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This paper pnesents the fihdnngs ofapiiot project done for the 0ffice N
Research Group, The purpose of the project was to learn sonethinn abnut cr-

- rent infornation transihission procedure in offices Han;er; purpose of ‘the
,‘ © group 1stotransiate some of these procedu toconputer pronrans for
* . dotng office work. Rather than Took. at office tasks and docunent- based in-.

, fonnation s sone nenbers, of the group had aireadydone, 1 decided tolook -

At infomatlnn nedmn offlce workers may take for arante , the matura)

- comversations that are 2 bacquound featurjf the office nvirornrent

» periences of Peace Corps vorkers and other "deveiopnent"

. Ay widespread technoiogicai change, suth as the deveioimﬂt of comr

* . puterized: office information systens represents. hrings th it the irkeii- .
.- hood of sone change fn the soctal enviroment i vhich s impienented '

Sich 1arge-scaie chanoes vork e the don' dfsrupt.or gestroy features

of social life that are 1npnrtant to the peopie affected Ey them, Ex-
nolenenters in”

: traditionai societies have shown that iti oecessary to pay attention to :
* the wider sociai and cuiturpi context of P cticai economic actrvnty in in-

_ trpducnng new systens. to s e vhat the oid nethods rneant to people and did

for thens In some cases these neanings and f\unctions were Rore. important
o the pecple affected thanseer ECONITi{C gar * Reports of disruptions L

" created by the instaiiation of sone of -the recent *vord- processnnn systens ,‘

b
“in our onmcountry Tead to the sane’ conciusnon \ superficiai expianatidn of . -;,

Ny this feiicitous failure of word- processing ight hethat wile the funda-

| E MC NTOFFICIAL NATIONAL Lngsmyreo_e S0 THE EDUCA'HQNALRESOU,R&ES R
) iUCATlON POSITI?N QR L'C 1"“"." ‘ . |NFORMATI°N CENTER (ERIIC)-" . “ . .' .

.

- mental actihity of ) nffrce fs: rational" (this i \a featule of Neber's . ', '
definition of hureaucracy, Gerth hhiiis. 1946 77)\the office envnronnent .,
as 2 vhnie cannot be thordughly ratf onahzed ’
In addition to being a task environnent. an office is s a Sociai
. envirorcnent foice work is different fron production in that 1te ontput
R infonnation infornation\ depends for its effectiveness on connumcatmn. ‘
- The suggestion behind this paper is that there are severai dnnensvons to

Lo S \\\'-”‘« ,n
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‘\" 0"“ cootect 15 thEb!St . ;" v ."ossistededivisooo reoogeraodasman techndoel steff The enelysds of
JRis the case, rth!ﬂ it be - o ‘the data s essentally dnterortive pracedure nvolving o, Search for what
T telked aht. - Som stricti! ohservations vere made bt dre not dise
L RERENTY *cussed in this paper, The seorch for topes ‘yie\ded, among other things,
.- ' “* o " SN - V—-‘j _theoeteriel discussed inthe. peper. which seened to duo/ 1|ooed1ote aten-
| STt becase of fts rather sbrious usefulnes in coobinetdon ih the trans
- ey of its operetioo That s, anyone . see the use.of the informa-
“tion once it exdstencerspointed out, but 1fyouwere 0 ask peoole vt

'ﬂwm*nmﬂim 1t 15 necesar TN atwbasicmhodsfor ! ,theytelkedebwtthotdoy. they would ever ention the sl topicsthot

o 1oporteot torake sure theoee ) 1rp1eoeoted s’oe's-topreserve_' ‘ .‘-‘.\['

 transating fnfomation: writing and mki'. 4 Tare .further suodivt- SO et they enguge 0 fuquemy The "mthod" mp]a;,d then, 15 o
o st corresponding tothemose,fm;“}x. coupexity. semntic novelty. : - decribe everydy ctivity, tryfng ot o tae the e thins for panted
© 1t of the commiative it 1 uesong 8 QWW ettt actors &, The oroonizatron o the aper betrays ths apronch
se et diferncs fnthe degee of 1 plity or P""""‘M antat © oL of vorking backard from aents rather thn fonar fon  tery. It..
. (structure) provided by such titferent ﬂ edfe os foms, etters 8 e of n eploetion ther an epitiin,
s o it o ofrce d;} o ol gt for ot b f e et que s to 8 ht s iF-
‘differeocesrin the use of T et dmthetreditdooel stuly of "hmen relations" i the work setting.

ol A leestooeupdrdcoI stdy hEE
) Aportdcolor verbol oeddo (fomol leetdng. cosue1 Bncounter, teIephooe) X

W corting to. diuosdoos Tike te purpuse, gy, coplexity m directdon
. olity of the csuication (Loghborough- Consultants, 1975).. '

o e could e these ediun differsces fmtvoperspeotdves e |
1) they are umectssay comention] tifucts gl coomnicotdog taks L
e potentdeﬂy reducible to2 single oediuo if that eedduo is designed oo '

~ perfom the 'oecessory cooumicetive tasks an ofﬂoe has; 2) the differ-

" Genenally speeking. the stuly of ntstria relations has fllded the el

. and bugane 1nfonret1oo that reking peop]e happy &t wrk 1ncreases productwity |

'Thetentet‘rve findings of this stud ae that oe of the vy peple Find, |

“ of naking tmselves hoppy at work, talking toeechother. fs {tself a_fom fom
of groduction This- case has been made fn the pest for "intellectual

workpleces. bt ot generelly for. bustness offices. The other min pornt

- the desceiptin vlels is that the soctal pature of comersatton, its %

S éM!S in oedh reﬂect Nﬂ] o'ifferencos in SOWE. fumtdon. flexdbﬂity md ) ."" : ‘, ' .face.to.face PNDE\'ty. emid@g ) !!njgue mﬂum thlt 15 1"“9!'&] to the
o .strocture of 1nfomtdon. and tpse differeot needs shoe1d be eclmouledged o cootent *3nd generetes it. ‘ - ;l o
i desigor fat nfmtin st gt 1y e seont v i ") P 1

" smth\ thdt not In mlmmﬂm m.KS ﬂ“d mmpﬁﬂtﬂy be taken Om' ' . sbcm Re];tims ln‘d lnfomﬂon‘thanm]s.

ty th eletronic nedln oemseafoarticularoropemes of certain kdnds o ‘ |
- of fomationap coommicotdoo oetivdﬂes. Bea ol ted for 3 P”“ S Before mking e recordings of office conversetions i hypothesrzed n

- “project on spokgn comunication, ‘WWC@ S“W 'M sore f these por- - that verbol comunications: ) would foeﬂitete ongeing exchenoes tht vere

tiedlar proerties Ty be, \\*“CU!M‘ ddscussbe?ou | S t ooplex either oechnicoﬂy o 1nteroersono1ly. 2) wld foster a'sense of1 '

