011 answers it, then steps away from the handover 

and then fields the call. 

The handover ended at around 3.30 p.m. 

 



Appendix 7-6: Case C example written up fieldnotes 

 

 

A7-6.10 

 

NEW AFTER HOURS CURRENT CLIENTS 

TRIAGE REQUESTS NEW REFERRALS & ASSESSMENTS  NAME AGE DATE SUBURB PLAN YSG Med/R OCD/OR CCM/DR 

   Date Notes & my additions 1 Client      

 A Client 1  booked to early 4/8, P/C, W/E        

 B Client 2  D/W I022        

            

ENTRY            

 ASSESSMENTS IN PROGRESS        

  Date Age Notes        

 Client 3 17/7 19 
Away till 28/7 P/C 29/7 She has 
not contacted P/C…        

ALERTS            

            

Figure A7-6.4: Main whiteboard (WB1) 
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Figure A7-6.5: Secondary whiteboard (WB2) 
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Appendix 7-7: Case C example informal interviews 

A7-7.1 Informal interview with I002 & I001 (mainly I002) 

29th July 2005 @ 3.30 – 4.00 p.m. 

Standard text – reporting and description; italics – emphasis or analysis; red – 

questions or uncertainties 

AFFILIATE C is an organization located at [a shopping centre] that caters for 

“vulnerable” young people i.e. those “at risk” mentally. AFFILIATE C does CPTs 

(counseling), but will not see anyone taking medication. 

What does AFFILIATE C do and how might someone get referred?  

AFFILIATE C is available 24 hours a day, 7 days a week and has a psychologist, 

social worker, occupational therapist (OT) and psychiatric nurse. There is also a 

consultant there who deals with registration. 

People come into the view of the Acute Team through Triage, YSG or after hours. 

Acute works out a short-term care plan for clients in an acute phase of mental illness. 

Acute members travel quite a lot: there is a large catchment area, including areas like 

Country Town X (a 40 minute drive from ASSIST HQ), Country Town Y (a 50 

minute drive from ASSIST HQ) and Country Town Z. The Acute Team used a 

“marked up” Cityways to find places. This was a shared street map with circles 

marked on it corresponding to the locations of clients’ homes. This annotation helps 

clinicians “remember the place” and starts a conversation around the annotation: “Oh 

that’s the one with the funny entrance.” They have cultivated this habit over the 

years and sometimes they photocopy a page of the Cityways and put in the client’s 

case file. 

A client file has a unique, 7-digit number attached to it and a barcode. Several pages 

of stickers are in a client file that include the client’s first name and family name, 

address, phone number, when it was printed, date of birth and other details (see 

Figure A7.7-1 below). 

There are 2 databases within information on clients: CMI and a local ASSIST 

database. CMI is a nationwide data store containing information on all people with a 

history of mental illness in [the country]. 

What kind of data is stored in these databases? How is it used? 
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  barcode 
 The City Hospital 
 

FAMILY NAME 7-DIGIT No.  

FIRST NAME DOB  

ADDRESS  CODE 
ADDRESS 2  PUB 
Ph: phone number MH: 7-digit number 

Printed: date  
MC PN: 
  

 
  barcode 
 The City Hospital 

 

SMITH 1210000 
JANE 10.10.1986 

1 The Street F/S/ENG 

Townville 0000 PUB 

Ph: 83440000 MH: 7-digit number 

Printed: 22.03.2005  

MC PN: 

Figure A7-7.1: Client Barcode 

Information is also stored on clients in a red summary file. If a person has a history 

of psychiatric illness this would result in the accumulation of a huge amount of 

information and records. This is summarized in a several page synopsis on clients 

that includes client ‘tricks’, medication being taken, illness history and so on. This 

file is often consulted before clinicians visit clients in the community. 

The notion of trajectory of illness applies here. 

I002 commented that WB1 could have a more extensive notes section so that 

clinicians can quickly look at the whiteboard and get an idea of how to deal with a 

client who calls. 

The notion of making information public and available in the environment is 

important here. 

When clinicians are out on a visit, they do keep in contact with each other, mainly 

through phone calls (to mobile phones). There are about 4 mobiles owned by The 

Acute Team. A whiteboard with magnetic rubber stickers on it shows who is 

currently carrying particular mobiles, including the mobile number. The 

person/people on a visit and the mobile that they are carrying is usually highlighted 

by placing the name(s) of the clinicians and the mobiles in the centre of the 

whiteboard and highlighting this information in some way (e.g. through circling it). 

See Figure 7-7.3 below (the labels ‘staff names’, ‘car registrations’ and ‘mobile 

phone details’ are not on the whiteboard). 
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If a clinician is “unlucky”, s/he gets the red phone (referred to as the “unlucky” 

phone). This means that a clinician has to field calls in any situation, but often s/he 

would field calls in “the office”. Home visits are not done between 5 and 10 p.m. as 

this is deemed “too dangerous”. Visits to police stations and hospitals (mainly 

Emergency Department (EDs)) are performed. 

When a new case is comes in (e.g. through a triage referral), they write the client’s 

name on a sheet secured to a clipboard, next to a unique, predetermined number (see 

Figure A7-7.2 below). This becomes the case number and is used in the client’s 

manila case file. 

Client 

No 

Client Name Client 

No 

Client Name 

    

    

    

    

Figure 7-7.2: New client clipboard 

Figure 7-7.3: Whiteboard tracking clinician movements 

A7.7.2 Informal interview with I004 

3
rd

 August 2005 @ 3.30 p.m. – 4.00 p.m. 

 

I asked particular questions concerning what I had observed over the two handovers I 

had observed. These questions were driven by [the first set of fieldnotes in Appendix 

A7-7], in particular. 
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I004 described how, if a client was in the Triage column (see [the first set of 

fieldnotes in Appendix A7-6]), a clinician would ring this client to do a mental state 

check to see if that client was at risk. I004 explained that if someone was acutely 

psychotic, they would be discussed in the Acute handover. They would continue to 

treat this client in the community, ‘M/H’ them and enter this client into the CMI 

database. I004 described how a new referral could then be moved to Triage. 

I004 also described how assessments were often in progress and that some were very 

complex. She described how someone will come off the whiteboard (see [the first set 

of fieldnotes in Appendix A7-6]) either by being accepted into the Acute program or 

being taken by someone else. 

I004 described how some issues emerged if people were not referred with clarity and 

if there was no plan. She described how it is sometimes difficult to establish how and 

why people are referred to Acute. She described how it should be due to people 

being moved out of care and there being an ensuing need to visit them at home. 

I004 explained how clients can be ‘on the right hand side of the board’ or as regular 

as Acute clients get for as long as 2 weeks. I004 also explained how ‘Alerts’ occur if, 

for example, a (referral?) form is not filled out for a client and this client is referred 

to them again. She the explained that the (referral?) form then has to be filled out. 

These are the questions I planned for (see protocol [Appendix 7-5]) 

A1. 

I004 described how the Acute Team’s role was to treat people in the community. She 

also explained that Acute provided care for people across ASSIST services: 

AFFILIATE A, AFFILIATE C, AFFLIATE E (intensive care management) and  

AFFILIATE D (intensive care management for youth). She also described how 

Acute was also involved in after hours assessment and triage and ‘after hours 

mothering’ of clients. She noted that their role was also to provide advice as people 

may ring with questions that may have nothing to do with them personally but may 

concern e.g. a relative or where they should go for information. I004 noted that 

people can ring for “obscure reasons”. She noted that the ‘community treatment’ part 

of their work included mental state assessment; risk assessment; after hours 

assessment (e.g. resulting from a phone call from an ED (Emergency Department); 

support for those recently diagnosed ensuring that they are e.g. taking their 

medication. She described how, if someone came to Acute’s attention without 
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diagnosis, they would check that this person met the “fit criteria” for the service (e.g. 

the age range) and discuss the issue the client was experiencing on the phone. The 

case would then be discussed with the consultant psychiatrist on call. She noted that, 

most of the time, an ED will provide a psychiatric assessment first (through a CAT 

Team [an emergency treatment team])  but that if a GP calls the clinicians at Acute 

have to be clear about what the potential client is being given. Acute clinicians 

establish this through asking the GP specific questions. 

A2. 

I004 noted that this was “a huge question”. She described how, organizationally, 

Acute sits within YSG, which sits within ASSIST. She described how the problems 

were often the same but that the people were different. She noted that, in many cases, 

problems were caused by people not being sure what they could and couldn’t do. She 

noted that there were better relationships between YSG and certain parts of the 

service than with others. She noted too that a lot of problems emerged because of 

referrals, particularly from AFFILIATE A. She noted too that relationships with 

other parts of the service could be better, particularly between the Inpatient Unit and 

Case Managers. She added that it’s important that communications between parts of 

the organization are open and transparent. 

A3. 

I004 noted how the key relationships were between Acute and the YSG team, Acute 

and Triage, Acute and the Inpatient Unit and Acute and Case Managers. She 

described how this was mainly due the need for appropriate referrals.  

B1. 

I004 described how, at Friday’s handover (see field_notes_01.doc [Appendix A7-6]), 

all the clinicians were nurses. She described how she was a Senior Clinician and 

Acting YSG Coordinator on Fridays and the Coordinator for Triage and Entry. She 

described I009 as a Senior Clinician worked across Triage (0.8) and Acute (0.2). She 

noted that I009 was ‘on call’ that day. She described how he was taking notes due to 

him being on call between 1.30 – 10.00 p.m. and having the pager overnight. She 

described I012 as a Senior Clinician who mainly worked in Acute but sometimes 

worked in Triage. She noted at this point that it was important to be able to work 

between services. She described how I010 was an RPN3 [Registered Psychiatric 

Nurse] who was full-time in Acute, I011 was an RPN3 who was a casual working 
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shifts in Acute, I001 was an RPN3 who was part-time, I002 was RPN3  who was 

full-time in Acute, I008 was an RPN4 who was full-time in Acute. 

I004 described how work patterns were determined according to a rotating roster. 

She explained how the roster was published a month before it began. She described 

how she and H set shifts with certain people having “set days”. She also noted that, 

during a shift, a ‘Senior Clinician’ had a senior role in the team and that s/he was 

responsible for after hours staff as well as being responsible for allocating work to 

people. She noted too that the Duty Worker needs to know where everyone on the 

shift is at any one time. She added that there was a tendency to “look out for people” 

within the team and to “keep an eye on each other.” 

J described how clinicians tended to work in pairs, but this depended on “what is 

happening.” She described how clinicians would never visit a home at night (even in 

summer, when the days are long?). However if someone needed visiting in an ED or 

a police station she described how clinicians could visit them alone. She noted too 

that a shift had “4 on and a Duty Worker”: i.e. 4 in all. She described how, on the 

previous Friday (see field_notes_01.doc {Appendix 7-6]), how 2 clinicians were out 

on visits and the Duty Worker had been on the phone all night so was not there 

during the day. She described how the morning staff were handing over to the 

afternoon staff and that I002 and I008 were part of the morning shift. She added that 

the numbers at handover depended on how many staff were on and if the Duty 

Worker had been called out overnight. 

B6. 

31-40 

C1. 

I004 described how Friday was “messy” because there was no-one there from the 

Acute morning shift. She described how she was tired herself. She noted how 

handover usually “runs a bit smoother”. She noted that there were a lot of clients that 

“no-one seemed to know” and that there was no doctor in the room. She described 

how the doctor’s role would be to consult. She noted too that if they didn’t have a 

consultant that they would feel uncomfortable about making decisions. 

When I asked about where client files came from, J noted that these came through a 

tray in Medical Records and how I008 got “an MH1” which registered the client 

with Mental Health. She noted that these manila folders contained an assessment 
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form done through YSG which essentially began the file. She noted that the numbers 

on the file stickers were generated by City Health, the Medical Records Department. 

I004 described said the following when describing the relationship between Acute 

and the client group: “What we are doing with them is hospital in the home.” She 

also described that they made care plans with clients and that this involved them (i.e. 

Acute), the client and those treating them. 

C5. 

The signs that clinicians look for are: 

- “how they are presenting”; 

- “verbal and non-verbal cues”; 

- “if the client can’t be found”; 

- if the client has been compliant with medication; 

- if any attempt has been made to contact the Acute team. 

She noted that these were different for every section of the organization and stage of 

the client’s care. If the client was a new referral they would look at: how the client is 

presenting; what is occurring; if they should deal with this person now or later. If the 

client was undergoing community treatment they would: look at what the treating 

team has done; negotiate with the treating team concerning what to do in the future. 

I then set up an observation for the next weekend. The questions that I had at the end 

of this interview concerned: numbers of clients; representations supporting work; 

what I could discuss in the research team; what could be public and who it could be 

public with – could I discuss themes and present stuff to them, for example. 



Appendix 7-8: Case C example documents 

 

 

A7-8.1 

Appendix 7-8: Case C example documents 

A7-8.1 Assessment form 

I collected this Assessment Form on 26
th
 September while shadowing I020 and I002. 

The first 4 pages of the form are included here. 
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A7.8.2 AFFILIATE brochure 

Retrieved from the Web after an informal interview with I007 on 6
th

 August 2005 
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Appendix 7-9: Case C example debrief 

A7-9.1 Debrief on Observation 

ICT Building 4.68 29th July 2005 @ 5.00 p.m. 

Okay this is a conversation between Connor Graham and Dominic and we’re 

discussing some…the first period of field work and taking place on 29
th
 August 

[should be July] 2005 from 1.30 p.m.. This fieldwork took place at an organization 

that is involved in the community care of people with psychiatric illnesses, 

specifically those who have sudden relapses or occurrences of mental illness and it 

has specific orientation towards examining the health care workers with a view to 

enabling technology support for them. Dominic and I are going to have a Q and A 

session that will explain the findings of the initial observation that forms the first part 

of a four point, four part research process which will culminate in some technology 

being deployed on a small scale at the setting.  

The, what I gathered from today was their, I experienced first of all a handover 

session between one shift and the next. There were 5 clinicians present initially. Four 

came in...ot two came in subsequently. The handover session was ostensibly about 

the exchange of information and they organized it through a whiteboard…so they 

had a large whiteboard on the left hand side…well as you walk into the room. The 

whiteboard had new…basically was divided into three parts: people who were 

actually brand new – they’d never seen before; people who were new referrals umm; 

people who were under assessment. Okay so the first category, people they had never 

seen before is the same as new referrals. People who were currently under 

assessment and umm, being diagnosed, if you like; and the final are regulars – 

people they were familiar with. So each, all these people fell into the category of 

young, umm, ke, young people who needed some care and some help with 

psychiatric illnesses that could vary between psychosis, uhhh, to depression. Umm, 

what was most notable about the session in my view was that there was a continual 

inform…sense of information exchange, umm, stories were continually being told, 

information was continually being retrieved from different places around the room. 

The organizing factor behind their work was, as I said before, this whiteboard that 

had a series of cells in it and each of these cells had the client’s name and included 

some brief details including their age, umm, the place where they lived if they knew 

it and also some notes on their condition. And they…to, to run the handover session 
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they ran through these names, name by name, okay in a cell-by-cell, top-to-bottom 

basis, left-to-right basis. So they covered about a total of umm approximately 25 

people today, umm and that was their key organizing factor. The other thing that 

they did was that they retrieved, umm, data from files which sat in movable filing 

cabinets okay umm so when they needed some information on a client, umm, they 

would actually pick out a file and, umm refer to that. That, that referral to that 

particular file often consisted of reading large segments umm from the notes. Umm, 

so it appeared to me at this point that it was pretty critical that whoever was involved 

in that notetaking had actually done a good job. Umm, the, the purpose of this was 

that they were actually, they were interested in particular things and the particular 

things they were interested in were the, the story, the sequence of events regarding 

the visit or the interaction with the particular client. These include things like what 

they said, what they did, what symptoms, behavioural symptoms of psychiatric 

illness they exhibited and, umm, also what recommended care plan they would put in 

place, okay. Umm, now the specific kind of information they exchanged during that 

period: things like behaviours, symptoms, medication, family history, recent history 

and patterns of behaviour; notions of patterns and routines of behaviour seemed 

important there. Uhh, awareness, the client’s own awareness of their condition, if 

any. Family context, umm, like if mother father was present, if mother, father were 

supportive, not supportive of the particular client being involved in the organization, 

umm so attendance at particular events that involved particular involvement with 

societies. Umm triggers that might have actually triggered their psychiatric episode. 

Umm, ethnic background was also discussed. Umm, there was a multiple, among the 

clinicians themselves there were multiple ethnic groups represented and that was 

probably quite deliberate given that some psychiatric conditions seemed to arise 

from conflicts due to, umm for instance religion or identity, yep. So, this is how it 

progressed: they moved step-by-step, told these stories and at the end of this they 

made a decision about what to do. That, that decision could vary from actually 

recommending they should be admitted to a place where they could have continued 

care to them actually having…being visited and that visit could actually consist of, 

uhh, the health care workers actually discussing issues with them or getting more 

information on their condition, on the client’s condition so they could make a more 

educated decision. 
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A7-9.2 Post-recording notes 

Dominic pointed out that during handover there seemed to be some negotiation 

around allocation of resources which involved hierarchical structures within the 

organization such as the socio-cultural context. 

I pointed out that I had observed clinicians use two computers in the room for email 

(Outlook on the Web and personal email (e.g. Gmail I think)), booking flights, eBay 

use, and for querying the client database (both YSG’s and [main database]). 

We also discussed how previous work did not utilize or refer to trajectory 

subconcepts in detail (e.g. arc of action) and that the lack of ‘spatiality’ in trajectory 

was enriched through the notion of ‘mobility work’ in Bardham & Bossen’s paper. 

Stuff that emerged after this debrief: 

There seemed to be a negotiation around allocation of resources. We were not sure if 

hierarchical structures (e.g. socio-cultural structures) affected this. We noted how 

some clinicians used computers in the handover room for flight bookings, ebay and 

accessing the client database.  
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Appendix 7-10: Interim report to ASSIST 

This report describes the work of clinicians at ASSIST briefly, based on a three 

month study of their work. The study included observations, interviews and 

shadowing (following the clinicians) and showed that clinicians navigate rich 

information environments and sustain their ongoing work through talk, specifically 

story-telling.  

This report will describe a part of the detail of clinicians’ lives and note aspects of 

their environment that both helped and hindered their work. It will portray situations 

that clinicians encounter where accessing and using information is critical and reflect 

on how information artifacts (e.g. client files) and communicative approaches (e.g. 

face-to-face talk, mobile phone talk) supported their work. Some important features 

of future display systems and the space where the clinicians work will be considered, 

with the understanding that work practice is not static, but can evolve and adapt. The 

notion that clients’ ongoing care involves management through the acute stages is 

acknowledged and the key features of any information system are considered in this 

regard. 

Method 

This initial report emerges from observations, interviews and shadowing exercises. 

The observations were of handover between shifts, the interviews addressed how 

clinician’s ongoing work was directed and managed and the shadowing sessions 

focused on times when clinicians were moving between their workplace or the ‘base’ 

at Parkville and clients in the community. The fieldwork focused on Acute clinicians 

in the Youth Support Group. I endeavoured to understand the organizational context 

in which clinicians worked through interviewing staff involved in the maintenance of 

client records (e.g. local electronic databases, paper-based clinical records, reports 

and analysis), whether those were electronic or paper-based. An important part of 

this approach was getting to know what it was like to do what a clinician does, while 

remaining distant enough to question, generate descriptions and confirm and verify 

these descriptions. While the findings described here are by no means final some 

initial features of clinicians’ work are described. 