- The data consist of tnﬂscﬂpﬁ o ntnl eonversetooos eolleced y - oterpersont) comntoent and camunity; 3] and uouldbeﬂexrble b

© o ape recarding o an 0ff1€e Sftﬁﬂ9~ W!W 1oeotion ws e recorded, "purpose. fi., that face-ti-face contacts enble particiounts:to shift o
fora totaI of stx hours on b0 tifferen, &JS Th! Tocation chosen WS 4 T utﬂdterden th2 personal mode and to "fell. out" the aropriate-

\foCletﬁnSim activity for aanhapod 5!“10" of Ty Wth fndiid- . s of topes & they g0 tlong. - This ol e thet infvidusls could e

""uol ofﬁcesoo it It WS the min work bese of an executwe secetary o L r"ﬂ"‘,ogreater choice of mteractwe mode- 25 heteen tske oroented and iner-
A S persone1 -4 verbi] coomunicasron. especmfrfoce-to-fece. then they woudd o

N fn other medie uhich tend to corrnt the uSer to 2 oavgicular Hnd of notwe

i
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iiritten oedia in-the office setting geheraiiy are not’ieonversationai in -
this sense; as efficiency. coherence n tne saiiencn of specific direc-

- [tives are supeeed o be dstterat o the ettt that 'oureaucratese
't dnterfere, The pilot. proiect datn did pnovide support 10 8t ieast

v

——-—vasn'tantioipated | ‘: f .l. .

sl velapig b et s, Tt I, e e
L activity couid be performing functions on tvo different ieveis. one util-

" ftarian and one interpersonai For ihstance. an erly’ study (Davis, 1953)

, s exchanged L] fom of ;nterpersonai activt
B rehuired for thi-wrk, thigherk canacts. faciiitated it and 102 genera)

one of the ciains. bvt they also reveaifed ) vse for: verhai covoiunication that ©

)

Another vay of Tooking at the 1 mtion sys ‘,of an office fs to
see, {t a5 2 506l systen which serves the organization and the peopie fn

shoved that certain staff peopie were key transnitters of grapevine ine

‘. formation because,their Jobs vequired then to walk around and nake contact
With people i other departpents.  Tis activity Tegitinized 2 “fiction which
* agked form recognition but vhich in fact an be osefui 0 the work of an

organization. Presimoiy the grapevine info tion. aithoogh office-related.
Nﬁtx_ I s ot sonethtng -

L wy it my uitineteiy have served the work. (lnterestingiy enaugh, the

© . rewarding and phovideasecondary notivation for vorking Fvnain. it my

. comunications, and i fact oy already be parts of prOgIans.

-~ used fairly perswsively to show that maintaining merale 5 2 eritieal

B that what appears to'be a prirardly inoerpersonai event vitinin the office
 my strve as the conext for tranatssiowof 2 qod dal of wrkelated

infornation 2 Part of the discussion in this paper will be about 2 par- |
ticoian property of the verbal pediun, A future instaiinent w11 discuss

" the structures of partieular Kinds of talking attivities fn the office...

Some 0f these structures might be icpienented i1 on-ine systens for office

A

Kre formlly, fuctiona] anaiysis (Bales, 1951, for example) has- been

Mfunction® n task groops In other words, these social convnumcations '

peopie in offices naieoay not bejust accidentaiiy usefu], they may be

necessary to thetr perfonning atall; Te notion of grouo or system .

) Sane study showed that the personnei in question dtd not transmit office ; ,‘
| reiated information during et extracurricuiar contacts ‘with coworkers, . 4
*but this doesn't seen miversally typical.) hgain. ‘people can make use of _ . :
task activittes to create and mintain relationships that e personaiiy '

fmctions appiies 1] the problens of vork settings na reiated but siight
ly different Wy than the fornai infomal dsdjnction in conrnonn'fat‘ion chan |
- el nentioned. above, Thig. s ot the place to dlscuss in detai! the thep

retical assumptions behind such findings. Briefiy. the fdea 15 that tasks

that are practicaiiy necessary {mpose on‘peaple "strains hihiCh thei have.

1o be reieased" through nvorai -maintaining functions dnbodi.od in particiiiar

. kiuds of wtivities, beiiefs ang roles. - Without accepting this asadefin' |
- tive statenent about huan groups. we can accent infuitf veiy at lesst. N
extrapoiation of this o the effect that Jobs’ that iack an intrinsic interest' |

' (noney aside) Y require another level of invoivernent 4] iceen pecole per .
forming then, The sane notion might apply to the mere fact wg peooie f

' gathered in one piace regularly! in order to ivke being together. they need

“to have sone "content” to their o.‘eiatronships above andgeyond that provid
ed by the bare facts of: copresence and cowerking. Fvnaiiy. even tasks that

b have what we recognvze E "intrinsic" interest are freqoentiy accon- .

thateit

- panted byagood deal of inﬁaction the vorh done in research iabs and o
.uoiversity deprtents, for exaple. I shorty it seeg riwale thsy L
' that vhenvetaik about vock" e are also taihinq about sociai reiattons. -

iand'iveare probahiy tlking about sone kind of vnterdependtn&:e s ihter-fl '
o dependence appeared to shov w on 2 icro level in ‘ehepiotip{rot!t data,

Mhat this ans. for the. fnplenentation of new offvce infomet‘ion systeno is
it be possvbie to separate tasks ffon reiationsih ps acress the
board, because reiationships may have outcones tit are ancipgovs 10 those...

of tasks (1.e. : , "productive’ outines) but hich rey n 2 prpcess that ol

et the ieost excessively costly for an artificvai nediin. i duoiigate

“Biftse infonne'tion.j. P SR S

" (ne new conception of verba comunicaty on that came out of the pv lot

. project ws that it provides for the existence of what | Wil qall 3 difs

- fuse in‘fopnation systen "This systen comlenents the’ systen of specific
R vnfonnatvon that gets: fonnaiiy recorded. Thedistvnction betveen diffuse -

- and spectie inforroation systems 1s one. that migh be usefui in differen-

tiating the approoriate dorains of . verbal and eJectronvc conmmcations
oedta. Al though- there are other considerations that have aiready been

o nentioned and that W be eiaborated iater on.