Findings 

Information ‘ready-to-hand’ 
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What I observed was the highly unpredictable aspect of clinicians’ work and, as a 

result, the need for them to have information ‘ready-to-hand’ or close by and ready 

for use. Clinicians have developed routines and autonomy that was highly dependent 

on the information-rich environment they inhabit. There are 4 main whiteboards in 

their space: one (and sometimes another one has to be used) holds information on 

clients currently ‘in view’ or in need, or possible need, of acute care. Another 

whiteboard displays information on the staff member on duty, phone calls to be 

made and things to be done. The third is a highly visible ‘phonebook’, displaying 

information on important agencies, hospitals etc., and the corresponding contact 

number. Still another records clients who are currently inpatients in the Inpatient 

Unit and information on clinicians currently out in the community, including the 

registration of the car they are driving, the phone they can be reached on and if they 

are carrying a pager. Client files are highly visible and portable: they are often 

passed from one clinician to another and shared. The clinicians themselves often 

move around the space: fielding phone calls, retrieving forms and files, checking 

medication, photocopying, faxing, booking rooms on a wall planner and adding 

appointments to the consultants’ diary. 

Mobile work interrupted 

The hypothesis that clinicians were highly mobile was supported. Acute clinicians’ 

work ebbs and flows, is highly contingent and often consists of multitasking and 

engaging in several threads of work simultaneously. Clinicians step in and out of 

conversations, write up clinical notes while listening to stories concerning other 

clients and contributing clinical opinions. They answer phone calls from clients who 

can vary between being known and unknown, new and ‘frequent flyers’ (clients who 

have a lot of contact with Acute), suicidal or just in need of a chat. The fragmented 

nature of their work and the divisions of labour within the organization mean that 

they may have to move a few metres to answer a phone, get up and photocopy a file, 

walk out of the Acute room to help a colleague check medication, look for a 

consultant to sign a document and so on, all within the space of a very short time. 

This excludes their need to visit clients in the community when a car becomes their 

office, complete with mobile phone and co-worker. 

Phases and rituals 
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Although clinicians work is highly contingent, there are unquestionable phases in 

their days: handover from the previous shift, their shift and then handover to the next 

shift. These phases are determined by the organization. What varies is the individual 

experience of clinicians, who may be on an afternoon shift after having been on call 

at night or had a regular pattern of morning shifts. This contributes to knowledge of 

particular clients being scattered across time, space (client information is held by the 

inpatient unit as well) and people. The varying character of staff composition and 

work on a shift is mitigated by the highly organized and shared character of planning 

via the staff roster: rostering is determined well in advance with the responsibility for 

this being rotated among staff. Further mitigation is obtained through the highly 

organized, negotiated and ritualized information distribution and change mechanisms 

for the information in the environment. Staff handovers involve the description of at 

least 40 client cases in meetings spanning 1 to 2 hours. During these meetings the 

client information on the first main whiteboard is discussed and annotated: one 

person ‘orchestrates’ the handover; client names are rubbed off and their plans 

annotated using a paintbrush; client names are struck through; differently coloured 

magnets are placed next to clients’ names, categorizing them as urgent or belonging 

to another part of the organization. The second whiteboard is a more ‘democratic’ 

space, displaying the shared plans of clinicians, such as phone calls to be made and 

annotated by individual clinicians. 

Collaborative autonomy 

Work is highly collaborative in nature: clinical decisions are made as a team in a 

collegiate manner; stories about traumatic visits to clients are related and listened to; 

the allocation of clinicians to community visits is determined as a group. Yet despite 

this collaborative element, clinicians are expected to take initiative, organize their 

own work, contribute clinical opinions and ‘get the job done’. 

Hospital in the home 

This theme describes what a respondent referred to the Acute team doing: bringing 

the hospital, in this case Acute psychiatric care, to the home. However, although the 

metaphor is powerful it understates the uncertainty of the situations they handled: the 

hospital is a secure, mapped out domain and in many cases clinicians were 

navigating unknown areas of Melbourne, through endless blocks of similar houses 

and then entering a situation that may be both dangerous and unpredictable. They, 
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again, have developed a series of routines and practices to deal with this: annotated 

street maps; calling the client ahead; traveling in pairs; ‘prepping’ and discussing 

possible dangers before entering client homes; and regularly calling the person in 

charge of the shift via mobile phone. 

Collective memory 

The collective memory of the organization, and thereby of the clinicians themselves, 

is maintained through nick-naming, humour and jokes and visual cues that are 

permanent and highly visible. Thus client names and brief details are not locked 

away in filing cabinets but displayed on whiteboards. Key legislation is pinned to the 

wall. Paper-based files are also central to preventing the decay of information: 

clinicians often write into and read from clinical notes to exchange information and 

related specific information in files to the information in the environment. 

Categorisation is used to abstract from dense and volatile information on clients in 

order to assist decision-making and planning. Central to this categorization is 

determining the immediacy of a client’s need and their risk. Factors that determine 

decisions about risk were both highly ‘obvious’ and driven by profound clinical 

knowledge and experience: knowing the client’s exact current location (and if s/he 

was lying about it) was as important as the clinician’s professional opinion of the 

client’s current mental state; knowing when the client was last seen was as important 

as clinical knowledge concerning specific medication and its effect. 

Features of possible future technology 

Visibility 

The information pertaining to clients is scattered across time, space and people. 

Making critical information ‘ready-to-hand’ is critical given the contingent nature of 

clinicians’ work. 

Permanence 

Clients, and therefore their stories, cycle in and out of view. Having access to the 

‘headlines’ of the activity among clinicians for extended periods during the day is 

essential. 

Retrievable 

Being able to retrieve a particular client’s salient information is important. How to 

achieve this is not clear (other than a call centre approach and even then fast retrieval 
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will not help if the client is new) given that clients cycle in and out of view and may 

call at any time with any clinician on duty.  

Traceability 

The tracing of the author of e.g. the content of medical records and plans is important 

so that they can be contacted if the record is deficient in some way or not understood. 

Annotatability 

As well as being seen it is important for client information to be added to, changes 

and deleted and for this change process to be visible or at least retrievable. 

Expressiveness 

The form of information should be loose and expressive enough to allow for 

adoption and change by clinicians and codification (e.g. through the generation of 

acronyms). 

Symbolism 

The way information is displayed should act as a prop to be embedded in clinical 

practices, talked around, embellished on, fleshed out, and be evocative of previous 

client stories. 

Categorisability 

The visual information should afford being categorized and ‘bundled’ visually using 

e.g. colour coding or positioning. 
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Appendix 7-11: Case C Ethnographic report 

This is the ethnographic report I wrote after considering all the data I collected (the 

fieldnotes from observations and informal interviews in particular). The purpose of 

this report was to describe clinicians’ work and to examine clinicians use of 

information and to suggest mobile ICTs that might be appropriate for the setting. 

This report initially focused on describing two aspects of clinicians work – handover 

meetings and home visits. At the end of the report I consider some more general 

concerns for clinicians: organising work; managing risk and; collective remembering. 

A7-11.1 Handover meetings 

In the extracts below references to clinicians (e.g. Clinician-1) do not match Figure 

2 in Chapter 7 and different extracts do not use the same anonymisation scheme i.e. 

Clinician-1 in one extract from field notes may not be the same person as Clincian-

1 in another extract. 

I wrote in my field notes at the first observation (29
th

 July, 2005), referring to WB1 

(Figure 7.2, Chapter 7): 

“Used whiteboard to start discussion on clients…There is a lot of action at the 

whiteboard.” 

Extract A7-11.1 

The whiteboard was essential for supporting decision-making during handover – it 

supported shared awareness and collaboration over establishing plans. 

Establishing who a client is 

This seems an obvious thing to do but, due to shift schedules, a mixture of part-time 

and full-time staff and the sheer number of clients cycling through the organization, 

this was not always straightforward. This was often the first thing that was done 

when discussing a particular client. The extract below from field notes presents an 

example. 

Coordinator: “Does anyone know [client name]?” 

A clinician reads from the case file and relates events based on this information 

Clinician-1: “When was all this?” 

Clinician-2: “She was assessed and we felt that…” 

Clinician 3 stands up and gets a form from the shelf of forms 
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Clinician-2: “We didn’t get through to her and that’s why we have to call her.” 

 Excerpt A7-11.2: Clinicians establishing who a client is 

Here clinicians attempt to get to know the client through firstly trying to use the 

knowledge of people present and then through accessing information in the case file. 

In the extract clinicians deliberately review and assess the client’s status. 

Determining point of access 

During the handover it was often important to establish who had seen/discussed a 

particular client and who was familiar with their case. In doing so it was often 

important to establish an appropriate way to access the client e.g. via a relative. 

Clinician-1: “Did we run it by [the consultant psychiatrist]?” 

Clinician-2: “I don’t know.” 

Clinician-1: “How much can we rely on her sister?” 

At this point a clinician noted that “the Step Dad” may be an interested point of 

access to the client. This is followed by a question. 

Clinician-2: “We didn’t get through to her and that’s why we have to call her.” 

Clinician: “Who has spoken to the Step Dad?” 

They then discuss client history. 

Clinician: “But he’s had multiple suicide attempts.” 

Then they discuss both client history and point of access. 

Clinician: “I think we have to talk to the Step Dad because he has tried to kill 

himself heaps of times.” 

 Excerpt A7-11.3: Clinicians determining a point of access 

I noted in my field notes that: 

This client showed that having a point of access to the client was critical e.g. getting 

the client themselves or someone close to the client e.g. “the Step Dad”. 

Excerpt A7-11.4: Fieldnote on the importance of a point of access 

Deciding on a course of action 

When discussing the same client referred to in Excerpt A7-11.3 and Excerpt A7-11.4 

above I noted the following: 
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It [the client’s case in Excerpt A7-11.3] also shows the importance of expert advice i.e. 

the Consultant Psychiatrist. They then discussed how they might approach “the Step 

Dad” and decided on some action. 

Excerpt A7-11.5: Fieldnote describing how a course of action was decided 

This course of action was decided as a group, made an appeal to particular expertise, 

and was signified by writing on a whiteboard: 

Clinician-1: “Is the name up there?” [referring to WB2] 

Clinician-2: “No.” 

Clinician-3: “Well put him up then.’ 

Excerpt A7-11.6: Recording a decision 

Literally physically marking the decision was important establishing both agreement 

and the need to move onto the next client. 

These kinds of decisions often required consultation. The extract below is from an 

observation of I002 on 3
rd

 October, 2005. This telephone conversation about a 

client’s medication is between this clinician a Consultant Psychiatrist (CP). It is 

presented as a ‘one-sided’ conversation as I could only hear what the clinician was 

saying – the phone was not on speaker. 

I002: “I was thinking I would give him this to get him this to get him to calm down 

a bit.” 

I002: “I wonder if it might be better to give him something else?” 

I002: “I mean, you know him better than I do.” 

I002: “I know, I always call the after hours doctor who would say, yeah, just give 

him [drug’s name] but I’d rather ask you.” 

Excerpt A7-11.7: An example of consultation with an expert regarding medication 

As well as these particular features of handover meetings, clinicians often had to deal 

with incomplete information and manage uncertainty. In the extract below files could 

not be located or particular clinicians who knew the client were not present at 

handover or available. The extract below is the second time a file could not be 

located during the particular handover involved. 

Clinician-1: “His file isn’t here either.” 

Clinician-2: “Where would they disappear to?” 
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Clinician-3: “Blame the new tracking mechanism.” 

Excerpt A7-11.8: An example of incomplete information – in this case a file 

Clinicians simply had to do the best they could if they didn’t have access to client 

information through e.g. chasing down the file by contacting a clinician they thought 

might have it or phoning the client. Clinicians sometimes took files with them on 

home visits to read on the way there. The field note extract below shows how 

incomplete information is dealt with through a phone call. 

For this client a clinician again retrieved and read from a case file. When referring to 

the file, this clinician stated: “…does not finish the sentence.” This suggests the 

handwritten notes in the file were incomplete in some way. When talking about 

whether to contact a client or not the following comment is made regarding 

contacting the client (the fact that this would be by phone remained unstated and 

therefore seemed to be understood implicitly): “Probably should try today. Sounds 

like he’s relapsing.” The response to this is to remove a tick from the ‘PHONE 

CALLS’ section of WB2 (next to a client’s name). 

Excerpt A7-11.9: A clinician responding to incomplete information 

The extract below is taken from the notes from the same interview with the senior 

clinician before work formally began (see above). It describes a “typical working 

scenario” and paraphrases what the clinician said.  

He is on his way to [place] to visit some clients and takes some files with him. He 

receives a phone call from a colleague informing him that someone nearby is really 

unwell. He calls the family. When he arrives at the family home the person in question 

says she has taken an overdose of prescribed drugs. He does not have this person’s 

file and thus cannot determine if this person is telling the truth or if this is a cry for 

help etc. He simply can’t get the information he needs to make an accurate diagnosis 

of the situation. 

Excerpt A7-11.10: A clinician’s ‘typical working day’ as described by a Senior Clinician 

The scenario again demonstrates the importance of being able to retrieve particular 

client information, just-in-time in this case when the clinician is off-site. 

Clinicians often discussed the detail of cases they were uncertain over. They 

managed uncertainty through discussion and direct contact with the client. In the 

extract below the clinicians are discussing a client, referring to a “screening” session 

(which constituted an interview) – see Appendix 7-10. 

The clinicians show genuine concern and express some uncertainty. 
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Clinician-1: “It sounds odd, we don’t know what is going on?” 

Clinician-2: “There’s a princess thing about her.” 

Clinician-3: “Hyperscreen might be good for her.” 

Clinician-3: “We should at least do the screens on her.” 

Clinician-3: “Do you want just to write that plan up there?” [referring to WB1] 

After this one clinician writes this ‘plan’ in the client file and another writes it 

on WB1. The need to reduce uncertainty through assessment is evident 

 Excerpt A7-11.11: Clinicians managing uncertainty 

Again the particular way decisions are made and uncertainty managed are important 

– through discussion, an appeal to particular expertise – in this case a screen – and 

writing a plan on the whiteboard. 

A7-11.2 Clinician visits to clients 

The assembly of things 

This involved the collection of client medication, car keys, relevant street maps, 

client files and even in one case a Youth Support Group ‘pack’. For instance in the 

first shadowing session I conducted of I005 and I020 on 17
th
 September I noted: 

Before they left, I002 and I020 equipped themselves with a pager, a mobile phone and 

changed the STAFF MOVEMENTS whiteboard [Figure A7-11.1 below] to reflect who 

was going out on the road: initials, pager, mobile phone and car. 

Excerpt A7-11.12: I005 and I020 preparing for a home visit 

The following extracts, from shadowing I021 on 26
th

 September and I002 on 3
rd

 

October 2005 illustrate this ‘assembly’. 

I021 walked me through what they had to do. She takes two phones, car keys and 1 

pager. She describes how they need to know who the Consultant and Registrar are 

(“the big cahoonas”). She reads this from a notice to the right of the central 

whiteboard. She seemed genuinely happy with the psychiatrists on call: “He’s our 

consultant psychiatrist which is nice to know.” She photocopies the “scribble” [the 

notes that another clinician had made on a client]. She goes through the client’s name, 

description and highlights particular parts [of the “scribble”]…She fills out the 

whiteboard with names (indicating mine), phones, pagers…There is no client file so 

she just has the information that I002 took on the phone [the “scribble”]…She noted: 

“We have to take our YSG pack.” I021 looks at the referral form and writes on the 

whiteboard. 



Appendix 7-11: Case C Ethnographic report 

 

 

A7-11.6 

Excerpt A7-11.13: I021 preparing for a home visit 

An example configuration of the whiteboard I refer to in these notes is depicted 

below. The blue rectangles are magnetic rubber labels with clinician names, mobile 

phone and pager details and car registrations. On the particular occasion described in 

Excerpt A7-11.12 above, the clinician grouped the magnetic labels with the names of 

the clinicians going on the visit (i.e. hers and I003’s), the registration of the car they 

were taking, the numbers of the mobile phones. She also wrote my name on the 

whiteboard and circled all this information: cf. the circling of the clinician, car 

registration and mobile phone below. 

Figure A7-11.1: Staff movement whiteboard 

The “YSG pack” described in the extract contained: various information on youth 

services – procedures and protocols, telephone numbers – fact sheets – e.g. on 

psychosis and young people – forms – e.g. a request form for someone to receive 

involuntary treatment from an approved mental health service – and drug 

information. 

4:34pm…I002 goes to get drugs from cabinet with [another clincian]. He has not 

collected keys yet. I021 writes on the STAFF MOVEMENTS board. I002 returns with 

tablets and [the other clinician] with Toblerone. I002 says: “You get the keys here.” 

He gets the key and the medication box, puts the medication in the box and takes out a 

map. He looks at a whiteboard for a telephone number and dials a number based on 

this retrieval. He telephones to find out a page number and asks to pick up a file. 

Excerpt A7-11.14: I002 preparing for a home visit 

In this extract the clinician has assembled some of what is required but is missing 

some critical things: a client file and a medical certificate in particular. In addition, 

the medication need further discussion: he paged the Consultant Psychiatrist after 
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this extract. After this discussion (some of which is presented in Excerpt A7-11.7) 

the medication is changed. 

5.40pm…Getting the medical certificate from the Consultant Psychiatrist for client to 

get off school. He can now start visit. What he takes out: client’s file, medication, pack 

of assorted papers – legal documentation, resource numbers – 2 phones (if calling 

police and ambulance often need one phone to receive calls on and the other to call), 

pager. 

Excerpt A7-11.15: I002’s final assembly 

Getting there and back 

The importance of getting to a particular home and back again can easily understated 

or missed. This involved driving often considerable distances as the catchment area 

for ASSIST was large. One clinician (I002) noted on 14
th

 October: 

I reckon this is the thing we use the most – The Cityways. 

‘Getting there and back’ involved deciding how to structure their visits, organising 

food, using a street directory to find their way and deciding which roads to travel by. 

In Excerpt A7-11.16 below, from the field notes from the shadowing of I002 and 

I012  on 19
th

 October 2005, I describe how clinicians planned their visits and route 

taking into consideration the need to eat and traffic lights. 

I002 and I012 had two visits to do in the City suburbs. They planned these based on 

the most convenient path to them and food. We went to City Suburb to get some food. 

This was done in the car as they exited ASSIST through conversation which involved 

consultation with the Cityways and naming particular roads and well-travelled routes 

(e.g. “Let’s go via the Western Gateway, it doesn’t have as many traffic lights”). 

Excerpt A7-11.16: I002’s and I012’s ‘prep work’ 

At the observation reported on in Excerpt A7-11.19 below (17
th
 September 2005) the 

clinicians intermingle working with the street directory and prepping for the home 

visit. This also shows that ‘getting there’ was difficult and involved, as this and two 

other observations showed (I002 and I012 on 14
th
 October; and I021 and I020 on 26

th
 

September), taking wrong turns and finding clients’ homes with some difficulty. 

Food was often involved in determining their route at various points in the home 

visits. Clinicians often modified their route to collect food either for themselves or 

for others. In the extract below the clinicians (I005 and I020 on 17
th

 September) have 
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just finished their first home visit and are travelling to the second home in the car. It 

is after not long after 6 p.m.. 

I005 uses mobile. There is a missed call. I005 rings I004. Uses speaker phone. I011 

answers… 

Excerpt A7-11.17: I005 calling back to ‘base’ 

The clinician who answered jokingly reported how another clinician was: 

“screaming down the line “Where’s my dinner?””  

Later, at around 7 p.m. I recorded how: 

I004 wants noodles from North City. [I005 and I020] Plan way back in order to swing 

by noodle shop. 

Excerpt A7-11.18: I005 and I020 planning the way back 

In this example, I020 and I021 are on their way back to the ASSIST office at 7.45 

p.m. after home visits. 