- systoo ond other incioeotoi paiterns thit cane bp ioj
ysisiof ooturol iy-occurriog office cooucrsotioos,
M Mastrte ﬂoecoorcrsrtioos wre coiiected i

" Gty fr e bl el 1 o oo 1

 Hnes ring it e eession vhen not picked up by the prin

‘ _,otosk specific {nformation sought unchgivco. A secretary 158

Lt of ithse fonatinabu e office,

ioforsu'cioo ‘
oreainary. amal-

f% artiula p’o& 20t
‘ ioe‘orrcri'/oosr 3

L1 trytodescrihetheoperotim o e or '

tengive — (she fmows 3 10t about the place) and j ‘

noy m her. office 1s {n'a Rty corner, being 'drosed from the a1l
bya piaoter. n ooiihoxes. files and seseroi kinds oi;hinting dcvices .

fcding o comuter sl e Tocatd there, b ' of telehore
‘ poi e,

0 Py

One of the first ohservotioos to strike 2 person ol
e meotioo to office thlk fs the vohne of Mrival G
i

sems %2 bockgrou\d octivity 1o the purposive work ins ! tioos n
iy the oe

studfed 15 & nejor focus of this fiou of trvia, ik fs 998

"I Telting the "pupese’ ofuooyofthecooneots oohw‘,,
recorded, | uode frequent use of' cotegories ke 'housekecpi‘pg,' "o

" viroment," “situation,” vith subcategories such 3 persooeit“iteo.

o
W

equipoeot. The secretary 3 is Tike an.office weather or. troffic bureau

" ch s contimialy mdtartng where peple ar, Were it are, Vhat the

inventory of ftess and oquipuot 15, hor other people, are L worh-uise
uod persoooiiy. oo, fd frm the duy to-doy onitaring she possesses

los yell, an. inforsal history of ftms, evens, ad peple wich shc an

i Pp— L L .

dcscrihed.too'trivioi"toberccorded on paper, iiiéd L isalo .
toovoiuoioous It would uoke Tittle. sense to keed eithero oaper oran "

electronic fiie on it for this redson, and for the reason that its utiiity

! gins o
;Htarythot |

P S

s
r‘r "ﬂ' .

is an unkiom quartity &t the tie of s inllecton, 12 s staed in the
brain, -mt purposiveiybutcasuaiiy. siaply becaust it 15 perceled. and has -

. .,
sone (perhags mon-spectfic] cognitive reiotiooship toall the other bits

be "iged" 112 oractica1 wy but it 15 meh tronsmitted el
of "hat's going on righc ] aroun
et et

.

e inforgation thet are floating wrond the pioce. I oy or By mbewer '
esoreadiog R

dhere o of 'h‘hioos ! recoii that reiote

v

‘ Person Locohion

For instaoce. it is oot ] specific description of 2 secretorps iob

: ihot she knoo uhere pecple are at any 9iven tine, nor does she generally
-keep 3 written log of all such infomotioo Yot 6 wes cootiouaiiﬂxing'.‘

asked vhere people were. Mg she wuld provide an answer either from .

“specific {nformation-left with her by the person dsedabout, frem oh-

servation in possing. o froo cordecture based on what’ she koeu of the
persools hobits o other portiol information. In three-omi-e <half hours

| cerriedche foiiouing "person locstion™ iofomotion or oduice.. ‘

i. exploinedtooe everyhodysout. 1 topiog Toidoeuhere threeu |

or four princiooi peple were,

be sure of peopie ) ploos. i.e., cin't cohfideotiy predict uhere they

" WiTT bevhen, Her explanation s tht ot s ory writtsn ooies 6

n infomtioo base, ihich she ioforruiiy cvo]uotcs s ioodeouote
T {mre iotcroo this), -

T3 ) dvise ooother secretorvtoget help fmocertoirr iodividuei

on 2 mechanfcal task, b) qave directioos t0 his offr’ce, uod o) suqoested
an uitcmote pioce to Yook n case e uosnttherc L

‘4u ’ resesbered the istory and-found the addrass of an outside person e "

rincipoi wnted to send mil t6.

et o el o1 plct iodiviriual inte rorcrusrnq '. L

deportucot for future reference in orderiog iters
-, Inforned another secretary of the nane oori role of an indiuiduoi .

i purchosiog

7. answered the phone and nformed the coiier that M port,v WS m, ’

aooounced the coii and conjectured to the coiiee ohout che nature of .
el or caiier (*sounds Tike be 1s )

5. asted 2 principe! uherehewou‘idbefortheoftemooo S
g, in the process of dealing vith & conplaint about telephone extensions. o

" sought to establish where 2 group of individuals would be penooneotiy
bsed, o )

0w osked uhetheracercarn iodividuai uos in his office, comectured

 an angwer hased on known habits nd encouroged the eskerto knock on .‘

- e

his party $ door

-y

'

_2. comented she is *out of touch“duetohavinghesnouoy ond sochnt L



: r S oL
o .One vy of understanding peopie ¢ wrientation b theireveryday uorld is 0
B ohserve their reaction to unexpeqted variutinns (Garfinke] 1967) [T
s huving been on vuéation provides such an occasiun..nne uuite t0 the point.

‘.,-ll. ususlred the unembuuts of the: utner secretary, :onjectured answer, ,"_ |
‘-12'.” unswerrdupnnnecuil furaprincipal fnfored the celler e s CRR

_ inaneeting. gave advice on holt o reach the caliee after five gave Do
o aitemtte teiephouewbers o ! She finds she dobs nat have her usual orisp, of the stale-of-affairs, ad 4
0 ansuered the phme, infomd tiie aller gm the calieewas at, tuok v " the resson e gives is that her. ! infurnutiun ~gathering habnts weren't
2 nessage, SRR 'r”‘ . S 'nperativeunthe fnfomation she is trying to transait, She exnresses P
4, . S askgd' if 2 certain 1,,41,}1@ was in cmjectured the ansuer . o folk sense nf the apprdprnate nudiun (short-tern nenory aided by notes and ,
frm. recentmry N o, T el transnission) for the kindofnnfomutiun she daals in when she
'.15. ansneredthephune, infomd the calier gf Smoneswllereabouts. © " says she's mot reaiiy sire about what the out uftuunpeople e donnq or |
advised i hoi to reac) his nrty. e - _ ‘ ‘ . when they'iibeback because uil she.has to.go on are written MESSages. v

She eens to fee! thut the screen prnvided by written nessages is too coarse - 'r
for an accurate picture. she- unuid be nore sure of the picture if she had
v e present herseifto bedr peupie state their plans. Hereshuu she , "f

16. answered the phnne‘ fnformed the caller that te person caled ws
* ina peeting, discussed 2 natter. referred thestaller to the next iy,
17 ‘iuoked wa particuiar perstn's office nuber for someone else, -