I002 had paged. I021 says they should call back. They call back. They discuss food on 

the way back. This is another common theme. They ask if they can get something for 

another member of staff. 

Excerpt A7-11.19: I020 and I021 calling back to ‘base’ 

I002 and I012, again on 14
th

 October, use the street directory to guide them to a 

client’s home and discuss how to get there. 

I002: “I’ve circled it. It’s in the middle of fuckin’ nowhere. I hate that.” 

They circle the Cityways regularly to indicate clients’ home locations. 

I012: “Would you go via the freeway?” 

They talk about whether to go on the freeway or through regular streets 

Excerpt A7-11.20: I002 and I012 planning their route 

In this case the street directory is ‘marked up’ to help them get there. 

In one observation (of I021) it became very difficult to read the map because it 

started getting dark on the way back. I noted how at 7.45pm: 

I021 brings out the map and switches on the light. She is navigating as they go. They 

note how it’s hard to navigate when it’s dark. 

Excerpt A7-11.21: I021 using the street directory to find their way back 
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Pre-visit work 

After assembling the resources and artefacts they needed for to conduct a home visit 

clinicians tended to do ‘pre-visit work’ or preparatory work in the car, discussing the 

client(s) through referring to the case file and preparing for likely contingencies (e.g. 

a family member not being able to speak English). 

In Excerpt A7-11.22 below, from the field notes from the shadowing of I005 and 

I020 on 17
th
 September 2005, clinicians discuss the client they are visiting and the 

specifics of how to get to their home after broadly deciding which way to go.  

I005: “Do you know [client’s name]?” 

They discuss the client – a lot of humour. I005 looks up the Cityways. 

I005: “[It’s a] Lovely little pocket. We may have been there before. Go down the 

freeway, we can get off at the corner of Greek Road…It’s that area in Metro 

Suburb.” 

They discuss the driver’s [I020’s] knowledge of that area. One is navigating, 

one is driving…I005 opens file, puts on glasses and reads case notes. 

I005: “I think they’re Romanian.” 

I020 discusses details through stories. I005 describes how assessed [the client] 

and another clinician…I005 has Cityways perched on his lap. He is reading 

particular things. 

I005: “I’ll read a little bit more when we get there.” 

I005 mentions when can exit freeway.   

I005: We go over the bridge, over the freeway and there’s a set of lights…and 

there’s a green frog on the right which looks like a restaurant…I’ll talk you 

through it. I don’t think I expect I’d remember those instructions. 

…They lost their way, they are figuring out which way is west and taking it from 

there. 

I005: “At the next roundabout we might want to go left at Street.” 

I020: “And what number is it?” 

I005: “What I might do is ring them and let them know we’re nearby as it didn’t 

sound very keen.” 

Excerpt A7-11.22: I005 and I020’s ‘prep’ work – wayfinding and ‘client talk’ 
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This extract shows I020 shifting focus from wayfinding to the client to wayfinding 

and then back to the client again. This extract also illustrates a common practice 

among clinicians: calling the client before visiting them. I observed this several times. 

In Excerpt A7-11.23 below, taken from fieldnotes from another observation – in this 

case of I002 on 3
rd

 October 2005 – there is an example of not only phoning a client 

but planning to phone them in the future: 

I002: “Hey [client’s name], it’s I002 here.” 

I002: “That’s okay mate, did you call [name of organization]?” 

I002 “Apparently you have a detox booked in in 2 weeks. It’s all sorted and I met 

and spoke with Dr Zhivago and there’s an appointment booked in. I’m 

calling you to say that we’re still coming out but I have to call a doctor to 

change your medication.” 

I002 “I’ll call you at home before you come. You’ll be at home won’t you?” 

Excerpt A7-11.23: I002’s calling ahead – preparing for a client visit 

In the extract below I002 calls ahead during an observation on 14
th

 October after 

placing the mobile phone in a cradle positioned on the dashboard. 

I002: “Hello my name is I002. I’m wondering if…” 

I002: “It’s I002 here from YSG. What are you doing mate?” 

I002: “Just letting you know we’re coming to your place mate. We’ll be there in 

an hour. How have things been in the last 24 hours?” 

I002: “Who’s home?” 

I002: “I guess we’d like to speak to Mum.” 

I002: “We’re going to be there in the next hour.” 

I002: “The only thing that might change our is if a crisis comes up or we have an 

emergency.” 

I002: “You tell Mum we’re going to come and see her.” 

Excerpt A7-11.24: I002 and I020 calling ahead and preparing for contingencies 

Excerpt A7-11.25 below illustrates more discussion of a client before a visit on 17
th
 

September 2005 as well as preparation for likely contingencies – in this case for a 

translator. What transpires is a contingency they didn’t expect: the client being at a 

different location. 
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I020 discusses father’s involvement. Mentions that the Mum has poor English.  

I005: “Might be useful to have an interpreter at some point.” 

I002 calls. 

I005 “It’s I005 here from the YSG team.” 

He: asks if client there; explains that near house; asks where client is. I005 leafs 

through the case file while talking. I005 asks for a specific address from the person 

answering the phone and asks if it is in the same suburb. He fishes out the Cityway 

and starts perusing the index. He explains that he will be there in 5 minutes to the 

person on the phone. 

Excerpt A7-11.25: I005 and I020 preparing for contingencies 

Before they entered the house I noted the following: 

Quick brief on the important relationships (e.g. the relationship with the sister). 

Peruses case file – fixes on the key behaviours, fixation, violence etc. 

Excerpt A7-11.26: I005 and I020 discussing a client immediately before a home visit 

I002 (who has a WWE wrestler’s physique), when discussing a home visit with I012 

during the 14
th
 October observation noted: 

There’s zero threat of me being assaulted here. There’s more chance of me getting bit by a 

small Maltese terrier. 

Excerpt A7-11.27: I002 assessing risk 

These excerpts show that clinicians, before entering a client’s home discussed client 

biographical details – key relationships, behaviours, case history etc. – as well as 

contingencies and the risk involved. 

The home visit 

Although I didn’t observe a visit due to ethical constraints I observed what clinicians 

did afterwards which often involved talking about the visit itself. Clinicians 

structured several visits sequentially (see above) but often they had to ‘chase down’ 

clients and were redirected from one location to another. 

The home visit below took place on 17
th

 September 2005 and involved I005 and I020. 

I noted that they left the car at 5.05 p.m.. I also noted that at 5.30 p.m. I020 came out 

to the car to check a file and said: “I’ve just come out to check it’s the 18
th

, so that’s 

tomorrow.” They returned to the car at 6.05 p.m.. 
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I005: “Gee he’s not well. He’s fluctuating a little. Wasn’t what I was expecting at 

all: sort of [unclear], ephemeral, ID overlay. Do we know his IQ?” 

I020: Well he’s 19 and still at school. 

I005: He’s still at school which is good. 

Excerpt A7-11.28: I005 and I020 discussing a client after a home visit 

Later in the observation I005 described some further details from the home visit. 

I005 said it was a shame I didn’t go in because the mother was very ‘old country’ with 

a head scarf and thick accent. He noted how he was expecting a gold tooth…I005 also 

noted that the client they had just seen had to be probed concerning who his family 

members were and how many brothers and sisters he had. 

Excerpt A7-11.29: I005 describing the home visit in Excerpt A7-11.28 

On 26
th
 September 2005, I021 and I020 began a home visit at 6.00 p.m.. They 

returned to the car (where I was waiting) at 7.00 p.m. to discuss the case and contact 

the Consultant Psychiatrist and another service. They went back to the home at 7.15 

p.m. after leaving a mobile phone in the car to recharge. I021 returned to the car to 

get “the YSG file” at 7.20 p.m.. They finally return to the car at 7.45 p.m.. 

I paraphrased the following about what either I021 or I020 said when she returned to 

the car at 7.00 p.m. 

I think he’s a conduct disorder. His risk to self is pretty minimal. Such oppositional 

behaviour. Not psychotically driven: no drug affects; no psychiatric behaviours. I 

don’t think there’s anything we can do: the risks are minimal. 

Excerpt A7-11.30: I021 and I020 discussing a client after a home visit 

The following exchange then took place: 

I021 leaves a message for the Consultant Psychiatrist: Please contact YSG on 

[telephone number]… 

I021: “Mum has a lot invested in this being an illness. Then we can give him some 

medication.” 

I020 leafs through the client file – looks for a telephone number. 

I020: “Where are Child Protection?” 

I021: “Dad’s pissed.” 

I020: “Well he smells of alcohol. 

I021: Mum’s shaking like a leaf.” 
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I020: “It’s kind of a tremor.” 

I021: “I don’t think it’s anything, I’m glad it’s [Consultant’s name] on.” 

Excerpt A7-11.31: I021 and I020 reacting to and discussing the home visit in Excerpt A7-11.30 

The Consultant then calls back to the mobile phone in the cradle in the car (I use C1 

and C2 because I am unsure which clinician said what). 

C1: “Go on [Consultant’s name]. This is on speaker phone.” 

C2: “Hi [Consultant’s name]. It’s I020 from YSG here.” 

They go through threatening behaviour, recent history, use of drugs, 

disappearances from home, relationship between when needs not met and 

behaviour. 

C1: “He seems ongoing. No biological symptoms. Family feel he is using 

amphetamines. We’ve sat him down and talked to him and we tried all our 

best material and it didn’t work.” 

C2: “It worked on the coffee table but not on him.” 

C1: “[He was] Not willing to discuss anything with us.” 

Excerpt A7-11.32: I021 and I020’s phone conversation with the Consultant Psychiatrist about the 

home visit in Excerpt A7-11.30 

I then paraphrased the discussion between the clinicians and the Consultant 

Psychiatrist in my notes. The notes below are based on what the clinicians said as I 

had not solicited consent from the Consultant Psychiatrist. 

He [the client] made a link between not getting the money and threatening behaviour. 

History of hurting himself. No self harm visible on him (he was wearing a T-shirt). 

Parents say he’s a big time drug user and he looks very good for this. He got fired 

from his job. Discussion of cycles. He does have period when he’s a bit better it seems. 

He came back and said he wanted to get involved in family life and Dad went out and 

bought a boat for $23,000 and the son went mad when he realised he couldn’t 

sail…Not preoccupied, not agitated. They state he can’t stay at home. Feels like a 

very aggressive and angry young man. 

Excerpt A7-11.33: Continuation of phone conversation between I021, I020 and the Consultant 

Psychiatrist in Excerpt A7-11.32 

I then noted: 

Seems like there’s not a lot of certainty. Point to particular behaviours 

involving knives but doesn’t seem enough to get into ASSIST view. 
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C1: “The parents have got to make the referral. They’re not going to be pleased 

with us…” 

C2: “Not looking forward to this.” 

Excerpt A7-11.34: The outcome of the phone conversation between I021, I020 and the 

Consultant Psychiatrist 

I noted the following in my fieldnotes after they had left to visit the client’s home 

again: 

This is another case of referral: they feel this is not a mental health problem and 

therefore cannot use ASSIST services. They phone the consultant for advice….They 

know the boy is sick and want to refer him to Child Protection but he’s over 16 and it 

does not appear easy to do so. It seems only the parents can do this. There is no 

certainty regarding what they should do. 

The car has been used as a virtual conference room to support these decisions. The 

call being conference has been an excellent way to manage problem-solving in a 

difficult situation. The phone call involved confirmation of what they had established 

but the information they needed for referral was not ‘at hand’. I021 needed to peruse 

the file for some time to get the number she needed. 

Excerpt A7-11.35: Notes and reflections on the decision-making process 

Afterwards 

I005 described, after the observation on 17
th
 September 2005: 

…how the info they had gathered in the community would be transferred back to ASSIST by 

talking to the Shift Senior (I004 in this case), updating the case file, and updating the plan 

on the whiteboard. This would ensure the next shift would be equipped with particular 

information should a call come in. He also said that they would, in one case, call the Mum 

when they returned as they had only seen the client. They tended to interact with one family 

member but often it was more depending on the culture…I005 also indicated that they would 

update the visits and magnets on the whiteboard in order to prioritise clients. He noted that 

clients tended to move between particular services and that certain ‘disorders’ determine the 

service they are with. With the first client they described how it was important to note the 

client was stable at the moment and thus may need attention in the future but not at the 

current time (as the client’s condition tended to cycle). 

Excerpt A7-11.36: I005 describing what happens after a series of home visits, after returning to 

‘base’ 

A constant reality is that one visit may lead to another or work ‘on the road’. In this 

case I002 and I012 have just attempted to visit a client on 14
th
 October 2005. I012 
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had just dropped an ASSIST card into the client’s letterbox stating they had visited. 

They are having a conversation about what to do next. 

They had a conversation about the supporting family and thus agreed that they 

should call the client’s father. I012 called the father during the trip [see below]. 

I002 suggested going into the house by himself while I012 did the phone call. 

The phone call was to replace a home visit which they had planned earlier. 

They take the files and medication with them. I012 returns, on the phone, as he 

gets into the car, without medication. This was about staying in contact with 

another client. Writing into a pad. Explains why colleagues had contacted his 

daughter was due to a deficiency in note taking/keeping. 

I012: “Do you know anyone else who your daughter might have been in touch 

with?” 

I012: “He mentions that they had visited several times and at various times and 

couldn’t catch her, although they had seen her housemates.” 

I012: “We have seen her twice…her mental state was quite good. I imagine you 

would like use to get in touch of you when we see her?” 

Excerpt A7-11.37: I002 and I012 reacting to a contingency – a client not being at home 

I012 said the following to I002 after this conversation: 

“She’s a bad girl because she’s not a good Muslim. It’s her wayward, western ways. Up, 

right, right, right. I don’t like him.” 

Excerpt A7-11.38: I012 commenting on the conversation with a client’s father in Excerpt A7-

11.37 

After a group of visits clinicians returned to the office, the ‘operations room’ in 

particular. This often involved doing more work – both related and unrelated to the 

visits they had just done. The extract below shows the exchange between a clinician 

(I021) and the Shift Senior (I002) on  26
th
 September 2005. 

8.55pm…Bring the food back. Exchange of stories at the beginning. 

I012: “Can we share this? ‘Cos there’s a lot to do.” 

I002: “But you’ve done one.” 

I012: “Yeah. Are you in tomorrow?” 

I002: “I’m not coming in tomorrow. I have so many things to write up.” 

I012: “Well you can’t do it then.” 

Excerpt A7-11.39: I012 and I002 discussing work after a home visit 



Appendix 7-11: Case C Ethnographic report 

 

 

A7-11.16 

Another scenario is they might walk or talk right into a handover meeting 

(sometimes they ‘called into’ handovers). During this observation on 29
th
 July I002 

and I008 walked into the handover meeting I was observing after a home visit. Even 

at this early stage in my field work, I noted the importance of describing signs and 

symptoms in a particular ‘story-like’ form: 

I008 was asked a question about am earlier case and, like the others, he described 

client symptoms through relating events in a story-like manner. 

Excerpt A7-11.40: I008 reporting on a client during a handover meeting 

In an interview with I004 on 3
rd

 August, I noted (direct quotations are in quotation 

marks): 

The signs that clinicians look for are: “how they are presenting”; “verbal and non-

verbal cues”; “if the client can’t be found”; if the client has been compliant with 

medication; if any attempt has been made to contact the…team. 

Excerpt A7-11.41: I004 describing important ‘signs’ 

Later in these same fieldnotes I described the kinds of things they talked about: 

When talking about the client many clients will suffer from cyclical 

illnesses…behaviours, symptoms, medication (often v, specific), family history, 

triggers e.g. stress, recent history and patterns of behaviour, client’s awareness of 

state, family context, attendance at particular events – the OPEN program for 

example, who is involved in supervision, ethnic background, medication (often v. 

specific), future possible therapies and actions. 

Excerpt A7-11.42: Preoccupations in clinicians’ talk during handover 

Thus it was important for clinicians to garner particular information and develop 

clinical opinions through their contact with clients. 

A7-11.3 Concluding notes 

There were three other important aspects to clinicians’ work: how they organized 

their work; the importance of managing risk and; how they managed information and 

knowledge collectively. I observed these issues regarding their work during a 

shadowing session of I012 (the Shift Senior at that time) on 29
th
 July 2005. This 

session involved an hour long conversation (from about 6.24 p.m. until about 7.30 

p.m.) with a client through a translation service. The client believed her mother had 

harassed her sexually and had exhibited some self harm behaviours (e.g. banging her 

head against a wall). The clinician also contacted the In-Patient unit and a CAT team 

(CATT) who worked in a particular suburb. 
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Organising work 

I took these notes at about 3 p.m. in the afternoon, not long after the handover 

meeting. I012 is in ‘the operations room.’ 

At this stage [he] will go through [WB2 – see figure 7.4 for an example] and see if 

other professionals need to be contacted: urgent assessments, who needs to be 

contacted urgently. Based on risk: suicidal people; people who have been unwell for 

years less likely to run into problems. 

Extract 7.43: I012 describing his work 

Thus I012 uses information in the environment to help structure his work as well as 

urgency and risk. 

Managing risk 

Managing risk was a key part of clinicians work. The example below illustrates how 

this pervaded most aspects of clinicians’ work. At about 4.46 p.m. I012 calls another 

service – the In-Patient Unit. 

I012: “…Are you in charge today?” 

I012: “Great.” 

I012: “It’s I012 here from YSG but you might be able to tell me if you have had 

any admissions.” 

I012 “Just ringing up not to give you and work or anything but just to get an idea 

of how many beds you have and if you have any ICAs or anything.” 

Extract 7.44: I012 calling the In-Patient Unit 

I noted how the ICA was: 

Intensive Care Area. 16 bed unit. 16 own private bedrooms. High dependency area: 

low stimulus environment where people put in for own safety and for observation; not 

a lot os access to many people or things to self harm or destroy. 

Extract 7.45: Description of the Intensive Care Area (ICA) 

He then noted the following about the Acute team (I paraphrased what he said in my 

notes): 

Gatekeeper for the unit: determines who gets [in]; holders of knowledge for who gets 

in (often competing needs for a stay and varying levels of risk); meant to juggle and 

prioritise as to who could be admitted and who given proactive outreach in the 

community. [A client] has to go through Acute constantly to get into [the] ward. 

Extract 7.46: I012’s description of Acute’s relationship with the In-Patient Unit 
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This lead to a discussion of ‘risk’ and its role in the Acute team’s work. Again I 

paraphrased what I012 said. 

Ultimately [we] categorise in terms of risk: all part of [the] big picture where people 

who they (the service) don’t know are treated cautiously and conservatively…Risk 

does depend on [client’s] past – [the[ biggest predictor of doing something dangerous 

is having done something in the past…other family members and history. Ultimately 

we are managers of risk. Some people are chronically at risk but an admission may 

not actually do anything for them: clients may want to get admitted to self-harm when 

on the ward. 

Extract 7.47: I012’s description of the importance of determining risk 

Thus, this clinician describes how a client’s past and their family are key predictors 

with regard to risk. This contrasts from the ‘signs’ clinicians noted in Extract 7.41 

above and on Extract 7.47 below (from the same observation when clinicians were 

discussing a particular client): 

A lot of comments concerning denials. Clothing discussed (particularly composition of 

clothes), immediate actions and behaviour as well as cognitive state (e.g. 

concentration), utterances are described (e.g. key words “You’ll be dead before you 

get me out the door”). I004 talks about specifics of medication and the cycles of 

medication. The prognosis and future of the mental illness is discussed. Interventions 

are planned, such as: “If he drives, ask Mum to call us and we can hook up at 

Grandma’s.” History is described (e.g. “he jumped through a window at home 

before”). They discuss schemes, make certain knowledge public so that everybody 

knows. Legal issues about making knowledge public and what to say to other people. 

Problems with going to a particular location e.g. going to a client’s grandmother’s 

house who doesn’t know about the client’s condition: “Grandma would have a heart 

attack if we came over with the police.” Need to know about the subtleties of the 

situation ahead of time. 

Extract 7.48: Issues in determining risk 

Thus plans were both written on the whiteboard (WB1), in abbreviated form, and 

into client files. I noted afterwards that there: 

…seemed to be both a procedure involving description and summary of clients’ 

conditions and prioritisation. 

Extract 7.49: Description and prioritisation 

Thus there seems to be a difference between ‘signs’ – used for description – and key 

determinants of risk – used for prioritisation and, as a result, future action. 
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Collective remembering 

The previous observations had revealed to me the mass of information cycling 

through the organization. I012 described the value of writing in remembering. 

By writing it down tend to ‘take it on board’ better – act of writing helps me pay 

attention. Means more if involved in act of writing…Often an ongoing dialogue over 

time and therefore person just coming in will not be able to track it all. Ongoing 

knowledge of [a] person that is explored and presented in the meeting – everyone in 

[the] service [has] gone through that process. When person first comes onto 

[white]board demographic and risk factors [are considered]. Once that’s known they 

are rediscussed each time. 

Extract 7.50: I012’s description of ‘knowledge’ 

When I asked him about how all this information is stored he replied how: 

Stored among clinicians, stored knowledge of presentations, risks and contexts. 

Sometimes there are things about a person that are “hooks for remembering”, things 

about [their] history. Names, nicknames [are] about [a] story that [is] unique or 

different e.g. “Knife Boy”. But once the name is involved can remember [the] rest of 

[the] story. 

Extract 7.51: I012’s description of ‘storage’ 

It is notable that in these extracts no reference to paper files or electronic databases is 

made. He did note this about paper files:  

Sometimes files go missing, information displaced, unfiled, picked up by clinician or 

others. Should know where a file is in [a] formal or informal sense. 

Extract 7.52: I012’s description of ‘file mobility’ 

Thus being able to access knowledge about the location of files seems more 

important than their actual location. 
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Appendix 8-1: Case B Design Workshop transcript 

Group 1: Jo, Tony, Keith Cheverst (KC) & Connor Graham (CG) 

Group 2: Sam, Jennifer (A), Mark Rouncefield (MR) & Chris Kray (CK) 

A8-1.1 Vignettes 

Vignette 1 (Group 2): 00:00-01:40 

 

Figure A8-1.1: Slide for Vignette 1 

Presentation after discussion in group using Figure A8-1.2 below. 

MR: 

Typical, except occasionally [unclear]…umm…it…the general feeling here was 

it...happens because it’s changeover. That they know that they’re having a 

changeover and the door’s closed so they come knocking on it. 

Jo: 

Well I’d suggest they know that you’re talking about them. 

MR: 

Yes, well that would s…. 

Jo: 

I’d keep going into a room if I thought people were talking about me. I’d want to 

know the crack…especially if I heard them laughing. 

MR: 

Alright. The kind of technologies that this involves is basically the, the phone. Uhh, 

either in terms of them asking to use the phone or asking you, the workers 
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themselves using the phone to phone up people like doctors or social workers. 

Occasionally there would be examples of residents asking for messages to be passed 

onto others. Umm, the other kind of technology that would sometimes be involved 

here would be, umm, the computer in printing out handover reports for others, for, 

for the team coming in so that you would say, as part of the handover, this has been 

going on, this is a short version of it, if you want a full story, it is in the reports and 

occasionally it’s printed out. This whole kind of scenario seemed to be irritating but 

umm, vital. 

Jo: 

I miss the resident that phoned the handover from his mobile…several times! 

MR: 

Alright… 

 

Figure A8-1.2: Visual produced during Vignette 1’s discussion 
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Vignette 3 (Group 2): 01:42-02:33 

 

Figure A8-1.3: Slide for Vignette 2 

Presentation after discussion in group using Figure A8-1.4 below. 

MR: 

Again, it’s changeover, it’s going through the, the, the duty roster. Again the 

arg…the feeling here is that this was realistic, that this happens every day, it happens 

at the start of every shift so it was frequent and it can be critical in terms of 

medication, in terms of checking if people were unwell. So that was the, the sense of 

it being perhaps a critical situation. Technology involved was again there was a lot of 

paper involved and allocation of duties it could involve technologies [unclear] phone 

and fax. It also involved the communications book, the diary, the duty list and PostIt 

notes. Yeah? So, okay… 

 



Appendix 8-1: Case B Design Workshop transcript 

 

 

A8-1.4 

 

Figure A8-1.4: Visual produced during Vignette 3’s discussion 

Vignette 5 (Group 2): 02:33-04:30 

 

Figure A8-1.5: Slide for Vignette 5 
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Presentation after discussion in group using Figure A8-1.6 below. 

 

 

Figure A8-1.6: Visual produced during Vignette 5’s discussion 

MR: 

…asking for more money and, uh, more medication and, uh, the argument is whether 

you should be concerned or not. Again the argument that this was a realistic scenario, 

it happens quite frequently. Umm, it can be critical, it doesn’t necessarily have to be, 

but it can be and the issue that makes it important or critical is some general 

awareness of the residents’ patterns of spending, medicating, uh, living their life 

basically. That if, if this is seen as unusual, if there’s not a decent reason for it, then 

it might lead to things like they’re selling drugs, they’re selling the medication, or 

they’re being bullied or whatever. So in terms of medication it seems a normal one, it 

involves some kind of awareness, and the medic…the technology involved was the 

medicine book and the phone. Was that reasonable in what you said? So the 

argument in a lot of this, there’s an argument about having an awareness of the 

patterns of residents’ everyday lives, how things like medication and spending fits 

into this and spotting things that look, that are unusual. A pattern that doesn’t fit in, 

an activity that doesn’t fit in with their normal patterns of behaviour. And this would 

ring alarm bells and cause you to ask “Well what do you want the money for?” 

Similarly the argument was that there are lots of, there are a number of means by 

which you can become aware of this including the handover, the notes in the comms 
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book or in the patient’s file or in the signing out of money so you would know this 

resident had had money before. 

Vignette 2 (Group 1): 04:31-07.24  

 

Figure A8-1.7: Slide for Vignette 2 

Presentation after discussion in group using Figure A8-1.8 below. 

 

 
 

Figure A8-1.8: Visuals produced during Vignette 2’s discussion 
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CG: 

How we would actually, how, sorry, the staff would actually deal with that problem. 

Now regarding the actual realism of the story, everyone felt that this was realistic, it 

happened all the time and felt that it happened when people got, when staff got really 

busy and involved in their work as staff often do. Okay, a more specific case that 

was outlined was when, let’s say, staff members were involved in something and 

their path, if you like, of doing that thing got broken. Umm, so they got distracted 

and something went out of their head. Okay, now, within the group it was felt that 

this is a problem because staff may not come in for several days for example and if 

you like that knowledge of those things may be lost and, and there may be no way of 

recording them. So, in answer to the critical issue, yes, it was very important, the 

consequences could be bad so the response would be they could either amend the 

daily report, okay, an official amendment would have to be made for that to happen 

and that would have to be declared as an omission in the report, or could resolve the 

problem by using the phone. And there were two phones that were noted as possible 

solutions: one was the mobile phone and the landline. The general feeling in the 

group was that the landline would tend to be used more. So people would tend to go 

home, remember that they had forgotten the thing and actually call into work to 

make sure it was actually covered and the messages got sent through. Now the only 

issue with this was that the phones were often busy and actually trying to get through 

may be quite difficult. So…what within the group though would be really good is 

having some sort of mobile phone with a set of contact numbers that enabled you to 

access one or other of the sites if something like this came up so the message could 

be passed on. Now our group also felt that an answerphone was not really a solution 

in this case because they didn’t feel that they would feel comfortable dealing…that 

the issue had been dealt with. That if a, a long message was put into an answerphone 

the staff member would feel, you know, that perhaps this is going to disappear and 

it’s actually not going to be dealt with there and then. So, yeah, basically, the group 

felt that would like to know that the speak…that this message had been passed on 

and received by someone. Anything to add? Have I missed anything? Okay. 



Appendix 8-1: Case B Design Workshop transcript 

 

 

A8-1.8 

Vignette 4 (Group 1): 07:24-11:54 

 

Figure A8-1.9: Slide for Vignette 5 

Presentation after discussion in group using Figure A8-1.10 below. 

 

  

Figure A8-1.10: Visuals produced during Vignette 4’s discussion 

CG: 

…if we could go on to story 4…I would need a very long arm. Okay, Story 4, Next 

week’s fun. This story’s really about getting residents involved in an activity, in this 

case going to the cinema. And it’s about really the staff member’s role in this 
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involvement, okay, and encouragement. Now our group felt that this was a realistic 

story, residents are often asked to do things and our group felt that it wasn’t critical 

short-term but long term was maybe an issue and something that’s really important 

for residents to be engaged by staff members and vice uh versa. And now something 

else that came up in our group that was really interesting was that this was that this 

may be resident specific. A resident may be too scared to go out, for example, 

depending on the nature of their illness, umm, if they suffered from hallucinations, 

for example. So in this case, any approach to the resident would have to be tailored 

according to their, umm, their condition and their needs. Okay, umm, the thing that 

was raised within our group was that it’s very difficult to manage that line between 

encouragement and telling residents what to do and it was brought up that this really 

depended on, the response to this would actually depend on looking at the daily 

reports, looking at the pattern of care that the resident was actually experiencing and 

trying to base it on information as to what was appropriate to do. Umm, so, in other 

words, that who, so that how often this would happen would depend upon the nature 

of the residents, what kind of illnesses they suffered from. Okay if they suffered 

from a fear of, of, of wide open spaces for example, then this would tend to happen a 

lot more often. Okay…okay there was something really important regarding the 

issues of, the issue of what staff should do with residents okay and that, the issue that 

was lurking here is that there is often a demand on staff to think about what 

residents’ needs are and not, and observe those, and try and understand them and act 

upon them. And one group member indicated that the way that that would be done 

would be through, let’s say, examining the daily reports over a long period of time. 

Okay and in some cases some residents may not on an outward, outwardly may 

appear not to require help, okay, but may actually may be sitting in their rooms really 

needing and requiring help and that was brought up within my group. Did I get it all 

in? 

Jo: 

Uh-huh. 

CG: 

Now in terms of terms of response, responses were interesting, okay. So some 

responses varied from current practice, from calling information and information line, 

the cinema information line. And the idea behind this was that the, it was non-

confrontational, residents could make mistakes, press the wrong number and they 

weren’t actually going to be embarrassed, okay, if they access some information. 

Umm, an issue of a SPAM machine for residents was brought up, umm, because 

what had come up within the residents was a massive phone bill as residents were 

using the phone a lot. Umm, but what was really required here, uhh, it was felt 

within the group, was something that communicated, or enabled the residents to 

communicate with the outside world and it was felt that this would give them 

confidence. Umm, some ethical issues were raised concerning Internet access: 

whether to or to not, okay. Due to the fact that residents could be exploited on one 

hand or, on the other hand they may access the wrong kind of sites, pornography 

sites for example, which may not be good for their condition. Anything else? 

Jo: 

No. 
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CG: 

Okay, that is the end of Story 4.  

Vignette 6 (Group 1): 11:55-14:09 

 

Figure A8-1.11: Slide for Vignette 5 

Presentation after discussion in group using Figure A8-1.10 below. 

CG: 

Story 6. Okay, Day Trip to Blackpool. Okay, umm, during the morning routine you 

notice someone is actually real excited, okay, has some good memories. Umm, this is 

the first time you’ve seen this resident excited about something for some time. Okay, 

again, we felt it was a realistic story, okay probably not so frequent…umm…It was 

felt it was not exactly critical, but very important. And the question was “What is 

critical in this story” was raised within the group. And the answer to that was to 

harness the positive things the resident was experiencing within this story. Okay, and 

what came up was that it was so rare that residents actually had good feelings about 

things to try and utilize this in some way and to share it was thought to be very 

important. Okay, so specifically what was felt should be done is to spot it and to act 

on it and that this would actually make the resident feel better and remind them of 

good times in their lives with a view to them being able to use this kind of memory 

to help them in the future to feel better about themselves. In, in answer to the design 

question, how could communication technology help, something that was, not 

communication technology, but if you consider photographs, just photographs on 

celluloid, then passing those photographs around was something that was felt to be 

important and therapeutic, part of residents’ sharing. Okay, and a specific incident 

was raised when one resident came in and actually brought in photographs and that 

this was very, very good for both staff and for residents because it let staff know who 

this person was in some way. Okay and that’s it. Have I missed anything? 
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Figure A8-1.12: Visual produced during Vignette 6’s discussion 

A8-1.2 Designs 

  

Figure A8-1.13: Slides directing the discussion of designs 

Design response (Group 1) 

This was the presentation after discussion in a group. 

Digital Complaints Book Issues: 14:10-14:31 
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Figure A8-1.14: Visual 1 produced for the ‘Digital Complaints Book’ presentation 

CG: 

And we actually did discuss issues to do with messages and photographs but one 

issue came out of that discussion that was really, really interesting and it was the 

issue of a complaints book that has recently been introduced at Location B for 

residents. And we discussed the usage of that, that book and discussed some very 

salient issues concerning it. And the book as is is used by residents: it’s placed in a 

public area where they can write into and uh, this will be concerning issues that 

frustrate and annoy them. And it’s on top of the formal complaints procedures that 

are actually provided by Location B. So what we thought were some key things here 

were complaints for residents and complaints for staff…okay, that for residents it 

was important to know that the book was actually there. Okay, uhh, it was important 

to…for it to be a trigger in some way: that by seeing it they can respond. If it’s open 

for example, it may be indicative that they can write into it rather than if it’s closed. 

So the key things to capture really were that the residents were writing into the book 

and that the residents know certain social rules about writing into the book and that 

they obey them so that they don’t write things that are out of line into the book. 

Umm, okay the other thing that we, we thought within the group was that the 

resident writing into the book and writing a complaint was kind of a therapeutic, 

umm, effect in the sense that they could see they had written something and they 
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could actually feel, you know, that they had let off some steam [unclear], okay. We 

also thought it might be nice that if this, if this book, on top of what’s already there, 

might enable them to actually add pictures to demonstrate their point too. So that was 

the idea of complaints for residents. The second idea was complaints for staff: that it 

wasn’t only important for residents to, to vent frustration but that staff received 

complaints and actually know what’s troubling the residents so that they could 

actually respond to them. Some issues that were really important here were, first of 

all, how important and how frequent is the complaint. If the complaint’s really 

important then it may have to be dealt with through a conversation, for example, at 

quite short notice. Umm,  umm, one of our group members indicated that this 

complaints book could be useful for really getting a snapshot of the issues within the 

environment okay. Umm, and that it could be compared with existing important 

procedures within Location B. 

Digital Complaints Book Design:16.45 – 21:18 

 

Figure A8-1.15: Visual 2 produced for the ‘Digital Complaints Book’ presentation 

CG: 

Right, so in response to that…we had a chat and took the complaints book a little bit 

further. I’ll just go through this briefly because time is…a moving. This is just an 

initial idea, so umm…We haven’t…the idea was refined a lot more during our 
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discussion but I’ll only present the very basic version here.  Okay, so the idea is that 

there might be a tablet or some sort of input device that the resident could write a 

complaint on. This might be sent to a wall display, ummm, so that we could actually 

see that they have, they have written a complaint. This could then be sent to. Umm, 

another computer which may be womanned or manned by another person. Okay, and 

that, that staff member, when they could, may be able to filter the complaint and 

respond to it when they actually had time by sending a message back to the public 

display. Umm, the public display then would present the opportunity to represe…to 

present current complaints but also frequent complaints too, so that complaints that 

kept coming up again and again and again could actually be displayed here and their 

response could be displayed. Okay. Right, de, de, de, de, de. Now, there were lots of 

issues we had with this. Umm, the existing complaints book may actually work 

really well; with a slight modification it may work a lot better than this kind of 

system could. But we thought that investigating, umm, this kind of complaints 

system might be interesting. Any comments on that? Keith? You’ve got that worried 

look. 

KC: 

Yeah, no, that’s, that’s right. I mean we, we’d need to emphasise the fact that it could 

be, it could be just that current book-based system is the best system, that this 

physical paper, that current technology is, is the one to go for, but it would be great if, 

if, if you can have this at the back of your minds as a sort of, a, one of many possible 

solutions involving technology, when you’re thinking about [unclear] 

Jo: 

One of the things we talked about when I talked to you was how [unclear] the written 

word into using the computer because I just felt we’ve lost all of our language 

skills…it just seems so different. Describing an interaction: writing it and typing it is 

just so different that we’ve lost some quality. 

CG: 

Yeah, it was that issue of expressiveness and descriptiveness we discussed. I think 

that’s, that’s why here, umm, we thought that something that enabled the resident to 

go through the process of writing physically would be, would be a good response as 

opposed to, let’s say, using a keyboard. So, this is really just a demonstration of how 

technology could perhaps be used, as Keith said. 

KC: 

I guess we should, remember when we first started talking about the complaints book, 

the, the notion of anonymity was mentioned and how maybe we thought there were 

times when a person would prefer…even though [unclear]. But given that this gets 

used a lot if there was some way…you talked how you can recognize [unclear] 

handwriting. Whether the…I suppose with this technique, given the, one, one of the 

plusses with handwriting recognition is that you have the choice, given the 

handwriting recognition works well provided, of just displaying the handwritten text 

or displaying it converted into typed text. 

Jo: 

Oh right! 
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KC: 

So, so that is a possible win [unclear]. The other thing we talked about was in terms 

of this system that you didn’t mention, was, was incorprating evidence [unclear] like 

a collector of evidence so they could be taking pictures of what they, for example, 

considered to be a too messy kitchen and trans, transmitting that into the display. But 

of course again, you know, they could take the Polaroid and they could put that in 

the complaints book. It’s just, just another [unclear] way of doing it. 

CG: 

So thank you. That’s, that’s our design response. 

Additional visuals 

  

Figure A8-1.16: Visual 3 & 4 produced for the ‘Digital Complaints Book’ presentation 
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Figure A8-1.17: Visual 5 & 6 produced for the ‘Digital Complaints Book’ presentation 

Design response (Group 2) 

This was the presentation after discussion in a group. 

Use of messages: 21:18 – 34:55 

MR: 

…how messages get used and how you might display them and how other sorts of 

display or items or photographs or pictures and so on might be used or 

displayed…So this is about, um, messaging…and the argument is basically that 

much of the work at the Location A [unclear] do is essentially about passing 

information on to different people. It’s relevant throughout the day and so when it 

comes to designing some kind of display the kind of…first of all we’re looking at, 

well, who might want to use this display. Now obviously there’s staff and residents, 

which makes it kind of different to this, the SPAM thing, which is exclusively for 

staff at the moment. Other people that might want to use it would be people at the 

day centre, because they might want to send messages about the kinds of activities 

that residents might want to attend throughout the week. And then we started to think 

about, well, what about other people too. And we, we, we put them up but we’re not 

entirely sure about them and if we, and if we do, if we do include them we think that 

we might have to have some safeguards in there. So there’s relatives: relatives of 

residents might want to send messages to them for…they, they might want to send 

photos. And, umm, here you might need to think about issues of authentication. After 

all, some residents, they might be quite happy for their relatives to send photos or 

messages to them, but they want to read them. They don’t want other residents to 

read them, at least not, not ahead of them. And so you might need to, sort of, have 

some sort of system whereby only the resident can access messages [unclear]. And 

there’s others. And here we’re mainly concerned about friends of residents sending 

messages. That is once, once you allow residents to send messages into their system, 

they’re going to give that message…that number out to other people and you’re 
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going to start getting messages, you know, drugs are available for delivery today. 