o advised bov to reaai\giving dotai led directions o B puts it (plesse note how much cnnJectunng she dnesi _ o
18, nvered the’ phone, informed that callee s out of toun. and wen d Niright,let'me tell you-- Honduy. Monday now, You see, I've got:
expected back;took a nessage, found out where the uiier couid be reached o Took at this- bécause | wrote lut of stuff dnwn. looks Tike-
advised him uhen he could reach the callee, . ' , - o nybuss it sys he m _lattend sunething down {n LA on "onday iieil
N '19 WS infomd of soneone’s expected mmte rihereabouts g unybody ; i ":‘-‘ +1 0l 0 to ask if he wanted té t teke plane reservattuns for hin.
needstngetholdufne. ';;-?*' oot R Lr ‘ .o togodwniionduy, becausesofarlhaventheard Soits
S R st that B4, it e ek Ny, bt Dl e, Lk,
T dore then amone it the office, € {5 keding tackof here people. " Lould sty thet this Tesay, ot Wl e bk, '
are wen, Conseqpently, people cone £ her for. fnformtion on others” 5 Twon't be able tole hre on Tesca. |
- whereabouts, and she voiunteers infomation of the sane kind, Anunberuf ' '
the fnstances above (#'s 1, 2355 $I215,)7 J18) show 6 trying to help N G See,. 0K nybosss boss cones back starting next neek 50 that theres
. soneone prforn a tas (fnluging tht of mking iture contact) by informe - 0o oy e s o stay o fr that, There i““‘et“‘g
 ing o asking abot an fodividual’s ermanent or temporry whereabouts. . "°“d‘-v that it sys ey atten ere. '
Penpiealsoteii heruheretnay'iibe knuuingshewilibeaskedbyanyune Lo S
sho ooks for then o alls in, G also predicts enviromental conditions B "‘Yl uttend‘ne_réi S
fbasednnherknwledgenfpedplesuiiereabuuts For instance, 10 41, she o o o .
.te]]smshg expectsaquietdaybecause severa) peopleare ot of ton, ! : 6: Yo, down in ET Sequndo, -Y'know, it's funny, [ Sort uf--iﬁt--w-ﬂ. '
L | . . of telling, y'inow, who's going t'be here in the o ks e
‘Coilect,ing Diffuse [nfmﬁon‘ Lt .-‘ | a o -*-:beéngone because I‘-I'hav'un"t heard what: their plans ve bden', oo,
. St L't o hether what's n the calenar fs a1} tht' hapoening .

Since the wole where-peuple-are picture is nfora] and consists of ',°"' hether there’s nore that justengn’t written dom. -+

sl dispersedinputS. aﬂdlSllloﬁoverinmanycasesvariab]efmmmnt S S
' tn-mnt7n informal cnnnunicating ad storing uedimnaybeappropmte '
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)

E llsually (S sudu ! near suetlrlng 1 rrrlte lt " ny calendar

© because’ with y_uury. tlere's o wy'1'n gonha renenber. ol

B f_spuc it dom, But T sure that J. [replacesent] rote oot
© . ever they told her. bt because she s sort of teupurary they

T }uuy ot 've tuld ler evwhlnu. 'kr«

. \
.

G has sald that she uses un'ltlng ) nemry ald but apparently B

l) \ants 10 have access '] the pEjrary data--peuple dscussing their -
. langeefore he fels are of the iofomation; 2) sees o think of
< perself s a e Tiely reclpleut for the ) information e o b
. partl lar status there & ewared tu J's temporary status She seems t0
- ‘u» be {eplying JD stages of screening or lnterpretatlun having been perfurned

Ra o the a2
forsti to gt & 1) e umthel'nfnmtlnnassne g

lhat

fore it reacned der: l) the prlnclpals i question selocteq <

stuud ft On the other haud Ellerself.ohad she been there 1) maht have

been
e
."'f‘saus

upﬁlurgnsenml) o

told more; 2) nlght have plc.

(lm trylng % recunstruct here

0 PN

Dlreet access 't the full detalls uf

trunsnltted o her and collected in pesslng fs perhaps n essentlal

. property of ' ity 25 an infomation aedion of the kind 1 trylng '

-t descrlbe She collects detatls partly purposluely and partly at rendw.
* 1., without having 2 clear-cat plan fur using then; and then.she pulls

" then

ot a5t occasions. all thes to ind. lnutner e she makes of this random -

- K inforshtion s to construct pusslbllltles fruu it. Inmny of tllepersun- .

* locating passages cited

sbove, 6 conjectures. abuut Soneoie's locatlun frow”

: clues ‘picked up senl-tonsclwsly or 0 passlng For 1nscancethefollou1ng

NSWR

Vo

= corner-= think. by hisself (inaudible] unless sunebudy went 1n
, lthatldldntnutlce ' e

RS he lpl [standlnp fn frunt pf suueune $ uour]

G llhn I‘lhlnk heuas slttlng ln the bean g chalr orer 1n the

w n[lnocks] ll'uesn'tausuer;. R

RO ‘

R s fust upen“tnedour'?-".’; R

ip elevant nfureatio withot ey

el s )t s el it ey

presuppositions thatherstete- L p;.-.puh; t_hey,c"dbeduunstalrs.‘. .' .

o a2 uunu,‘."elpllcmyf R

' G' He's there?

In several Gases (mcludinu the foregulng une) 6 gives advuce frnn

cunjectures or Suggests ullemate plans of action for lucatiug peuple

based on her knuuledge of their nahnts e

g e AR dom o his offnce Mayhe hecnhelpyuu [re .‘ -
-"":,suremrktubednne’ | e T

R T

| l‘{:.‘leah, one. tun, 1 thunk the thfrd for don.
B ';F: 1 figure.ylcnuu, i1 cantfrnd i, 1tsallriuht. tuo

& -(lh i theyrenut up nerq. they nlghtbeudoan (naldlble)

o T 5

v

Joother frstame tln‘e‘sane vein $ows § ,cuunentlﬁ'*gun e o conedtring

s L

R usrllrntner S S

G llh, ulth lns door shut, he nightbe Tne l»‘n never- qulte sure.

n: . [duor "s‘q'ueals] rup!--‘

llere "door shut' seens ) be 2 uossnble clue, o else 1t nasls the '

.' -evldence FR‘s actual upsu‘bnllty lote thatﬁflmshes W the lnteractlon .

by repeatinu Back in. questnor form the lnfonnatiun R gathers that iR is el& 4
1n fact there.' 6 thus has st ral uays uf arrlvmu atan answer that wlll Y

ur nay not e cunplete. 3 | l‘pcntatuun‘pf':flrst -hant or secund had nnfurnatnon.