There’s a new consignment of Lebanese Black in this week, going special offer. And 

you might not want that kind of message on your display. And so, just as with SPAM, 

as we experienced, we want to have some kind of blocking facility available. I mean, 

also, too you’ll need to develop some kind of policy about this, just as you thought 

with the SPAM too. Because, I mean, if they start sending pictures of their bottoms 

and so on, as they may well do. 

Jo: 

[unclear] I mean we’ve had pornographic movies made at Location B. 

MR: 

Yes… 

Jo: 

You know, it’s not… 

MR: 

I mean, I suppose what I’m trying to say is that it’s, it’s not that the technology is 

providing them with a facility to do something that they can’t already do or that it’s 

something that you don’t already come across, but you will need to develop… 

Jo: 

…available to… 

MR: 

Well yes… 

Jo: 

…to those that don’t really want it… 

MR: 

Yes, so you need to develop some kind of policy that ummm…you know, just as 

they can use their ordinary phone to scream abuse at you or to say, say pornographic 

things and part of developing their independent living skills is that they shouldn’t do 

this kind of thing because it will get them in trouble and so obviously this applies to 

this as well. Umm, the other sorts of messages, and we’ll move…I wasn’t quite sure 

if this was a message or a display…is to do with things like shopping, uhh, 

video…So if you’re doing the shopping for the Sunday meal, you might just say: 

“This Sunday we’re thinking of having chicken.” And it enables people to say: “Can 

we have peas with it?” Or “Can we have carrots?” Or “I don’t like chicken, I want 

something else?” Or again, it, uhh, I remember, at Location A, we used to show, 

have video and pizza on a Friday night and I think, you were saying at Location B, 

they still do that kind of thing.  

Sam: 

Yeah. 
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MR: 

So again if a member of staff goes to the video shop and says: “These are the three 

films in this week, which do you want?” It allows you to, to send messages about 

that. Umm, so those are some of the messages. 

 

 

Figure A8-1.18: Visual produced for the ‘Use of messages’ presentation 

Use of photographs: 25:43 – 34:55 

MR: 

The kind of displays we were thinking about…umm…uh…one that Sam came up 

with was this idea of old photos, umm…[unclear]…you know, I’m just interpreting 

you, but I assume it was to present the idea of both residents and staff as being, you 

know, I didn’t always look this way.  

Jo: 

It’s people’s life stories. We [unclear] discuss that. Because Richard was completely 

over…he, he, he just, it was completely alien to him so I think some staff would 

actually warm to that. But the group [unclear] were horrified that we suggested that 

anything of themselves came into the project. I just thought it was…It was to do with 

your daft photo…you, you know the one of… 
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MR: 

Of when he had hair? 

Jo: 

No, no they did this ridiculous picture ridiculing the management… 

MR: 

Oh right. Oh I see… 

Jo: 

Just something that he had cobbled together. But it triggered in me a memory about 

when I was a child and I loved it and it kind of triggered a whole group of tenants 

into a conversation about it and I said: “Let’s have our life stories, let’s tell 

something.” ‘Cos it’s really, really valuable, but I was really surprised at how 

horrified some of the staff were. 

MR: 

Oh right… 

Jo: 

I’m not bringing me here. 

MR: 

So the tenants were in favour but not the staff? 

Jo: 

No some of the staff, some of us were but some were really very against it.  

MR: 

Because they want to differentiate their home life from their work life? 

Jo: 

I don’t know, I don’t know, I didn’t really analyse it. I just think, ohh… 

MR: 

Who are the, who are the tenants’ response [unclear]? 

Jo: 

Absolutely lovely. 

MR: 

So you think it would be quite good, if, if you could display: “This is what I was like 

was eighteen”; “Here’s me as a baby”; “Here’s a picture of me now”. To develop 

some [unclear]… 

Jo: 

That’s right. 
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MR: 

…a life story… 

Jo: 

A life story, of being someone, of being somewhere. 

MR: 

Right…I mean the other, the other thing, which I’ve not put here is, umm, that we 

did talk about, was umm this issue of like new tenants, new residents, and new staff, 

of, of being able to display them and saying: “This is, you know, whatever his name, 

Vladimir, and these are his interests, and he’s, he’s [unclear], he doesn’t want people 

to bother this week but he’ll have visitors next…Again, I mean we weren’t entirely 

sure whether that was a good idea. I mean, obviously, some residents wouldn’t like it. 

Jo: 

No [unclear]. I think certain [unclear] of introducing staff might be really useful to 

introduce something like that with a view to considering whether the tenants would 

like to share themselves or information. 

MR: 

Okay, so what do you think would be good with [unclear], with the staff, saying, you 

know: “This is the staff, one of the members of staff on duty this week is Tony, 

here’s a picture of Tony when he was fifteen”…you know, on his bike, I’m making 

stuff up obviously, but you’d pick a picture that you’d most like and it would 

make…it would presumably be  the focus for some discussion and then you could 

say: “Have you got any photos you would like?” 

Jo: 

One of the other things is that probably that you triggered in my head…one of the 

things the tenants and the residents love to know is who’s on duty. 

MR: 

Yes. 

Jo: 

And the staff get really touchy about it saying: “Oh we can’t have then knowing that 

because they’ll pick who they like and who they don’t.” But I can actually 

understand exactly what they mean when they say: “I need to know who’s going to 

support me through the next twenty-four hours.” And I thought your idea of having 

on the board “This is who’s going to be here”…because I’ve actually thought about 

giving the shift rotas out to the residents. It’s so important in terms of who’s going to 

care for me. 

MR: 

So to display a picture on the wall… 

Jo: 

Yeah that’s right. This is [unclear] who’s on duty week.  
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MR: 

These are the, this is who’s on duty… 

Jo: 

You know and Jo’s not here, however, if you want to catch her she’ll be there at such 

and such a time or, you know, Sam’s in in three days’ time. I think that’s really 

important. 

MR: 

What do you think about the argument that umm…I remember when we were talking 

about the SPAM and thinking about the facility to forward messages to individual 

staff’s mobiles when you were arguing quite strongly that: “Actually, we work as a 

team, it’s not individuals”? 

Jo: 

Yeah, yeah. 

MR: 

You know, residents shouldn’t form an attachment to you. 

Jo: 

I don’t think it takes away from that. That’s, that’s part of the debate we’re having at 

the minute is that there are all sorts [unclear]…I mean part of the issue about mobiles 

is that staff carry their own private mobiles, nothing to do with work….umm…all of 

the tenants I have spoken to, all the residents I have spoken to say: “It’s really 

important to us to know who is going to be with us for the next twenty-four hours.” 

MR: 

Okay. 

Jo: 

“‘Cos this person’s there, they’re meant to keep me safe, they’re meant to help me 

get through the day. Are you telling me I can’t know who they are in case I’m 

selective?” 

MR: 

Yeah. 

Jo: 

“About who I like best?” And I’m beginning to change my mind about it. 

MR: 

You know on one extreme you say that at changeover, they, they’re often knocking 

on the door. Is that because they just want to know who’s there? 

Jo: 

They want to, the want to…of course they do, of course they do. And handovers are 

quite often not only about exchanging information. Social interaction between staff. 

And we laugh and we chat and there are a group of people sitting in another room 
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[unclear]. They’re talking about me, they’re laughing, they’re joking, they’re having 

a good time. You, you know and it’s, they know it’s a handover, it’s a formal half 

daily procedure and, uh, you know, for any of us to experience that. If I sat you in a 

room and said: “I’ll tell you what, we’re going to talk about you Mark.” You know: 

“ah-ha-ha-ha-ha.” You know, you’d think about it! You’d want to come in and kind 

of: “What’s the crack here?” I don’t think that it’s just that they’re being nitpicky. 

MR: 

Oh, alright. Umm, alright. So, sorry, going back to the displays and photos and, and 

how we might use them. Obviously there’s the stuff that we talked about, days out, 

the trips and so on, [unclear]. Umm, umm [unclear] particular details of how we 

might display, we talked about this idea of, of collections of photos as thumbnails 

that you could press and they would get larger to fill the screen [unclear] touch-

sensitive facility. Again we talked about the pictures of the shopping. It could either 

be of the list or: “The aubergines are looking good this week” or “How about some 

baba ganoush?” Would go down a storm I bet. Umm, again the day centre. The other 

thing, the other thing that we talked about was the actual displays that you’ve got and 

the kinds of messages that are on there. And basically at Location B you have these 

three big message boards that have got different, slightly different types of 

information. The kitchen has things with healthy eating, the one in the hall has things 

about different health groups and so on. And about whether they were used very 

much or whether actually the information tends to get buried and nobody looks at 

them. And so the, the argument is here’s the idea is that actually a display could be 

used as a way of reinforcing these messages by making them more vital in some way. 

Jo: 

Yeah. 

MR: 

It could flash up health advice: “Have you eaten five portions of fruit this week or 

today?” “Do you know about the Campaign Against Living Miserably?” I like that 

group. It sounds really good. I might join that. [unclear] Is it not for men? 

Jo: 

It’s for younger men. The most at risk group. 

MR: 

Are they? About being miserable? 

Jo: 

I think it’s 17 to 24. 

MR: 

Oh I just missed it then. Umm, okay so they idea was that maybe there was a way in 

which the board itself could reinforce the existing ones and get them to look at it by 

saying, you know, CALM [Campaign Against Living Miserably] have a meeting this 

week or Social Services have this facility. Do you know about it? I mean, because 

the messages and information’s  all there, it’s just that nobody bothers to look at it 

‘cos they kinda get used to it being there and it, this might be a way of doing it. 

Umm, and this could be some kind of random display. So one day they have health 
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messages about healthy eating, another day there might be messages about going to 

see the dentist on a regular basis and so on. Umm, the other kinds of things that we 

started to talk about umm [unclear] this idea of having useful numbers. That one of 

the reasons they might come to the changeover is they’re saying: “Can…What’s the 

number for so and so?” And you’re saying things like: “Well use Yellow Pages.” 

That if it had a, a touch facility where useful numbers could come up you could say: 

“Well use the display. That tells you what the number for the Day Centre is. Or this 

is…I don’t know what it would be. 

 

 

Figure A8-1.19: Visual 1 produced for the ‘Use of photographs’ presentation 

Digital display issues: 34:56 – 39.47 

MR: 

Okay and then lastly we started talking about some of the issues that might arise in 

using this display. And, again, we’ve already touched on these. Access to 

[unclear]…about who should access it and who should be able to message to it. So, 

again, we’re going to have to think about some kind of blocking facility. We 

might…some kind of authentication. We were, I was a bit concerned about this 

[pointing to “USE ! YOUNG v OLD USERS”], but perhaps, maybe [unclear] you 

would be less…I was, what I was concerned about it was the issue of fairness. That 
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is if we put a display in place at Location B and we get some mobile phones that can 

send pictures, we’re not going to be able to get one for every resident. Then the 

argument is that actually they wouldn’t want to use it anyway, which would be nice. 

What I’d like to avoid is any jealousy and fighting. I mean I’m not sure how you’d 

handle that. You’d have to think about it. Because, you know, they would say things 

like: “Well, why’s he got it and not me?” And it might cause trouble. And, you know, 

something that’s supposed to help the Location B [unclear] community and, you 

know, develop some notion of, could actually make things worse because it could 

have petty jealousies: “He’s got a phone, I’ve not got one…”; or “It’s my turn this 

week and…”. So I’m not quite sure about that. 

Jo: 

I think we’re in a position of judgment. They’d sell it before you got out the door.  

MR: 

Well, well that’s the other thing. 

Jo: 

But I would say that to them. You know: “You ain’t getting more ‘cos you can’t be 

trusted.” And that’s part of the interaction that, you know… 

MR: 

[unclear] 

Jo: 

Yeah, yeah. I think we could do that. 

MR: 

I wouldn’t worry about it. I mean I could… 

Jo: 

We wouldn’t ask you to do that. But we’d do it. I’d do it.  

Sam: 

I’d say [unclear] ten mobile phones I wouldn’t expect to get ten back. You know. 

Jo: 

No. 

MR: 

And the other issue that we, that Sam talked about is this issue of old versus young 

users. I mean they’re going to notice at Location B how, particularly some of the 

younger ones have, umm, quite up-to-date mobile phones. And there’s the issue of 

whether the old residents… 

Jo: 

The older residents. 
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MR: 

Older residents. 

Jo: 

[unclear] 

Tony: 

He has, yeah. 

Jo: 

I’d quite like [name of resident] to have a phone. 

MR: 

‘Cos again the issue would be we’re, we’re creating another form of exclusivity by 

providing facilities for one part of this group of nutters. I mean, again, it might just 

be an issue of training and, you know, [unclear]. Umm, this was seen as a really 

important issue that actually this needs to be seen to be fun. That actually if it’s, if 

it’s dull, nobody’s going to do it.  

Jo: 

Yeah, that’s right [unclear] 

MR: 

And so I think [unclear] with a couple of pictures of trips and so on.  

Sam: 

I can imagine some of the residents at Location B out on a daytrip to Blackpool 

forwarding photographs of “We’re having a great time at Blackpool Tower.” You 

know that has got a bit of the fun element and the serious element [unclear]. If it’s all 

serious, you know your natural reaction is: “Seriousness, don’t want naught to do 

with it.” You’d have that kind of effect.  

MR: 

And the last thing we were…was about the site of it. I think it’s quite easy to site 

Location B because we can put it where everyone can go past it. Location A, if we 

were to do Location A, I mean there is a problem with Location A, because, uh, 

there’s only one site… 

Jo: 

Yeah. 

MR: 

And only about five people [unclear] to see it. Umm, and again that might not be an 

issue for you. If it wasn’t then maybe we could think about doing it at Location A 

too. But in that case [unclear] at the top of the stairs. Because if we put it down near 

where the noticeboard is, only two or three people might pass it in the day. If we put 

it at the top of the stairs we would know that at least four of five would [unclear] 

because they…unless you could think of somewhere else. 
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Jo: 

Actually you know what, my, my only reason for asking you was, was, there a 

reason that you, you’d chosen that. That was it. It was curiosity. 

MR: 

It was, it was…yeah. 

Jo: 

And, and I think that your point is perfectly valid and I’m not going to go away 

thinking: “Haw!” You know: “We want one at Location A.” ‘Cos that crossed my 

mind when I, I, I heard “Location B”. I thought: “Maybe the guys at Location A 

would like something to play with as well.” 

MR: 

Yes. 

Jo: 

And I needed you to tell me why you hadn’t felt that you could do that. And I’m 

perfectly happy with your explanation. 

MR: 

Well it could mean that if you did put it at the stairs in Location A that that would 

mean more people would come up and see. I don’t know, it’s just…ummm… 

Jo: 

Meaning that they wouldn’t. 

MR: 

Yeah. 

Jo: 

I think that’s perfectly valid. [unclear]…at Location B. Because there’s a bigger mix 

and, you know…the…it’s fine. 

MR: 

Great. 

Jo: 

It’s just curiosity. 

MR: 

Okay. And that’s it. 
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Figure A8-1.20: Visual produced for the ‘Digital display issues’ presentation 
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Appendix 8-2: Six vignettes in Case B 

In these vignettes my intention was to capture the richness of the stories that had 

been communicated by participants in interviews in particular so that these could be 

handed back to and confirmed or disconfirmed by participants. 

Vignettes 

In reporting on the discussion of the vignettes below, I refer to “the group” even 

though I drew the commentary on the analysis from the transcript of the presentation 

of the group’s discussion by either Mark Rouncefield or me (see Appendix 8-1). 

Vignette 1: Changing shift 

You are coming to the end of your shift and are talking through the day’s events with 

the next member of staff. A resident enters and wants to talk to you desperately. You 

ask politely for the resident to wait until you have finished talking to the staff 

member. The resident seems anxious. You stop the changeover and walk to the pool 

room to talk to the resident. 

This scenario was a deliberate attempt to capture the notion of ongoing work, 

stretching from one part of the day to the next. It drew on the interviews that 

established the importance of handover for information work: transferring 

information from one shift to the next. It also drew on what I saw of handover 

meetings (I was never permitted to observe or listen to a handover meeting). I was 

also concerned with the work of managing multiple trajectories and the sentimental 

work that staff had to do. In this case the key trajectories were the resident’s illness 

trajectory and the care trajectory. The scenario captures the concern with how the 

relationship between these trajectories played out in the course of a day and the 

different forms of work staff have to perform in the course of a shift. Finally, I 

captured the notion of phasing through the transition between shifts – the handover 

meeting seemed the most obvious example of the sub-concept for me at the setting. 

With regard to locale, there is only a vague sense of site – i.e. where this action 

occurred – and it has little impact on the action and interaction (other the fact they 

had to move) the means – i.e. the means available – seem obvious in being talk. 

There are specific interactional needs though: the person in the scenario needs to talk 

to another staff member and the resident needs to talk to the person in the scenario, 
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During the Design Workshop (see Appendix 8-1) participants in the focus group 

discussing this scenario described this to be “typical”, “irritating” and “vital”. The 

participants through their discussion also revealed reasons why this happened – 

residents knew it was handover and that the staff were there and talking about them 

so they wanted to hear what was being said. It was also useful in eliciting the fact 

that particular technologies used for particular purposes – the telephone to contact 

doctors or social workers and printed reports for accessing detailed information (“a 

full story”). 

Scenario 2: Forgetting something… 

You have come to the end of your shift and walk out of the Hostel. As you are on 

your way out you realise you forgot to write something in your daily report. It wasn’t 

urgent, but it was important for the resident’s long term care plan. You make a 

mental note to write it in a report tomorrow. 

I aimed this scenario at exploring the consequences of a mobile, distributed 

workforce and the need for continuity in work when residents had a long-term 

condition (or illness trajectory) to manage. It also captures phasing and transition in 

work and individual, informal schemes (in this case making a mental note) 

contributing to a formal, written collective scheme centred on an individual 

biography called the “care plan”. It, again, drew on the information in interviews – 

the data on the information work staff had to do with the particular means of reports 

and care plans, keeping resident care plans up-to-date in particular. It also drew on 

my visits to the setting – I knew staff worked shifts i.e. there was a temporal order at 

the setting. Again the sense of site, although present, is not strong but the attention to 

particular means (e.g. “daily report”, “long-term care plan”) is stronger. Interactional 

needs emerged strongly in the group discussions. 

The group discussing this scenario confirmed that it was realistic, frequent and 

happened when staff got busy and involved in their work. The group also regarded it 

as critical as the consequences of not recording or sharing important information 

about residents when staff did not sometimes come in for several days could be very 

serious. The group discussed two technologies that could rectify the problem: a 

landline and a mobile phone. They decided that the landline would be used more, 

despite the fact that: “…phones were often busy and actually trying to get through 

may be quite difficult.” They also discussed a mobile phone with particular contact 
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numbers in the address book and a message bank with regard to this scenario. They 

felt that the former would be a good way of passing on the message and that the 

latter would not work: they felt that the asynchrony and ephemerality of the message 

bank would not reassure them that the matter had been dealt with. 

Scenario 3: Starting the day out… 

You start your shift, have your changeover, and then go straight to the table in the 

lounge room to see what your tasks for the day are. You turn to the other staff 

member on duty and say: “D’ya want to sort through what we are going to do?” 

Your colleague nods and you work through the allocation of duties. 

In this scenario, the emphasis was on the sub-concept of scheme and collective 

action in a social world. I wanted to capture the character of what happened at the 

beginning of a shift. I also wanted to address how plans or schemes operate at the 

setting and who was responsible for them, and find out more about how staff 

managed the division of labour after the handover transition. Thus issues regarding 

phasing, again, were important here. This vignette, again, drew on what I saw during 

field visits to the setting and interviews. There is, again, at least some sense of site , 

spatial order and means in this vignette – “the table in the lounge room” and 

“allocation of duties”. Again interactional needs are in terms of talk – the 

articulation work required to proceed with the work. 

The focus group addressing this scenario felt that this scenario was realistic and 

frequent and could be critical if it involved information pertinent to the provision of 

medication. The group described how a lot of paper was involved in their work – the 

Communications Book (for important things that happened), the Diary (for important 

scheduled events), the duty list, and PostIt notes – and that allocation of duties could 

involve the landline and the fax machine. 

Scenario 4: Next week’s fun… 

You are taking the residents to the cinema this afternoon and some of them are pretty 

excited about going. However, some residents don’t seem that enthused and have not 

indicated they are going. You have a chat to a few of them to encourage them to go. 

They seem a little interested, but seem to need more encouragement. 

Here, I captured how work at the setting involved more than exchanging information 

and that staff could help manage residents’ multiple illness trajectories through 

particular forms of work. In this case the work involved a scheme to go to the cinema. 
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The scenario also communicates that managing individual residents’ illness 

trajectories was hard work and particular residents with particular biographies may 

not always participate in this management work. This scenario, again, drew on the 

interviews I had conducted with staff. 

There is a much vaguer sense of site and means in this scenario: there is a sense of 

moving out of the care setting but that is all. Interactional needs are vague, 

depending on whose perspective one takes – many residents in this vignette do not 

seem to want to interact at all. The predominant means is, again, talk. 

The focus group discussing this scenario felt it was realistic, quite frequent and, 

although not critical in the short-term, it was important that residents were engaged 

with by staff in this way regularly: “…there is often a demand on staff to think about 

what residents’ needs are and not…and observe those, and try to understand them 

and act upon them.” The group also noted that a resident’s willingness to go on such 

a trip would depend on the nature of their condition and that, more generally, any 

approach to a resident should be informed by an understanding of their individual 

condition garnered from observation, daily reports and information on his/her pattern 

of care. The group also described how residents found cinema information lines 

“non-confrontational” and how residents might benefit from an implementation of 

SPAM. The broader issue that the group identified here was that technology that 

allowed residents to communicate with “the outside world” would give them 

confidence. The group also raised possible concerns with this – residents could be 

exploited or access “the wrong kind of sites”. 

Scenario 5: Keeping an eye out 

During changeover you are told that Resident1 received some money the previous 

day and that he had popped out in the afternoon for several hours. After the 

changeover the resident approaches you during medication time and asks for some 

additional medication and money. You are concerned and gently ask what the 

resident wants the money for. 

trajectory, social world, biography, orders, locale and different forms of work 

This scenario again addressed phasing – in this case the transfer of information 

during a particular transition in the day. It also addressed trajectory management – 

the specifics of the day-to-day management of resident spending in this case. The 

scenario also addresses information work regarding the sharing regarding regular and 
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irregular patterns of resident behaviour. I based this scenario on what I gained from 

interviews.  

The notion of site, again, is not strong in this scenario. Means are more explicit – talk, 

some means of recording medication, transfer of information – but do not feature 

prominently. Interactional needs are also, again, implicit: there is a sense that staff 

need to have up-to-date information on residents’ behaviour. 

The focus group discussing this scenario confirmed it as “realistic” and quite 

frequent. They decided that it could be critical, but that it did not “necessarily have to 

be”: it being critical or not was determined by if this marked a change in the 

resident’s patterns of spending and/or medicating and the underlying reasons for this 

change. They also described how the technologies involved would be the Medicine 

Book (a written record of residents’ medication) and the telephone. This group also 

described how it was important to have awareness concerning the patterns of 

residents’ everyday lives so they can identify activities that don’t fit in with these 

patterns. They noted that staff could become aware of these patterns through the 

Communications Book or the patient’s file. 

Scenario 6: Out of synch…  

You are trying to organise a day trip to Blackpool for a few weeks’ time. During 

your morning routine when you check on residents you notice that one seems really 

excited about the trip as she has been to Blackpool before and has some good 

memories of the place. This is the first time you’ve seen her as excited about 

something in a long time. 

In this scenario I wanted to explore the important phases and cycles (“your morning 

routine”) of the activities supporting the care trajectory and how cycles of resident 

activity can sometimes change. It, again, has elements of trajectory scheme – there is 

a conscious plan for a trip to Blackpool evident in the scenario – and trajectory 

management – the staff member is checking on residents when s/he discovers one’s 

excitement. There is a strong sense that the care trajectory does not just involve 

routine checks but also ongoing awareness work e.g. being sensitive to particular 

residents’ biographies, feelings and temperament. This vignette drew on interviews. 

The sense of site in this vignette is implicit yet again: “check on residents” suggests a 

visit to a particular place, perhaps resident’s rooms; the “trip to Blackpool” suggests 

residents will be moving away from home base in the future. There are few obvious 
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means and interactional needs in the vignette – other than the staff member’s 

observation and the resident’s (again implicit) need to share “good memories of the 

place” (how else would the staff member know that they had these). 

The focus group that discussed this scenario agreed that it was infrequent but 

realistic and very important. They described how it was rare that residents actually 

had good feelings about themselves and that it was important to: “try and utilise this 

in some way and share it…”. This involved observing this behaviour and acting on it. 

The group felt that the passing around of printed photographs could be part of 

residents sharing these good feeling. 
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Appendix 8-3: Case C data fragment 

In this Appendix I revisit the third case (Case C) again. I use fieldnotes I took at a 

handover meeting that occurred on 17
th
 September 2005. On 6

th
 August I established 

through asking clinicians that differently coloured circular magnets on the main 

whiteboard (WB1 – Figure 7.3 in Chapter 7 is reproduced here for ease of reference) 

had different meanings. 

 

Figure A8-3.1: Main whiteboard in clinicians’ room (WB1) 

In fieldnotes I took on that day I noted: 

‘Key’ for whiteboard magnets – top left of WB1, 

Blue ! AFFILIATE A 

Red ! URGENT 

  

yellow ! AFFILIATE B 

Black ! CONFIDENTIAL 

green ! AFFILIATE C 

orange ! AFFILIATE D 

white ! MANIA 

 WB1 

 Excerpt A8-3.1: Extract from fieldnotes on 6
th

 August describing the circular magnets on WB1 

I also noted after observing a handover meeting on 29
th

 September how blue 

corresponded to “psychotic” – “AFFILIATE A” specialised in dealing with people 

with this condition. The following is an extract from fieldnotes taken on 17
th
 

September. This incident is selected because it is a typical handover situation in the 

Operations Room. In the notes I both note exactly what clinicians say (indicated with 

quotation marks) and paraphrase their talk (no quotation marks). I also refer to a 

client by a number – e.g. “Client 1” – due to the constraints of confidentiality and 

number segments of fieldnotes to support reference. Finally, I refer to clinicians by 

their informant number e.g. I009. 

Chatting and joking – the usual. Starting again from the ‘TRIAGE REQUESTS’ [see 

top left of Figure A9-4 above]. 

 

NEW AFTER HOURS CURRENT CLIENTS 

TRIAGE REQUESTS NEW REFERRALS & ASSESSMENTS  NAME AGE DATE SUBURB PLAN YAT Med/R OCD/OR CCM/DR 

   Date Notes & my additions 1 Client      

 A Client 1  booked to early 4/8, P/C, W/E        

 B Client 2  D/W …        

            

ENTRY            

 ASSESSMENTS IN PROGRESS        

  Date Age Notes        

 Client 3 17/7 19 
Away till 28/7 P/C 29/7 She has 
not contacted P/C …        

ALERTS            

            



Appendix 8-3: Case C data fragment 

 

 

A8-3.2 

Client 1 

I004: “How old is she?” 

I004: “Where does she live” 

Anecdotes – a sense of finding out where client was was important. Discussion of risk: 

“So she’s high risk” (I004) after someone reads from a file. 

I011: “Was the registrar [name of registrar]?” 

I011: “Well they’ve done a very good mental state” 

Client 2 

I011 tells a story without notes. Talk about drug history. In this case limited – only 

history he had was alcohol. I005 – mention of specific resources available for a client 

such as counselling at a health centre. 

Client 3 

I009 reads from file. Discusses drug use. Diagnosis described and the name of the 

psychiatrist. Reading from report – client file – regarding specific behaviours. Skims 

file and makes decision about what to read out. 

I009: “The gist of it is…” 

I009 turning away from paper. 

I020: “Shall I give her a bit of a dot?” 

I020 reaches over for a magnet, places single red magnet next to name on ‘PHONE 

CALLS’ board. 

Client 4 

Again, reading from case file. 

I005: “Does it say when these attempts were?” 

I009: “No.” 

I005: “That’s a shame.” 

I009 again lifts eyes from report to embellish the story. 

I009: “We didn’t get a chance to do it [contact the client] last night so 

we’ll have to do it today.” 

[I009] tells a story and explains how this client [arrow drawn to ‘PHONE CALLS’ 

part of WB2 – see Excerpt A9-4.3 below] has contacted them/been contacted – 

important to know contact. I004 [raises] issue of what service is being provided to a 
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client and longitudinal attachment to the service. Questions the value of the referral. 

Client 6 

Reads bit of file – bits relevant to the story/diagnosis. At the end, issue of contact with 

client. Talks about the father’s work and talks about client’s interest in the service. 

I001: “They’ve [two other clinicians] just gone out to see someone, they’ve 

just gone out to see [a client]. 

I004: “Oh, very nice.” (sarcastic) 

Talk about the location where the client lives. 

Excerpt A8-3.2: Extract from notes on handover meeting on 17
th

 September 

In my notes I sketched the second whiteboard in the Operations Room – WB2 in 

Figure 7.1 and 7.4 in Chapter 7 – under “Client 4.” I also, as noted in the extract 

above, drew an arrow from the “PHONE CALLS” section to I009 talk about that 

particular client. 

 

 

Excerpt A8-3.3: Sketch of the second whiteboard – WB2 – in the fieldnotes  

SHIFT PLAN PHONE CALLS 

SHIFT SENIOR 

 

 

 

H/V name 

H/V name 

 Name !!! 

! Name 

3 red magnets 

one red magnet 

Names on board 

with abbreviations 
next 
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Appendix 8-4: “Locales” and mobile trajectory heuristics 

A8-4.1 “Locales” 

I used Greenberg et al’s (1997) heuristics, summarized below. 

 

L1. Provide centres that collect people, artefacts and resources in relation to the 

central purpose of the social world (“locale foundations”). 

L2. Provide awareness within locales that helps people maintain a sense of shared 

place and that keeps them informed about shared activity (“mutuality”). 

L3. Allow individual views so one can view a locale or aggregate multiple locales 

as they relate to one’s responsibilities, activities and interests (“individual 

views”). 

L4. Allow people to manage and stay aware of their evolving interactions over 

time (“interaction trajectories). 

L5. Provide a way to organise and relate locales to one another (“civic 

structures”). 

A8.4.2 mobile trajectory 

I developed and presented these heuristics from mobile trajectory in Chapter 8. 

mt1. Support the core trajectory and its features: the key cycles, transitions, 

traversals, streams, historicity and possibilities (“core trajectory”). 

mt2. Acknowledge the key aligned trajectories: the difference between core and 

shaping work and their relationship (aligned trajectories”). 

mt3. Design for physicality, locality and instrumentality: the body, the place and 

the purpose (“physicality, locality, instrumentality”). 

mt4. Acknowledge temporal views, dependency and contingency: view(s) on time, 

dependencies and how predictable things are (“temporal views, dependency, 

contingency”). 

mt5. Support the social sphere: members, biographies ties, obligations, resources 

and media (“social sphere”). 

mt6. Support awareness for/of the relevant trajectories making things visible, 

making actions available (“trajectory awareness”). 

mt7. Allow for development: practices, knowledge, transformations 

(“development”). 
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Appendix 8-5: “Locales” and mobile trajectory usability problem analysis 

Participant 1 
       

Task Times # Issue/User behaviour “Locales”/mobile trajectory User Severity Quotation Suggestions/ 

comments 

1a 2:20 1 Confusion between what the system forces 
the user to do and what they can do: user 

thinks the destination point is the departure 
point 

L1. Locale foundations 

The resources provided do not map well onto 

user activity. 

mt1. Acknowledge the key aligned 

trajectories 

Although not the ‘core’ trajectory in this 

case, the digital trajectory through the 

system  and the order the user traversed 

through it was important 

 

1 Cosmetic Ahh oops. Okay, ahh yeah, sorry. Alright 

I’ve mixed it up. It’s supposed to be 

departing at 32 and stopping at 14…I did it 

the other way around.” (3:00) 

 

  2 User cannot easily recover from errors & 

limited help 

 

 1    

  
 

 

1a 2.42 

 

2-1 User cannot go back easily (2:42) L1. Interaction trajectories 

The user cannot access information from past 

interactions easily. 

mt1. Acknowledge the key aligned 

trajectories 

The aligned trajectory is the digital 

trajectory through the system  - the user is 

finding difficulty traversing through it 

 

1 Cosmetic “I’m not sure…because I want to select the 

time…can I go back? (2:42) 
 

 

2a 11:20 2-2 User has to go back and enter the suburb 

(11:20) 

L1. Locale foundations 

The user is sometimes over constrained in 

what s/he needs to enter in order to have 

successful interaction. 

mt1. Acknowledge the key aligned 

trajectories 

The aligned trajectory is the digital 

trajectory through the system  - the user is 

finding difficulty traversing back through it 

this time. 

 

1 Cosmetic “I have to go back because I haven’t 

entered the suburb.” (11:20) 
 

 

2a 15:20 

 

2-3 Error message is not helpful (15:20) L1. Interaction trajectories 

The error message provided did not allow the 

user to move forwards or backwards 

successfully. 

mt1. Support the social sphere 

For this user community, this message will 

not help. 

1 Cosmetic “I can’t really tell.” When asked if the 

“Internal Server Error message is helpful.” 
(15:20) 
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4a 1:06:00 2-4 User has to re-enter a lot of information if 

the GPS co-ordinates are wrong (1:06:00) 

 

L1. Interaction trajectories 

The user could not easily navigate efficiently 

along the arc of action. 

mt1. Acknowledge the key aligned 

trajectories 

Again, traversal along the digital trajectory 

is difficult. 

 

1 Severe   

2a 11:50 

 

2-5 System does not reduce uncertainty when 

inputting intersection information (11:50) 

L1. N/A 

This affective user issue is not well explained 

by Locales. 

L2. Locale foundations 

This issue could be understood as the system 

not providing adequate resources to the user 

in order to reduce uncertainty. 

mt1. Support awareness for the relevant 

trajectories 

Visibility of the future possibilities – i.e. 

outcomes of particular actions – in the 

aligned trajectory would have helped. 

mt2. Support the social sphere 

Key resources to reduce the uncertainty were 

not available. 

 

1 Cosmetic “I’m not sure if it matters which order I 
should put it in.” (11:50) 

 

 

2a 12:30 

 

2-6 System does not clearly instruct the user 

what to input (12:30) 

L1. Locale foundations 

The resources provided to the user are not 

matched to user activity. 

mt1. Support the social sphere 

Particular resources were not made available 

to the user 

 

1 Cosmetic “I’m not sure whether I have to put in 

“street” so I’ll just put it in.” (12:30) 
 

 

4a 1:06:50 2-7 User cannot get help (1:06:50) L1. Locale foundations 

Again, this could be understood as the 

system not providing adequate resources to 

mediate user activity. 

mt1. Design for physicality, locality and 

instrumentality 

Acknowledging users may used particular 

features in localities is important here 

1 Severe “Uuummm, I’m not sure what main entrance 

we’re talking about so I’m just going to say 
the corner of Swanston and…what’s that 

one…Grattan.” (1:06:50) 
 

 

1a 

1a 

2a 

5:00 

6:30 

18:20 

3 Certain labels on the system are misleading 

e.g. 

! “Store time” (5:00) 

! “Different Timetable” (6:30) 

! “Departure time” vs “Current time” 

(18:20) 

1. N/A 

These three issues concern the meaning of 

the labels used and these low level usability 

issues are -not well handled by Locales. 

L2. Locale foundations 

Again, this could be interpreted as the system 

not providing adequate resources and 

artefacts for the user to complete his/her 

work. 

L3. Interaction trajectories 

Similarly, this problem could be understood 

1 Severe “Perhaps instead of Store it should be a 

different word because it might be a bit 
confusing.” (5:00) 

“I’m not sure what Different Timetable 

means.” (6:30) 

“I wanna find out the tram route and I’m not 

sure if this is going to give it to me if I enter 

the departure time…I’ll just use the current 

time…cos I’m not really sure how long it’s 

going to take.” (18:20) 
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as the system not enabling the user to project 

into the future. 

mt1. Support the social sphere 

For these users these symbols were not 

meaningful. 

mt2. Acknowledge temporal views, 

dependency and contingency 

The issue here is that relating time as 

portrayed in the system to the user’s sense of 

time while in a particular locality was 

difficult. 

1a 

2 doing 

 

 

6:55 

39:20 

43:00 

 

4 User imposes cognitive load on the user: 

! She looks for a cognitive aid after 

finding a result from the system. (6:55) 

! She doesn’t remember route information 
(39:20) 

! She has to remember a stop number for 
it to be useful 

 

1. N/A 

These user-specific issues are not well 

handled by Locales. 

L2. Individual views 

However, these problems could be 

understood as the system not being effective 

enough in enabling the user to toggle among 

views on information in the system. 

L3. Interaction trajectories 

Again, these issues could be understood as 

the system not enabling easy access to 

historical information. 

mt1. Support the core trajectory at its 

shaping 

The core trajectory here is the physical one 

and it needed shaping by information gained 

by the digital trajectory  

mt2. Design for physicality, locality and 

instrumentality 

The issue here is that the design of the 

system did not support the user actually 

using the system in-the-world 

 

1 Severe “So…do I need…I don’t need to write?” 
(6:55) 

“Uuuummmmm…No, I don’t remember 
what it was…8, 6 something d…I don’t 

actually remember.” (39:20) 
“Stop 5, I’ll remember that.” (43:00) 

 

1a 

3c 

8:00 

55:50 

5 Navigation in system not clear. The user 

often does not know where to go next. 

L1. Interaction trajectories 

The system does not enable the user to 

project forward and to access past 

interactions easily. 

L2. Mutuality 

The user’s “location” within the system is 

often not clear: s/he is not aware of his/her 

relationship to other resources & artefacts. 

mt1. Support awareness for the relevant 

trajectories 

Here the user need to readily ‘see’ past 

traversals. 

 

1 Severe “…I’m thinking just keep pressing Earlier or 

I could maybe select Different Timetable, but 
I’m not sure what it does.” (8:00) 

User cannot find an alternative tram time 
earlier from the result screen easily (55:50) 

 

  

 

6 System requires a lot of user knowledge to 

be useful. 

 

 1    
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2a 11:20 

 

6-1 User has to enter intersection information 

and suburbs (11:20) 

 

L1. Locale foundations 

This issue concerns the system not providing 

effective resources to enable the user to 

complete his/her work. 

mt1. Allow for development 

This not a problem or issue as the user has 

learned what to do. 

 

1 Severe “I have to go back because I haven’t 
entered the suburb.” (11:20) 

 

 

2f 26:00 

 

6-2 User is expected to work out maps with 

limited labelling (26:00) 

 

1. N/A 

This concerns a symbolic deficiency in the 

system and has little to do with a relationship 

with the real world 

L2. Civic structures 

This issue concerns the system not providing 

enough information to relate a representation 

within the system to the real world. 

mt1. Design for physicality, locality and 

instrumentality 

The map has not been designed for use 

physically being in localities. 