.‘,ih* ". ! g
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4) knwlﬂlse ofthehabitseof lndlvlduals fm past Observatlun. 5) ol : R plece of equapnent wald provoke “The pover failure ws another
B ',appralsal of cues prestnably also fron past lnfomatlon 0l $he also has ' , % ¥ - fortuitous stanulusl ‘ ‘
incldental partaal lnfomtlon. such as havlng seen soneone walk downthe ,',2 Sonecmnents are made about the shortae of nall boxes. new ones B
: -;hall ln 2 given dlrectlon S ‘ S . e suggested, and § states therg fs no nore roos for then This - =
‘ ‘ v : ' ‘:. '7'_: ’-"-\ provokesajoke thatanewhlre shouldbecancelled because theres k
| "Ciinala_t'lye Infomatlm,‘v SR T roan-for s aail bor Gexplalns plas for an "archive L in -
e LA S '- Ut loatton, - S o
| , n addltlontolocatlng pcople.Gperforns Sfl’lﬂ" lﬂfOHMth" - . "3. 6 talks with anather secretary about color coplers History of, " v
- processing operatlonsonlteshs Byslnllarlnean she ollectsall o , nishaps with--in the nnddle ofamore personol conversataon The Tink '
' avallable lnfonnatlon In the recorded conversations she both ellclted R - betweeh the personal conversation and color coplers W whatFwas -
’ i’ proyided detalled lnfomatlononltems and thelrhlstones prorldang ‘ } carrying/about to-6o." ’ L ' : -
" {nfornation beang evidence of having collected lnfonnation aarlier.’ l‘he T R 4.“‘r Inthe process ‘of doing ang correctlng some typlnu aork Gand
- lnfornatlononlteos Tike thatonpeoplesuhereabouts is not necessarlly R aprancapal dlscuss the relative merats of snupakang V8. Scraping wath
| or Tt yet *forta]” 1nfornatlon,oae it is probably not docuanented o L araor for typtng correl:ttons ' oL
‘ ._.requlred\fora,form However. it couldat Some polntbeseen 2 relevant oo 5 Gandaroatl persondascasssomethtng she put in the "out” box
. for docenting. This kand of anfornataon like offhand coments ot . ': She asks about the stiis of mai sent ("Dldyou send the stuff dowr?'), .
l‘pmcedures. WWN]WM after & maber of fnstances has somlated, Lo asks foranaal task o be done, explains hy she is making the reqest,
R 'S after 2 rber of people voice the Sane. observatlon Mskindof .. .t 6", 6 explains uhy she 1 carryang so.much copy paper there were |
' ,.infonoatlon in general and perhaps especaally person lnfonoatlorr, has 4 < {0t R only three packages overahornnal Toad Teft i the supply Toon, S0
'-_‘l*‘mghnaortalltyrate\it veryqulqkly changesorbecones lrrelevant Sme of ‘ R shesbrlngang all there'were to the' cooaerroon Shealso explains. her R
“".lt however,naycorrespondtofornal oroanlzataon chart anfonoataon llr, EEVEN . route from the stock Yo to the copfer. room, which is not the ordanary
. “‘agaln, it might becone. partof an lndlvldual's attendance o Wk pattern ,;/' . A route.a non-foutine actlvlty going on in the bualdanu '
L 'history if dlagnostlc attentlon fs ever called to 1t At sone point 2 - ‘\i' 7 Gaslcsaprlnclpal‘jput vhere to file certaan infomation, -
L Mtrend® my be percedved or a Hhreskhold reached which rhakes cohesave hlts : ~ indirectly suggest ing 3 ew. file category. be made. Both review the
o of 1nformtlon that were foraherlftrlvlal o lsolated c o ‘, . exastangheadlngs and be rales up 2 new one, lheyjoke ot the
- o PR o IR :.‘;"‘ - o ateh all nature of the newly created category and compare it to.
¢ ltems andProcedures;.. o . r g S . L]0 of then® (the files) and “ayerything 0] ever did." -
. 8 o e 0 o ,-._‘8} Afterapower failure has ocdurred, and current cuheshackon 6
During the, three-and-a-talf hour taplngsesslons. the fulloanng Chw et ‘, is heard on the phone conmentlngonthe probable state of Soneone's
. remarks about equlpmentand procedures were recorded:.’ I | equpmt ishes then Tuck, S
Lo a) Sommone asks abut-a'chage lnGsenuiwent She exhlalns R L G calls purchasing to inquire about file folders for A, another
. in reagonably full detat} (fOHWPEPSOH) the *1”"9 changes that were ; .-j‘ T secretary She then gavesAafull history of the stocking of that
"nadel her office equlpnent. step byestep. * ‘ : T T kindof folder. projects the Tikelihood of gettang sone, and plans to
\ b; The sne person then asts her aboutthatape vairder,ad et som for handheself if they e Tocated, ke about e <
.‘-'she explaansvhyltsthere (llote several entries dea With, te r\ o B ayaalabrllty of needed resources. e |
S tae rcaten, i £ artlflc1ally intreduce ino the setin, e ‘to. Gcalls swecre to:find out if the ysten s stlll on fn e
e padding the upter of enties. But the rectios and ex- B l ' et failure.” Coments on the tye of evet it is,. doesntknou what
| "p_-,“planataon robably conslstent wtth those any strange ohJector o | to expect, conjectures state of affah-s . :

B g




s e 0 R oer grerata, ) ey i a1 o

need a boxof mtches for energncy Tighting--coment o ighting sttt

i graghics Tab: totally da f 2 pver il ("Tey tid we
L thing lnthat graphics Tab they shouidna dne. . ').c)noelaerqency

.'\nf

i,

‘llghtang donmstatrs. d) smmeone was working "inside" electronic equipr .
: ent uhenthepouerm haclr s ¢) someane losttnodays wrk uhen

thepouermtoff et
- Someone cones to register 2 ;oaplalnt ulth ] about the. lnefflclency

of the telephone set-up they»have‘ resulttm in plans for G to req- :

v ulsition a separate | Tine that docsn‘t atoeatically trarcfer after .
o three.rlngsandanlrotmntthathasalwdbell N f B
. :_‘]4. ' |
o G ghes.a Hstary of tor xperence with on e equtpent: ber tnlolns. s
B -type of equlpi.nt she Bas wrked on, problees and frustratl o with, "

: 'raulusmtto. EEIERY oo

S8 coolooots thst her teruinal {5 not on yet. ! ask questions.

- Somegne asks ahont the tape recorder, genaral dlscusslon of betng

‘;tape reesrded,

. Basks soneone rhether he retrteved 2 lost food cootainer l'ney

i ik aht the probln of Yol eing issig reqlarly from e v - ¢
L frlgerator. 6. provldes analogous lncldent from the’ past. Other person ,
1 gives A detatls of te theft {stoever 1t s takes some of the food
i the 't ev reuap-the rest, S0 that gt s o).

- ftells a caller ahout the telephone equtpunt problens nentloned

saoeoneasas if the central cmtsl‘*survlved the pum foflore;

(1 6 st with ot o e e hasheendolng. =3
* computer ot respndiog. X

. Smeoneaslos about. thetapenecorder. - ; , " ‘
Smone tellsGabwtuurk lost because of the po\aer failure. b

tris 40° flnd out the raason for the pouer ‘failure. fatrly persostently o

| ) :‘as the person conttnues t elaborate on the nature of the work lost

Scalls occountlng to check onthe posslble dupllcatton of her.‘ E
.' vacation pay, qoes through n elaborate. description of recent pay )
“ schedule ta ascertaln lf everythlng is proceeding nornaally

T e dhscs + Joke about the pover failure: Procedurs] w .
. .1nventory advlce cand be: deduced from the dlscussloo 3) the place

. o

o et

s lnteractlvelontext.' o

’

ﬁathernng and dnssemnatmo randon bits of: lnfonnation llke these o

5] above) between G and another secretary was sandulehed nto 2 conversatlon .

. nrhich began with ' vagation 2 s topicy proceeded through vacattons in

general plans for Ehrastoas. visiting fam{es, then shifted to the ex-

‘ 'change o e quoted about color coplers. which gave Wy to the other yoan's:
- physical condition and the reason for it her tew boyfriend, what.he s
: ooking for dinner that nlph the novelty pf the ishy and concluded onth

B § wlshes that the other have a gtlod tlne o

G Areyoutryang o copy o stuff?
R Yup

.lF lloIvegot-cards--thatlve beenuslpq. .
G ands, Yo

‘ ,"F' //(lhaudible) l, gave re; labels. just--and she uantcd e o talk to ;'

i
. O}and see if 1 ould i 'eh n the--tolor-copyen :
& thy. ire they colored’ :

R uean. Y mide then,

6 (portly slnultoneously) Sonehody .soolor--th yeah those rloht

V‘F ~ lhtch it burned up the naghine or sonething the last tine. .

e did, the last tlne.lrenerher Something Tikes=

F: ldldntknpw anything about it, bt thatswhat she said:
leah. I, resenber when they tried to fun then aoaln, and forsone
“reason it, jaomed. or did something, - :

(lnaudlble)
‘G Seeif FR's down in his offloe Haybehe can helo sou. [This~

s thetsane event 2 33 in the set of person locatlno events ]

Thls ray’ K 3 : )
leah. one, tw,. [ thtnk the thtrd ooor doam.

Oh if they're not W here, they might be doun (maudlblel
+ Yeah, they ¢'d he doumstanrs o p ,
leoh.l

F
R .
. prgured, 'know, 1flcantflnd im, 1t's allright, too:
o
f
b

"'ts L

48
Al

o

. listed ohove ooy occur i many eontexts ne of our ouesttons n doing the

3 .jstudy had to do with the. extent o structure of the relntlonshlp between '
- persom! and offnce-related conuersatlons The exchonge cited belou (iten - -



Fe Fkneu t WS cuiing.FR (inaudibie) Ohueii
"d:if‘uid you sk him about the color cooieri
o -F:“ ;‘notattlietine ' . S

. "'G: " Cause sepody said they--h K2, naybe that N iast ueek she .
. cane ove nneither color copfer-as wp. ‘
B (shight iaugh) S
& But.yknou, I don't knor ndiy-it doesntniean theyrehroken. it
. aghtes E
. (siight overlap) Yeah. -
" They have eudoun- ‘
..'Or -Soin’ sdoethingto "W, . o

‘(sinuitaneousiy) For oter reasons.yhnow, . 7
- I'n tired. S
(nly the begin oftheueeit.F.,l'," .

! lnow, | haveth recouped, Last night I was.out iate. too, §0-~.
I'n recouped I went toded eariy Sunday night whed | got hone
‘ (inaudibie) 2 friend who is keeping me‘much to0 busy.

, [etc. -they g0 o to deveiop another conversation]

ihe point.of citing this passage at Tength is to shou that detafled

.i iten histordes my oceur o, the cantext of the genera] conditions .

activities of peopie and things in the: envirounent, 2 very open franeuork

The history ney be generated by what. sees to: be 2 comon tendency to start
with 2 coment on 2 present state of affairs, refer hack to the past. for

n explanation of that, and to profect future possibiiities This pattern

will be discussed another paper under the heading of conversationai types‘ :

. a structures.

D iispart of & personai' nversation betxeensand Fy the foiiouing
potentiaiiy useful office infomtion could be gleaned: i) Fis oing to '_
try to copy-something, 2] nto cands. Apparently Tabels are other pose:.

i sible nedium, 3):She 1s going to cdlor copy: 4) Mis s beoause ‘the itenis- ; '

to be: copied are colored. 5} Y ‘inade" "' (the things to be- copied)

) The e copler. "humed up" the "last ﬁ"‘e . siffered sme serfos

. "naifunction in the. past. connectedinth the same project. T)Shas the sane“,-:- ‘
* information. 8] F's' infopnation fs secondehand. -9) The nachine jananed on-
2 second attenmt. 10) FRnaybeabietoheipF(presupposition he knoas

. stmething about the color copner) m, i office is‘three doars o from.

S i st u. e ke donnstairs (presupposition nte”

t ‘ ‘n L " . . . . 4
e, . e

- iationship to the task or ! '
", mediately practical reasons, Just "finding k.t the' process of fnndinq- "

.' “.

ane bui]ding) 13 iieither color. copie(r WS usabie (“up") the orevious

ek, 14) iiotbeing up doesntnéce arily oean the nachines are ‘broken,

iipparentiy they are uorked on for othet reasons. 15) Information reiatn n
to G's and F's Tives is also anailablg. - For instance, {t might ot be -

B . {rrelevant tha‘tFis tired, thatGw on vacatnon the previous week, etc

These facts couid form the context for other F and G events in the offnce
) interpersonai contacts then. ny provnde occasions for-nany -

“Wtate-of-affairs" topics, some of] nhich transnit background {nfornation about
“the' 11fe of the office which can
" discrininacy of the informatThh
—of indeterninate future reievane For instance, the history of color L

or become reievant 40 tasks. The in-
s 3 feature uhich provides access to facts

copiar naifunctions cane up 2s/a result of 6's general interest in F's

doings This generai nnteres‘ e/icitedafairiy fine degree of detalas g
to F's. innnediate task inten ions, gven though 6 herseif had no direct re- o
equipment, She uasntnonntorinoffor B

out 2bout F, however, 6 provndes the iistener with some potentiaiiy interest

ing information about the office equnprent. aiid we can infer that P { koW
iedge about color. copiers and their iikeiihood of perfornino roy have been

refined in the exchange‘

.';.

L ‘Decoding Indirect Speech Acts

L G 0007sWs, yeah iieii how "boit i veuh ohere'se-this is

S e also (O, hich s broten.
LA on.tnatsWscnougn

In another situationg,a conpiaint about teiephone 1ines (cited above).
) aiso eiicits FY conpiete d picture of the situation 8 possibie in order

S v

"to- pass 'on the infonnation ¥ 4 reconnendation or reguest for a'new dine
* tobe instaiied o .

P ML ', ,
6 Did ya get 2 coupia calts doun there’

o ‘P:l ieah Aii those phones are copies of reai peopiesextensions So o

. that doesn't uork very well,
G - Oh,. cause it s in sonebody s office fnrst
' fP:‘ Yeah, theresﬂ&iil dom there. wich is ¥, and 0002, which i
a ii--and youcnsorta See the nethod fn the nadness butun

]

R

dovm i f?ontof that--hio-douhieroom, rioht” "ﬁ,'-. ,



o ..'Iie‘
e

PR Yah, itsinlid' , ./\ -
6 bh is--isﬂ!equipnent- st a[type of temial] 't
gt
Isthe fteminal] gonna‘s'mthere—" e
- Yeh, s
'-‘-doyoothinh oo
That's gonna be our 1ab. leregonnahedoun there all the tim,
S (dthle) 1y
LE el shwldueoetadifferent-i uouia‘thintueshould have 8-
ok (ouerlap)ithink 0, b, 1 don't bnow that Ican athorize
i ‘,"youtogetaphone,hutif-fnoonoronlwont-
oG (wdble)
OO Tt ey alls,
oo Illoiention it toiiandseeif-
R n— be-one‘ 'rnm'._.,.[e- es on 10 destrte

B A A i

DYt | B

e bl i rsnt e, ) v coud .