 

1 Critical “I guess this is Little Collins Street” [user 
turns device 15 degress anti-clockwise] 

“…it doesn’t have a label, but…” (26:00) 
 

 

2f 25:30 

 

6-3 User is expected to know where certain 

stops are (25:30) 

 

L1. Locale foundations 

This issue concerns the system not providing 

effective resources to enable the user to 

complete his/her work. 

mt1. Design for physicality, locality and 

instrumentality 

The use of stop numbers in the system does 

not acknowledge that stop numbers are 

difficult to see from a tram. 

 

1 Critical “Well I have no idea, since I don’t know 

what the last stop actually was…I just know 
it was stop 0.” (25:30) 

 

3 doing 1:01:00 

 

6-4 Tram stop is vague and could use a number 

of possibilities at change (1:01:00) 

 

L1. Civic structures 

This issue concerns the system not providing 

enough information to relate a representation 

within the system to the real world. 

mt1. Support the core trajectory and its 

shaping 

This was a particularly difficult transition in 

the core trajectory and the system didn’t 

support it. 

mt2. Design for physicality, locality and 

instrumentality 

Again, there is poor support for the user 

actually physically navigating in the world. 

 

1 Critical “It’s one of the tram stops on the corner, but 

I don’t know which way, but I know it’s that 
way” [pointing west] (1:01:00) 

 

 

4a 

4a 

1:06:20 

1:06:50 

 

6-5 User has to know the relationship between 

streets and suburbs and landmarks 
(1:06:20, 1:06:50) 

L1. Civic structures 

This issue concerns the system not providing 

enough information to relate a representation 

within the system to the real world. 

mt1. Support the social sphere 

1 Severe “I’m going to enter the destination which is 

Melbourne Uni so it will be Carlton.” 
(1:06:20) 

“Uuummm, I’m not sure what main entrance 
we’re talking about so I’m just going to say 
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The system does not provide adequate 

resources for the user to make a decision. 

 

the corner of Swanston and…what’s that 
one…Grattan.” (1:06:50) 

  7 Symbology not clear  

 

1    

 
 

2a 

2a 

18:25 

19:50 

 

7-1 Abbreviations describing stops are difficult 

to interpret (18.25; 19:50) 

 

1. N/A 

These problems are concerned with 

symbolism and symbology. It’s not clear 

how Locales can account for them other than 

through adopting an activity theory view of 

the world, where resources and artefacts are 

made meaningful through a relationship 

among user, artefact and goal. 

L2. Locale foundations 

This could be used in the sense that the 

system did not provide adequate artefacts 

and resources for current activity but is not 

really helpful in understanding the problem 

better. 

L3. Individual views 

This may explain this problem, with one 

locale being formed by the system and user 

and the other by the real world and the user.  

If this is the case there is no clear mapping 

among the locales formed by the system and 

those relating to the user’s activity. It could 

also be argued that this is captured by Civic 

structures. 

mt1. Support the social sphere 

This suggests supporting the members of a 

social sphere through particular resources or 

communication will break down. 

 

1 Severe “Maybe rt stands for route, but I’m not quite 
sure.” (18.25) 

“Interchange…I don’t know what that 
means.” (18:25) 

“It’s not clear because I don’t know 
which…” (19:50) 

 

 

2d 

2 doing 

 

23:38 

41:40 

 

7-2 Map is unclear (23:38, 41:40) 

 

L1. Civic structures 

There is not a clear mapping among the 

locale formed by the system and the user and 

that formed by the system and the real world 

mt1. Design for physicality, locality and 

instrumentality 

Again, there is a failure to acknowledge the 

map will be used in-the-world for particular 

purposes. 

 

1 Critical “I don’t even know what the map 

represents.” (23:38) 
“I’m not sure if we’re getting off here 

[pointing at map] or here.” (41:40) 
 

 

 

2f 

2 doing 

 

25:50 

34:30 

 

7-3 Street labelling is unclear (25:50, 34:30) 

 

L1. N/A 

This concerns a symbolic deficiency in the 

system and has little to do with a relationship 

with the real world 

L2. Locale foundations 

This could be used in the sense that the 

system did not provide adequate artefacts 

1 Critical “I could view the map again…” [user 
uncertain] “But the last map did not have 

any street names…” (25:50) 
“I think it’s just confusing” after trying to 

view a map to find out where to depart from. 
(34:30) 
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and resources for user understanding 

mt1. Support the core trajectory and its 

shaping 

mt2. Design for physicality, locality and 

instrumentality 

Strangely the system  fails to acknowledge 

the user will need street names to support 

particular traversals through the core 

physical trajectory. 

 

2 doing 37:40 

 

7-4 Direction not clear (37:40) 

 

L1. Civic structures 

There is not a clear mapping among the 

locale formed by the system and the user and 

that formed by the system and the real world 

mt1. Support the core trajectory and its 

shaping 

The core trajectory here involves physical 

movement and orientation and the map is not 

helping. 

 

1 Critical “If the map perhaps was a little clearer with 

more labels it would sort of help…in terms 
of direction because I don’t know what…I 

guess in terms of finding out stop numbers, 
where to get off, I can’t seem to find that 

information.” (37:40) 
 

 

2 doing 41:40 

 

7-5 Stop numbers not marked (41:40) 

 
L1. Mutuality 

The user’s awareness of his/her own physical 

location with relation to the maps within the 

system is not clear. 

L2. Civic structures 

There is not a clear mapping among the 

locale formed by the system and the user and 

that formed by the system and the real world. 

mt1. Support the core trajectory and its 

shaping 

mt2. Acknowledge temporal views, 

dependency and contingency 

In this case there is a temporal dependency 

between the digital trajectory and the 

physical trajectory which the system fails to 

acknowledge. 

 

1 Critical “I’m not sure if we’re getting off here 
[pointing at map] or here.” (41:40) 

 

 

3a 53:50 7-6 Not clear what “u” means (53:30) 

 

L1. N/A 

This concerns a symbolic deficiency in the 

system and has little to do with a relationship 

with the real world. 

L2. Locale foundations 

This could be used in the sense that the 

system did not provide adequate artefacts 

and resources for user understanding 

mt1. Support the social sphere 

This suggests supporting the members of a 

social sphere through particular resources i.e. 

comprehensible symbols in this case 

mt2. Design for physicality, locality and 

1 Cosmetic “I’m not sure what the “u” means because 

I’ve never seen that before.” (53:30) 
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instrumentality 

There is a need to use symbols that are 

meaningful in the locality they are deployed  

 

2d 22:30 8 The affordances of the symbols are 

misleading 

! User tries to click on a map icon for 

more information 

1. N/A 

This concerns a deficiency in the 

representations used within the device and 

thus is not well explained by Locales, other 

than in a very generic way. 

L2. Locale foundations 

This could be used in the sense that the 

system did not provide affordable artefacts 

and resources that the user can use. 

mt1. Acknowledge the key aligned 

trajectories 

This is also an issue of what the user expects 

as a possibility  at that point in the digital 

trajectory given the historicity of that 

trajectory. 

1 Cosmetic “So, I can’t select it” after trying to select 

some icons on the map (22:30) 
 

2d 

2f 

24:30 

25:50 

39:05 

 

9 User has limited confidence 

! In the maps after a bad experience 
(24:30; 25:50) 

! Overall as the user does not know where 

to get off the tram (39:05) 

1. N/A 

The affective problems emerging from the 

system are simply not described by Locales 

L2. Locale foundations 

This could be used in the sense that the 

system does not instil confidence in the user 

through adequate artefacts and resources. 

mt1. Allow for development 

The key issue here is that the system does not 

easily allow the development of practices 

and knowledge. 

 

1 Severe “Well I viewed the map before and I 

couldn’t get anything, so I [don’t] think I’ll 
try again.” (24:30) 

“I could view the map again…” [user 
uncertain] “But the last map did not have 

any street names…” (25:50) 
“I don’t actually know where we’re 

stopping.” (39:05) 

 

2f 

2f 

2 doing 

2 doing 

2 doing 

2 doing 

3c 

 

25:30 

26:00 

31:25 

32:00 

34:00 

38:20 

56:00 

10 System does not help the user to orient 

themselves in the real world or to see 

themselves in the system. 

L1. Mutuality 

The user’s awareness of his/her own physical 

location with relation to the representations 

within the system is not clear. 

L2. Civic structures 

There is not a clear mapping among the 

locale formed by the system and the user and 

that formed by the system and the real world. 

mt1. Design for physicality, locality and 

instrumentality 

mt2. Acknowledge the key aligned 

trajectories 

The issue here is not only that the maps are 

not instrumental given the users work but 

also that they have not been developed with 

the acknowledgement that the user has a 

physical trajectory. 

1 Critical “Well I have no idea, since I don’t know 

what the last stop actually was…I just know 
it was stop 0.” (25:30) when asked where 

they should go next. 
“I guess this is Little Collins Street” [user 

turns device 15 degress anti-clockwise] 
“…it doesn’t have a label, but…” (26:00) 

“I’m just going to walk there now.” (31:25) 
after looking at the map in order to find out 

where to take the tram from and giving up 
“I know I’ll be going down Swanston Street, 

but I don’t know where I’ll actually be 
getting off and changing trams.” (32:00) 

“I’m not sure what represents which way 
we are going…I don’t know how…or what 

path we’re taking.” (34:00) 
“I need to use it to find out which tram I’m 

going to take.” (38:20) 
The evaluator asks her which way north is 
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and she replies “I actually have no idea….I 
can’t use that” [pointing to north arrow] “so 

I don’t know.” 
”So, we’re walking this way.” [turns the 

device 90 degrees] 
“I don’t know where the stop is” (56:00) 

2f 

2 doing 

2 doing 

28:30 

36:00 

47:50 

11 The directions in the system are not 

standardised 

! Some information in the system is too 

context-specific compared to other 

information (28:30, 36:00) 

! Other information is not specific 

enough: she doesn’t know where to get 

off the tram (47:50) 

L1. Individual views 

Information was not well mapped onto the 

user’s activity in context. 

L2. Civic structures 

A framework is not provided for the user to 

make sense of the representations in the 

device and those in the real world 

L3. Locale foundations 

The nature of the resources provided by the 

system is often too specific and not generic 

enough 

mt1. Support the core trajectory and its 

shaping 

mt2. Acknowledge the key aligned 

trajectories 

The issue here is that the system fails to 

acknowledge that particular information is 

required at particular key transitions in the 

physical trajectory. 

 

1 Cosmetic “I’m not sure what “ahead” means…or 

“left” or “right”…and what distance it’s 
trying to measure from where to where.” 

(28.30) 
“I think there was an option to change…so 

that’s what I wanna do now…to see where I 
have to change…where I have to walk 

to.”(36:00) 
The user explains where she is getting off 

and is asked where that is. She replies: “I 
don’t know where that is.” (47:50) 

 

2 doing 

2 doing 

2 doing 

29:30 

32:00 

36:00 

12 The information is not up-to-date enough 

(29:30; 32:00; 36:00) 

L1. Individual views 

Information was not well mapped onto the 

user’s activity in context. 

L2. Interaction trajectories 

The system’s inability to respond to the 

temporal aspects of the user’s present 

temporal context can be understood through 

interaction trajectories. 

mt1. Acknowledge temporal views, 

dependency and contingency 

The dependency between the digital 

trajectory and the physical one is critical 

here. 

1 Serious “I might have to restart the whole process” 
after being asked to do task 2. (29:30) 

“I know I’ll be going down Swanston Street, 
but I don’t know where I’ll actually be 

getting off and changing trams.” (32:00) 
“I think there was an option to change…so 

that’s what I wanna do now…to see where I 
have to change…where I have to walk 

to.”(36:00) 
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Participant 5 

         

Task Time # Issue/User behaviour Locales/Mobile trajectory User Severity Quotation Suggestions/ 

comments 

1a 

3b 

3:09 

1:08:40 

1 The labels “departure” and “arrival” are 

not clear to the user 

L1. Locale foundations: 

The resources provided do not map well onto 

user activity. 

L2. Interaction trajectories: 

The resources provided do not allow the user 

to gain an accurate picture of future 

interaction. 

mt1. Design for physicality, locality and 

instrumentality 

Here the user was relating their goal in–the-

world to the system 

 

2 Cosmetic Depart stop. I wanted to clarify in my mind 

that that it was actually where I was boarding 

the tram (3:09) 

It would be easier if it said scheduled 

departure time or something. (1:08:40) 

 

Board stop? 

1a 

1a 

 

5:42 

8:11 

2 Does not understand the label Different 

Timetable 

L1. Interaction trajectories: 

The resources provided do not allow the user 

to gain an accurate picture of future 

interaction. 

L2. Locale foundations: 

The resources provided do not map well onto 

user activity. 

mt1. Support the social sphere 

For these users these terms were not 

meaningful 

mt2. Support awareness for the relevant 

trajectories 

The awareness here concerns the possibilities 

of the digital trajectory. 

2 Cosmetic I guess it means going back to the start or 

something like that. (5:42) 

I’m not sure what that’s 

suggesting…Different timetable…Could that 

be a different time? (8:11) 

Navigation problem? 

1a 6:29 3 The system does not summarize relevant 

information on one screen 

 

L1. Interaction trajectories: 

The user cannot leverage past experiences 

through getting access to previous 

information easily. 

mt1. Support the core trajectory at its 

shaping 

The core trajectory here is the physical one 

and it needed shaping by information gained 

by the digital trajectory. 

mt2. Acknowledge temporal views, 

dependency and contingency 

The user, quite rightly, points out the 

contingent nature of their physical trajectory 

and the lack of support for this contingency. 

 

2 Severe In the event that I…can’t make my original 

time, which I have forgotten – and I can’t 

exactly write anywhere! (6:29) 

 

1a 7:25 4 The system did not inform the user where 

s/he currently was located in the system. 

L1. Interaction trajectories: 

The user has lost their place in temporal 

space of the interaction. 

2 Cosmetic Oh, okay. That’s now the time that I’d 

previously forgotten and hadn’t been able to 

write down. I guess when you think about it 
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L2. Mutuality: 

The user’s awareness of his/her own location 

within the system is not clear. 

mt1. Acknowledge the key aligned 

trajectories 

The issue here is the importance of particular 

traversals, historicity and cycles of action in 

the digital trajectory. 

 

logically it will give you the next time. (7:25) 

1b 9:25 5 Losing overview of how information is 

structured across screens and how to 

navigate it 

L1. Mutuality: 

The user’s awareness of his/her own location 

within the system is not clear. 

mt1. Support awareness for the relevant 

trajectories 

In this case the user need more awareness of 

his/her traversals in the physical trajectory. 

2 Severe Before I thought I saw the option that allows 

me to take the time, the present time (9:25) 

 

1b 10:00 6 User has to input the same information again L1. Interaction trajectories: 

The user cannot leverage past experiences 

through getting access to previous 

information easily. 

mt1. Acknowledge the key aligned 

trajectories 

The system does not allow for the 

development of cycles of action. 

 

2 Cosmetic   

2a 13:00 7 User thinks that data can be written directly 

into form fields 

1. N/A 

Very hard to classify these two low-level 

input problem in terms of the Locales 

framework.  

L2. Locale foundations  

This could be used in the sense that the 

system did not provide adequate artefacts for 

current activity but is not really helpful in 

understanding the problem better. 

mt1. Support the social sphere 

Again, acknowledgement of the user’s 

expectations would have been useful here. 

2 Cosmetic I thought I could just write it in (13:00)  

2a 

2a 

13.15 

14:15 

8 User does not understand how to use the 

auto completion  

1. N/A 

Very hard to classify these two low-level 

input problem in terms of the Locales 

framework.  

L2. Locale foundations  

This could be used in the sense that the 

system did not provide adequate artefacts for 

current activity but is not really helpful in 

understanding the problem better. 

mt1. Acknowledge the key aligned 

trajectories 

The sense of digital trajectory is at a very 

low level of granularity with this problem i.e. 

2 Cosmetic Come back! (13:15) 

Arrgh –its not helping me (14.15) 
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delivering to the user what is appropriate at 

that point in the digital trajectory. 

 

2a 13:30 9 Confuses input screens for departure and 

arrival data  

L1. Interaction trajectories 

The resources provided do not allow the user 

to gain an accurate picture of future 

interaction. 

mt1. Acknowledge temporal views, 

dependency and contingency 

Even at this point the user is relating the 

physical trajectory with the digital trajectory 

i.e. thinking from the destination backwards. 

2 Severe Why did you type in Melbourne? 

‘Cos it says suburb and I’ve been told the 

suburb that I want to go into is Melbourne. 

(13:30) 

Seems to want to input 

destination first 

2a 16:50 10 User is not sure how to activate the keyboard 1. N/A 

Again, very hard to classify this low-level 

input problem 

L2. Locale foundations 

This could be used in the sense that the 

system did not provide adequate artefacts for 

current activity but is not really helpful in 

understanding the problem better. 

mt1. Allow for development 

Allowing the user to develop knowledge 

through more help was required. 

 

2 Cosmetic Where’s my little dobelacky? (16:50)  

2a 17:20 11 System doesn’t easily allow corrections of 

syntax errors after input 

1. N/A 

Again, very hard to classify this low-level 

input problem, except under 

L2. Locale foundations. 

This could be used in the sense that the 

system did not provide adequate artefacts for 

current activity but is not really helpful in 

understanding the problem better. 

mt1. Allow for development 

See above. 

2 Cosmetic I haven’t figured out whether I can delete the 

whole word or like highlight or delete it or 

anything like that yet! (17:20) 

 

2a 19:13 

1:24:40 

1:24:50 

12 Input is not efficient: Takes a long time L1. Interaction trajectories 

The user cannot easily control the speed of 

his/her interaction through the application 

due to the amount s/he has to input. 

mt1. Support the core trajectory and its 

shaping 

mt2. Acknowledge temporal views, 

dependency and contingency 

Acknowledging this digital trajectory’s 

relationship with the mail physical trajectory 

was important here in terms of pace and the 

use’s view on time. 

 

2 Severe I would have missed my tram by now (19:13) 

Bother! It wants me to enter two street 

names…I just wanna get on the tram really 

really really really quickly! (1:24:40) 

Now I have gotta waste time going back. 

(1:24:50) 

 

Storage of regular places 

(system learns from input) 

2a 20:15 13 Doesn’t find back button.( System doesn’t 

support reversibility of actions) 

L1. Interaction trajectories: 

The user cannot leverage past experiences 

through getting access to previous 

2 Cosmetic How can I go back? (20:15)  
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information easily. 

mt1. Acknowledge the key aligned 

trajectories 

The fact that the user has to traverse ‘up and 

down’ the digital trajectory is not readily 

acknowledged in the design. 

 

2a 21:30 14 Missing option of Enter arrival time.  L1. Interaction trajectories 

The user does not have enough flexibility to 

choose other options and paths when 

completing work. 

mt1. Acknowledge the key aligned 

trajectories 

In this case the on-screen links do not 

support easy traversal of the digital 

trajectory and ‘information work.’ 

 

2 Cosmetic It would be helpful if I had, say, Enter arrival 

time, so that if I had selected the wrong one I 

would know when I am punching it in. 

(21:30) 

 

2a 

2a 

e 

21:32 

25:30 

31:26 

15 Abbreviations and  interchange on route 

summary screen is not meaningful 

/understood 

1. N/A 

These problems are concerned with 

symbolism and symbology. It’s not clear 

how Locales can account for them other than 

through adopting an activity theory view of 

the world, where resources and artefacts are 

made meaningful through a relationship 

among user, artefact and goal. 