. to Y and maybe " could get the heii changed, [They eontinu

~ _to recapitulate the situation] I
. iiere 6 perfomsa eonbined person-location wd "tem status/hstory
8 an'anaiysis of 2 situation that needs o be changed "This 15 down in

wrking nt"ls the [tenival] corma stay s Wile P povdes

gl e of el abou, the problen s 1 afets i (e e s

| quoted). elicits fron hin “inforetion that rriil presumbly be relevant
-£0 the nex: telephone decision This 1s e re In terms of roies. o

»

. a-...garas ysed a5 an intemediary for what - onstituted 2 request, caning in the

| fom: of ] opnpiaint in fully elaborated detaii and which she will pre-- .
o ‘sunahiy digest rdth the resuiting recomendation nade enlicit for the .
- benefit of the person o an effect the change ote: that P, the o -

any piainee. sever . faet asked foraner set-4p. iiedescribed the present

- funct ion in; such detail » to Tt § to mke the suggestion. g ap-

t
’

"front of that big double o right?‘ s that 2 [type of tenninal]youre' .

:.earentlr consdere i ob doe ftr e ftiracion citt, s of
L seeeeh s theoo iSear b 98: T Pwioyedefel city ¢ condition3 |
' ' ,‘ |

B T

g Faeili'tating et ad sl Buffering. |

f sopeonesatteraittocelif R

" of it doesn‘t setn to work verv neii which 6 appropriptely in-

\terpreted "W, shouidwegetedifferent <] woul lthink we Should
haveaseparateiabphone I'llrentionittoipniseeif M6 |
cidentally repeats-the gist of the conversation to sooetne vho later tried
boall P (iil in the Tist of Iten-procedure. cornents) The "phone probe
e becooes part of her current repertaire of ‘state of affairs' infors .
nation to be transnitted when appropriate, in this case to' exglain to !,

“aller uhyheis having 3 hard tine reachng 7. This one et iiiustrates .

, several aSpocts of 6's role-n the fnforation schene at once: 1) she re
- ceives generaliy. Zl she interprets the natureeof the: infonnation-i &y

- here she perceives A reouest in a Tong string of facts about the telephone '
systen; 3) she eiicits further fnforaation ich will be nportant to the

dectston. . the reoaest ) she identifies her o role fn the set “ipss
. teil StneOne Who e get things changed; 5) and she stores the infonnation
to b used if 2 seeondary oeeasion cones w for idrieh it is app;opriate

dne tonsequence of &' having and transnitting diffuse infonnation ot
the conditions a iocations of pesple and things fs that she enahies others
to be nore efflcient. e acngshe ths in'sveral ays:<1) he ny dr
rect Soneone prefeiseiy to? person or thinp. saving then the effort of 2,
" random: search o the postponenent of the task or contact 2) she my recon
" pend 8 course of action based on whatevr partfal nfomation she sy

possihly increasang } derson s Mikelihond of success, She often suggests . -

aiternate tourses in case of first course faiiure, and she encourages eople

o % persevere in their efforts where she my be better le to predrct Sut-

cess or appropriateness than they e "irhynehu just open the Hoor?™

3)Shesaves peopie wsted effort hy flatlydscouraoing then, viZ., she-

uiil inform . calier nhen someane 15 ‘out of town. savang then repeated <als

o douhts K to a callee 5. having received v message. leemse. she knous -
o when equrpnent is not. functiomnp,sav n others detailed inouiry In the

\
dataireaiso sen her tryang 0" find ouf irhy equaprent didn't work, in |

- these e oases too. she rnas squest n aiternate course, or defer the person to

| tine irhen sucoess is mre iikeiy

oy
oy

\



e ‘. r o . .

These e allnyStn uhichasoves oeople tine and effort hdff T . 'transnittér‘.‘whfchthope the'foregofno exaopfes‘have anply iMustrated,