2. Locale foundations 

This could be used in the sense that the 

system did not provide adequate artefacts 

and resources for current activity but is not 

really helpful in understanding the problem 

better. 

3. Individual views 

This may explain this problem, with one 

locale being formed by the system and user 

and the other by the real world and the user.  

If this is the case there is no clear mapping 

among the locales formed by the system and 

those relating to the user’s activity. It could 

also be argued that this is captured by Civic 

structures. 

mt1. Design for physicality, locality and 

instrumentality 

mt2. Acknowledge temporal views, 

dependency and contingency 

The key issue here is that the user was unable 

to relate different trajectories (the physical 

and the digital) and that the symbols used 

were too ‘indexical’ at  this point in the 

physical trajectory. 

 

2 Severe I don’t know what these numbers are. (21:32) 

What’s the interchange thingy? (25:30) 

Rather than having this interchange here as a 

separate menu why don’t they just put it on 

both of them – so I don’t have to keep going 

back and forth. (31:26) 
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2a 

2a 

22:50 

26:50 

1:08:50 

16 It is  not clear what duration means in 

relation to the journey (part –whole journey) 

L1. N/A 

This problem relates to the user’s ability to 

use the information provided to them in the 

real world. L2. Individual views 

There is no clear mapping among the locales 

formed by the system and those relating to 

the user’s activity. It could also be argued 

that this is captured by Civic structures. 

L3. Interaction trajectories 

This may also be relevant as duration has 

impact on future interaction. 

L4. Mutuality 

This may be applicable, if the user’s 

awareness of the resource of time is 

considered. 

mt1. Support the core trajectory and its 

shaping 

mt2. Design for physicality, locality and 

instrumentality 

This user is already relating the digital 

trajectory in the system to the experience of 

the journey – the physical trajectory  and not 

getting any support for the system for doing 

this. 

 

2 Severe What does Duration 6 minutes mean? 

…I don’t know! (22:50) 

Duration of six minutes…is that the duration 

of my tram ride to wherever that first stop 

was that it was suggesting? 

What do you think? 

Wuw! (26:50) 

I’m assuming that duration means that from 

Federation Square it’ll take me a minute to 

get to Bourke Street…ummm (1:08:50) 

 

2a 

2a 

24:25 

25:12 

17 System doesn’t make a judgement on the 

accuracy of the information. Proposed tram 

30 minutes too late 

L1. N/A 

L2. Mutuality 

This problem could be explained by the 

user’s awareness of the currency of the 

resource of time. 

L3. Individual views 

This could be understood as the system not 

facilitating an accurate view on the locales in 

use. 

mt1. Acknowledge temporal views, 

dependency and contingency 

The system does not support the 

dependencies among trajectories that the 

user feels not her conception of time. 

 

2 Severe Enter time now…so I thought that’s the time 

I want to be there at! 

And as you said before, you can’t tell from 

that screen whether you are right or 

wrong. (24:25) 

At this point I just want to go to the map and 

okay that I am walking or running! (25:12) 

System should inform if  its 

after the desired arrival  

time 

2a 

2c 

2c 

2e 

3c 

3c 

4a 

26:00 

28:15 

28:36 

33:00 

1:10:25 

1:10:40 

1:32:30 

 

18 Mapping of the system and the real world  

! Stop numbers less meaningful than the 

landmarks (28:36) 

! System doesn’t help find stops in the real 

world (28:15) 

L1. Civic structures 

Given the premise formed in usability 

problem 14, there is not mapping among the 

locales formed by the system and those 

relating to the user’s activity. 

L2. Locale foundations 

The artefacts and resources (i.e. maps and 

directions) collected for the user are not 

adequate to complete the task effectively. 

L3. Mutuality 

2 Critical I have to assume there is only one tram going 

down Swanston where there are probably 

about 50 of them! (26:00) 

I’m not sure if it actually has signs at stop 10. 

(28:15) 

The only  way I know where I am is by  

picking something on the corner that reminds 

me ok that’s Bourke St. (28:36) 

It just tells me I’ve got Swanston Street going 

down…and I don’t care about that. (33:00) 
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The user’s awareness of his/her own physical 

location with relation to the maps within the 

system is not clear. 

mt1. Design for physicality, locality and 

instrumentality 

mt2. Acknowledge temporal views, 

dependency and contingency 

The issue is that the system has little 

acknowledgement of the  key dependency on 

the physical trajectory and the need for the 

user to physically traverse through particular 

localities. 

 

I don’t know what street names these are. 

(1:10:25) 

It hasn’t labelled the streets in any way 

(1:10:40) 

It would have been nice to know what all the 

different trams that went down Swanston 

were. (1:32:30) 

  19 Maps  2    

2e 33:58 19-

1 

Not enough reference points at the map. L1. Mutuality 

The user’s awareness of his/her own physical 

location with relation to the maps within the 

system is not clear. 

mt1. Support the core trajectory and its 

shaping 

mt2. Design for physicality, locality and 

instrumentality 

The issue here is that the user sees the system 

as providing her particular things at 

particular points (transitions) in her physical 

trajectory and the system simply doesn’t 

support that. 

 

 Severe I DON’T LIKE IT. It doesn’t tell me where I 

am getting off. (33:58) 

 

 

2e 

2doing 

3c 

3c 

33:40 

52:40 

1:12:50 

1:13:40 

19-

2 

Maps unclear L1. Civic structures 

Given the premise formed in usability 

problem 14, there is not a clear mapping 

among the locale formed by the system and 

the user and that formed by the system and 

the real world 

mt1. Support the core trajectory and its 

shaping 

mt2. Design for physicality, locality and 

instrumentality 

The problem here is that the dependency 

between the maps and the physical trajectory 

is not acknowledged and the maps are non-

indexical and not purpose- driven. 

 Severe I can’t see it. (33:40) 

It just had very faded lines of  little streets – I 

couldn’t make out what was going on (52:40) 

The map’s not clear. (1:12:50) 

I don’t find the map useful. (1:13:40) 

 

 

2 doing 46:20 19-

3 

No sense of the users position L1. Mutuality 

The user’s awareness of his/her own physical 

location with relation to the maps within the 

system is not clear. 

mt1. Support awareness for the relevant 

trajectories 

The system does not support the  user being 

aware of her traversal along the physical 

 Critical I am not sure that’s where I am getting off 

(46:20) 
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trajectory. 

 

  19-

4 

Can’t see (light conditions) 1. N/A 

mt1. Design for physicality, locality and 

instrumentality 

 

 Severe   

3c 1:10:50 19-

5 

Differentiations between corners on map not 

clear, user doesn’t know where they are at an 

intersection 

L1. Mutuality 

The user’s awareness of his/her own physical 

location with relation to the maps within the 

system is not clear. 

mt1. Support awareness for the relevant 

trajectories 

mt2. Design for physicality, locality and 

instrumentality 

The system does not support the  user being 

aware of her traversal along and key 

transitions n the physical trajectory. The 

system fails to adequately design for ‘being 

there’. 

 

 Severe I don’t know whether it assumes that I am, 

which corner I am, or whether I am directly 

on the corner. (1:10:50) 

 

3 doing 1:16:25 19-

6 

Not trustworthy 1. N/A 

The affective problems emerging from the 

system are simply not described by Locales 

mt1. Allow for development 

mt2. Acknowledge the key aligned 

trajectories 

The system does not support the 

development of (good) practices around it. 

 

 Severe I didn’t trust it. No, I didn’t think it knew 

which corner I was on and that would have 

made a difference. (1:16:25) 

 

 

3c 

3c 

1:12:10 

1:15:20 

19-

7 

Missing streets on maps 1. N/A 

This concerns a symbolic deficiency in the 

system and has little to do with a relationship 

with the real world 

L2. Locale foundations 

This could be used in the sense that the 

system did not provide adequate artefacts 

and resources for user understanding 

mt1. Design for physicality, locality and 

instrumentality 

A missing street from a map is a problem if 

fine-grained knowledge of the locality is 

required to do the work required. 

 

 Cosmetic It could at least tell me the street name. 

(1:12:10) 

I’m guessing that this is Bourke 

Street…Bourke Street’s somewhere down 

there. (1:15:20) 

 

 

3c 

3c 

1:12:15 

1:15:20 

 Labels on map very unclear (e.g Swanston 

Street) 

1. N/A 

This concerns a symbolic deficiency in the 

system and has little to do with a relationship 

with the real world 

L2. Locale foundations 

This could be used in the sense that the 

system did not provide adequate artefacts 

 Severe Is it suggesting that I go straight down 

Flinders or is it suggesting that I go down 

Swanston and then down Bourke? (1:12:15) 

I’m guessing this is Bourke Street…Bourke 

Street’s somewhere down there. (1:15:20) 
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and resources for user understanding 

mt1. Support the core trajectory and its 

shaping 

mt2. Acknowledge temporal views, 

dependency and contingency 

The issue here is not only that the symbols 

are not clear but that they do not support the 

user in shaping the core trajectory i.e. the 

physical trajectory. 

 

2e 32:00 20 Symbols unclear – user did not know what 

“m” meant in the directions 

1. N/A 

These problems are concerned with 

symbolism and symbology. It’s not clear 

how Locales can account for them other than 

with the caveat in problem 15. 

L2. Locale foundations 

This could be used in the sense that the 

system did not provide adequate artefacts 

and resources for current activity but is not 

really helpful in understanding the problem 

better. 

mt1. Support the social sphere 

Symbols that support interaction should have 

been used. 

 

2 Cosmetic: 

the user 

worked in 

out in the 

end 

Ahead Bourke Street seven minutes…Oh 

metres…Gosh! (32:00) 

 

2g 35:40 -

36:10 

21 The system does not instil confidence in the 

user 

! Doesn’t save time 

! Stresses the user 

! Doesn’t enable access to just-in-

place/just-in-time information 

! Planning not enabled as user cannot save 

information 

1. N/A 

The affective problems emerging from the 

system are simply not described by Locales 

L2. Interaction trajectories 

The system’s inability to respond to the 

temporal aspects of the user’s present and 

past context can be understood through 

interaction trajectories. 

mt1. Acknowledge the key aligned 

trajectories  

mt2. Allow for development 

The issue here is not only that the system 

doesn’t support evolving practices but that 

there is a sentimental trajectory that 

accompanies the other trajectories at play at 

this setting. 

2 Severe If I was really stressed out I would have 

cracked it and said stuff you! (36:10) 

 

2e 32:40 22 Info of previous screens can’t be 

remembered 

L1. Interaction trajectories 

The user cannot leverage past experiences 

through getting access to previous 

information easily. 

mt1. Support awareness for the relevant 

trajectories 

The user cannot view the relevant point in 

the digital trajectory easily 

2 Cosmetic I’ve forgotten where it has taken me from 

Bourke Street or wherever…(32:40) 

 

2g 36:10 23 Limited task efficiency, too many clicks to L1. N/A 2 Severe If I was really stressed out I would have  
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complete a task This issue relates to an emergent issue of 

throughput and does not seem easily 

explained by Locales. 

L2. Interaction trajectories 

The interactions through the system are 

labour intensive. 

mt1. Acknowledge temporal views, 

dependency and contingency 

mt2. Acknowledge the key aligned 

trajectories 

The issue is that the user has a sense of time 

while moving through the system and is 

developing a series of feelings while this is 

happening. 

 

cracked it and said stuff you (36:10) 

2g 35:00 24 System doesn’t inform about the total travel 

time 

L1. Locale foundations 

The system simply doesn’t provide resources 

assisting with the user’s core activity. 

L2. Interaction trajectories 

The system does not enable the user to 

project into the future easily. 

mt1. Support awareness for the relevant 

trajectories 

The user is not made aware of the cumulative 

‘view’ on the traversals in her trajectory. 

 

2 Cosmetic Total time, I don’t remember seeing 

anywhere. (35:00) 

User attitude 3600: If I was 

really stressed out I would 

have cracked it and said 

“Stuff you” and left it 

behind. 

37:00: I wouldn’t care much 

about the numbers or 

anything like that – I would 

just jump on the first one 

that came (knowledge about 

tram system) 

2 doing 41:45 

52:05 

25 The system doesn’t store information about 

routes for easy availability (where to go and 

where to get off) 

L1. Civic structures 

Given the premise formed in usability 

problem 14, there is not a clear mapping 

among the locale formed by the system and 

the user and that formed by the system and 

the real world. 

mt1. Design for physicality, locality and 

instrumentality 

The issue here is how the system supports a 

trajectory that has a very specific purpose. 

 

2 Severe If I was going for a meeting or something 

like that I’d probably prefer not to worry 

about where I’m gonna get off and stuff. 

(41:45) 

 

40:20 For this particular trip  

I wouldn’t have used this or 

the Melways because I am 

familiar with the area 

2 doing 42:30 26 System uses a pull approach. User seems to 

want to be reminded about things. 

L1. Individual views 

Information was not well mapped onto the 

user’s activity in context. 

L2. Interaction trajectories 

The system’s inability to respond to the 

temporal aspects of the user’s present 

temporal context can be understood through 

interaction trajectories. 

mt1. Support awareness for the relevant 

trajectories 

The user needs support for being made aware 

of particular traversals and transitions along 

her physical trajectory. 

2 Severe I guess I don’t want to stare at this all the 

time because I’d be worried about missing 

my stop. (42:30) 

Like I said before, I don’t remember all the 

stop numbers. 
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2 doing 43:45 27 Device information in general too small, 

specially when trying to switch between 

reading on the device and looking at key 

landmarks (street names) in the real world 

L1. Civic structures 

Given the premise formed in usability 

problem 14, there is not a clear mapping 

among the locale formed by the system and 

the user and that formed by the system and 

the real world. 

mt1. Design for physicality, locality and 

instrumentality 

mt2. Support the social sphere 

The system needed to support interaction in 

real localities and accompany other media 

 

2 Cosmetic I don’t really want to be worried about 

looking back and forth because I get confused 

if I look down at a small screen. (43:45) 

 

2 doing 45:20 

48:20 

28 Directions described at ‘interchange’ are not 

clear.  Information on which tram to board 

next should be included. 

L1. Civic structures 

Given the premise formed in usability 

problem 14, there is not a clear mapping 

among the locale formed by the system and 

the user and that formed by the system and 

the real world. 

mt1. Support the core trajectory and its 

shaping 

mt2. Design for physicality, locality and 

instrumentality 

The issue here is that information is not 

delivered as the physical trajectory unfolds 

but at non-optimal localities. 

2 Severe Which way is stop 5 – is it going that way or 

is it going that way? (45:20) 

I’ve actually already forgotten which tram 

I’m taking from Bourke Street. So okay, yeah 

walk to stop 5 on Bourke Street. Just a few 

extra lines saying catch tram blah blah blah 

till wherever wouldn’t hurt. (48:20) 

 

2 doing 49:15 

49:40 

29 User regards the device as badly affecting 

her social comfort in public space 

1. N/A 

The affective problems emerging from the 

system are simply not described by Locales 

mt1. Acknowledge the key aligned 

trajectories 

In this case, this is the sentimental trajectory. 

mt2. Design for physicality, locality and 

instrumentality 

Design for comfort which involves being in a 

locality. 

 

2 Severe The other thing is if I’m standing by myself I 

really don’t wanna to be standing here going 

yeah yeah yeah – its okay with you guys 

here, because you know what I’m doing but 

on my own holding this little thing. (49:15) 

I would have planned it out and I guess even 

wrote a summary (49:40)  

 

2 doing 49:50 30 Information is too distributed 1. N/A 

Issues concerning information structure and 

distribution are not very well explained by 

Locales. 

L2. Interaction trajectories 

The user cannot leverage past experiences 

through getting access to previous 

information easily. 

mt1. Acknowledge the key aligned 

trajectories 

The key aligned digital trajectory poorly is 

sluggish and the transitions and traversals 

are determined by what the technology can 

2 Cosmetic Rather than having it all in segments 

constantly going back and forth…or even if 

this had a summary. (49:50) 
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do. 

 

3a 

3a 

1:05:55 

1: 06:05 

31 Labeling of verified location for GPS 

position is not clear 

L1. Mutuality 

The user cannot relate the information 

presented to them to their current location 

and work 

mt1. Acknowledge temporal views, 

dependency and contingency 

There is a dependency between what the 

system presents and the world which needs 

to be carefully managed. 

 

2 Severe I thought I was already in Federation Square! 

(1:05:55) 

Well it said Verify Destination and the option 

that I selected was…umm…Federation 

Square, Melbourne and now it’s asking 

me…(1:06:05) 

 

Preference to walk small 

distances. Wouldn’t look up 

if she knows the way 

3c 

4a 

1:13:06 

1:34:40 

32 System information not consistent because 

the nature of the information is dynamic  

System information not dynamic enough (by 

completion of the task info not up-to-date 

anymore)  

L1. Interaction trajectories 

The system does not inform the user about 

how temporal aspects of the interaction are 

changing. 

mt1. Acknowledge temporal views, 

dependency and contingency 

Here the user needs to be made aware of the 

dependency of the system on other things e.g. 

passing time, tram schedules 

2 Severe So, why is it changing all the time? It was 6 

before. I haven’t moved! (1:13:06) 

Is it taking the time from when I first start 

entering the information or does it keep 

updating? (1:34:40) 

Consistent design - one has 

to be careful over indexing 

information 

4a 1:23:26 33 User profile information not stored after 

reset! 

L1. Interaction trajectories 

The user cannot leverage past experiences 

through getting access to previous 

information easily. 

mt1. Acknowledge the key aligned 

trajectories 

mt2. Allow for development 

Practice develop over time – the system 

should support this, along with a sense of 

historicity in the digital trajectory. 

 

2 Cosmetic Remember me! (1:23:26)  

4a 1:22:50 34 User requires a lot of knowledge to use the 

system for the location of places (Places of 

interest) 

L1. N/A 

Individual user knowledge/expertise is not 

well accounted for by Locales 

L2. Locale foundations 

Resources provided are not adequate for 

users’ activities 

L3. Civic structures 

The system does not provide adequate 

infrastructure for the users to make sense of 

the relationships among the different locales 

in use. 

mt1. Acknowledge the key aligned 

trajectories 

mt2. Support the social sphere 

A social sphere has particular practices and 

knowledge which should be leveraged in the 

digital trajectory. 

 

2 Cosmetic Where’s the main entrance of Melbourne 

Uni? (1:22:50) 
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4 doing 1:27:40 35 System doesn’t provide options. Too much 

focused on tram activity and not on user 

activity (user would like to walk) 

L1. Locale foundations 

The focus of resource organisation within a 

pocket of functionality within the system is 

the tram network as opposed to user activity. 

L2. Individual views 

The system did not permit a view on 

information tailored to the user’s activity. 

mt1. Design for physicality, locality and 

instrumentality 

mt2. Support the social sphere 

The system is for people being-in-a-place not 

for trams or tram-drivers. 

2 Severe Is that the one [the tram] in the system? 

No it’s 16. But I’ll jump on it anyway. 

(1:27:40) 

 

4 doing 1:30:14 36 System doesn’t provide enough  general 

information on tram routes 

L1. Locale foundations 

The nature of the resources provided by the 

system is often too specific and not generic 

enough. 

L2. Civic structures 

Sometimes the system was too focused on 

particular information relevant to user 

activity so that general information relevant 

to another locale could not be viewed. 

mt1. Support awareness for the relevant 

trajectories 

Here the need is to support making visible 

relevant possible physical trajectories 

through the world. 

 

2 Severe It would have been nice if I had, can’t 

remember whether it did, a list of all the 

different tram routes that would take one 

down Swanston Street. (1:30:14) 

 

 