o

| ferent orderofsavfngsdprovfdes is that of face She buffergvespon- o ks her an e mediun for transitting potentiatly delicate comunicy:
v srbfltty " For fnstance, having madé 2 lengthy complatt to her.Pneed w. .-" , tions of particular kinds well. - She i not used to tr‘xnit only del-
" pursue the problen of telephone 1nsta11ottons any further, as she becones S K g fcate 1nfonnato'on thereby nprkinoanessage 25" delicate by the very fact
responsfble for transntttfng infornation about s problen to the appro- .' | " of being its. medium of transnission. .She transmits"nany different Kinds '
o pr;tate person. ‘But.note the nforsal mature of the chain of cmnication . y - of information of differing functione] and social welghts. This means that E
set 1n gotion here. 6 is wt, formally,speaking, the person to antact s T the it that @ partiaular piece of information cones through her does not
o bt telephone_problend, But she fs someone who is there to hear abost | ’necessarﬂy markedt 2.2 particular kind of information, 1eav1nur00thfor
T the, uhocanbeap’proached at almost any tine, and ho knows what to do - R N 'sftuatronalhy desorabte anboguitoes and provodtngaconvenfent Yack of -
fn order to get action, G, in recetvfng the complaint, cannot grant or . agercy for vequests, changes and other socfaﬂy sensitfve onfomatfon
refuseaphone In transnfttfng the conplatnt wfthareconoendatton she - 1 - In the foregeing paragraphs. [ have been trytngbomustratetwkonds
{5 not mtingarequest}gherombehalf P oeamtrile can vent his full. - ‘ | a of things-about verbal cmononocattonslrecorded I one levef ‘there seens.
annoyancewfth the sftuatfonmsmeme o 1sntd1rect1y reSponsfhle for . ‘ . ‘tobeastrean of 1nfonratooo conttnuatly flovfng through this secretary's .
it whowm get sooethtng done about 1t. ‘and who will lfsten patfent.ly T opest. Thosdnfonnatfon in many cases is about offoceevents and ffens. .
to the full accoult oftheproblunasapersonal frustratfonasweﬂ s . o though it {5 not elicited or trensnitted necessarly- for n fonedoate office’
. technfcal fnproprfety anflarfy.woth the monitoring of cans and with. " Burpose. Nor 15 it stored necessaroty under specff’fc headfngs or perhaps it
o changes of. plan, Gcan transnftanessage that: onconvenfences soneone e]se s better to say that it seens to be Cross- referenced nentally for very
without. befng the agent of the Inconventence.: for fnstance, havong miea L mny of its concefvable attr”fbutes or apphcotfons sone of which might
~ plane reservotfon foravdsftor at the wrong atrport due to anfsconceptton L o seen {rrelevant fn 2 "systenatfc approach Bacause-of these: apparent
of distances on his part.Ephones backtochange it thrnugh the same agent j o 'propertfes of verbally transontted fnfomatoon in the context of ordhtary
tennfoutes 1ater» Wt e . L K conversatfonlfelt ft appropriate to all thts nedhoradoffuse informe-
'3 S = ‘;:"*"‘ R o " tfonsyston . v, ‘ |
e B 'Hf Z‘t‘hfs tsGatﬁ Ipusttofdhabouthfs reservatfon , - o o :
LU e e te S it S gl of B TR0 of 5, foobfguftyoflntleractiﬁe(.\, S A
. ‘-.':‘. | [laugtc] Ye;e-esf' [laughs] 1ght Yeop ‘ - A CLte @
‘ : T Onanother Tevel, and to sone extent related to the forst level the:
: hote"thathhad provfdedewfth the. ortgtnal nfsfnforoatfon for nakfng . ' tnteractfons that are carrying thas dfffuse onfornatoon sten at tines to |
the reservations, ut she represents i s *just bavng’ bl bt semedul purposes The st otable cese In the data cited is that of
then, GSCMC&] tone of V01CE. "Ye-e-es"‘ and Tittle laughs 2150 tise, S the vacation/color copoers/neu friend sequence. part of which was quoted
| bance her frow ey iﬂ the sitution. 6 o Zcan Joke bt I 1ndfcat1ngasecond teve of distussfon about verbol connunfcationlarn
toon, which is an. thconventence t0 1, because whﬂers transnfttfng the in- S ' referring back to theconcepts nentooned in :the fntroductory sectron and to o
‘conventence th she fsn't the agent: of it ad she nanoges o get Hoff o . the proposftfons thit people i the course’ “of doing thefr work and tatkono W
.7 the hook smetrhat, tw, Trivia % it night seen in the fnstances above. o - bt 1t are very nuch personaﬂy present .adéition t infornation hout ;
this - buffering activty can be one of the re crcal el fctions | o the Jocations and coditions ¢ things and peole directly relevnt t L
secretarfes perforn Hhilean Uﬂkﬂm oreoortion °f 1ﬂfOﬂﬂaﬁO" e f . . Sk enviroment, the diffuse inforation systen observed camed 3 larqe
 culated _fn the office 15 at SOM Tevel socia'fhy neutral other fﬂfﬁfm I ., aoount of fnformation abaut the office persomnel a5 fndovtdual people, |
. tion 1s Toaded eootionally.or SOCWY for Partfcular tndfvfduals o ; T 'leamedagreat deal onashort tire about the persona] hfstoroes marital )
particufar sftuatfons Thesecretarysfunctfon % a.generaf memﬂ R X status, hobbres, vacations, tastes. and diet ofanunber of peoole (not .
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Al these abnut dach one, ofcourse) Consistent vith vhatIperceiveas e
adiffiaty in, etricating aitogeti&i the persona] fron the dilitarkan:
inoffié commication; 1t 15 ot esy bordrv the Tie ‘that differentiates L

personai tions from vork ones, ‘though there are Clearly- differences L

'oftopica ofnoodaiong tiiis Irindoianis iiecan ioolr at these 5 % '

complenentary, Butually necessary kirds of interections 1 vouid o iike -

by personai' in‘the present context (personai . vort related). ,
one understands 2 reference 0 oonversations that are strictly about the -

persod] 11fe evets or enditions of fndfviduels, Bt in fact, 2 'personai" .
* comversation §s Tess eesiiytiefined than aht apper, &¢ lesst to my satis-/
T faction. Rset‘of wrk instructions cn be highiy 'personai." i’f ftis”

_ couched in faaaiiiar ionguage or produces extensive intaroersonai feedhack

- whose wrk. ‘utiiity is hard to Isolate fron its tnterpersonai dinension |

K The foiiavinq exchenge night serve ao exanple of an nnteraction that in

© content i entireiy about work bt that conveys 2 certain mount of

. qemut]fchket b at the stee tines T passaqe QIJOtcd is oniy.a smi'i settion
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A (naudible-to scif)

C g i.etssee.mtdidluscbeiore—ithinkig:,seda[wpeoffont]d ’

©Q: Right. abwehereivantasay'[neoe] invent
o foe tht Tefthaod colom? .
© e o thtonteed s tht olim, AR
3 [ifane]inventory ‘ L ‘

B i
B

G ihn. shaii I center each vord. or just have-iiire an [ ave tien

Sl start L4 the, left nargin?
| Q You couid have thes aii start at the ieft nargin.

6 OK. [types]

“""‘)'f' Loon

g Thisoneivant 10 say. W5, you :1) vrnteit inside thrs box. .'

L it ta, - nnme Loy

Ry Uh-iiBFiie-threevords ;

'fni Threevhrds. Y
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0 Hud--doun 2t this bos her, sy "Pointer ge." .-.‘ B ‘ k

Ky . [tRis anteraction contougs for some tioe and resul ts fn

erequest thathon“ the. finished docrment} o

ihere e severai features that nersonahze this utiiitarian transaction
,_First of aii it i highly cooperative in s structure Qconle 'have

\».

handedGaset o it strictions B chse o st el e, 6

U bl Qly finishing his senténces: for hin (one cited, thers i uhcitedo

o e by repeating bk al ks nhstru;tions 304 by ety hin ki hen
' 'she is ready for e ones. §he also asks about ait’ernative "y of fonnat-‘v;rv ;:., -
_tang the sateriel.  is indirect eboutihis requests: Maybe T shou)d just :
ul ynu." e Iiarta sy;" "Thiboneivan say,* "0k, vhativa@
‘ do fs get sixcopies of ithis, thing." 'Heé aiso ‘

ovides-at Tesst the gram- -
koff's: ruies of paiiteness. 0

‘matical 1usion of options (one feature of R,

* Lakof, 197 in suh fors a5 ngy_n Shile, Wich § comlees fr
' hin) "Tou gould bave then a1t start at the Teft nargin," "ou an write: it
"~ fnside this box, {f you want to. rEisevhere he €S hedges 2s 2 possihie

.softening device foraiohg string of nstructions; "ig_putPi rn herc. R
Yake it fort ofacapitaii’inth sora the #1' ¢ subsript, sorta ke ite: -
Qat tines thinks.aioud about vhat he s dofr and qets fendhack fron b

e ‘Eisevhere 6 voiunteers advice on how to nake. corrections g discusses the ,"f

nerits of her. sethd. Siie nakes 2 suggestion about headings and Jokes

| . about the contents of the docurent; 'If theycnunderstand it in the frrst

place."{ s, indirect agin in oointing outatyping error There vas‘one--rj

o there was one Jittle typo ifound but [ ‘g tva”ota ke another cqpy
- ,..just for that. 50 ¥ can just correct this. and n hisv‘e of settanga‘ S

dealin for the copyin: #1171 pick those up fronyouthis afternoon 50 . :_". R

e get-i wnta getDtninnn at it" Note that in réferring to activ- "

ities G 15 supposed to carry. out.drentiohs speaker based“ conditions, N ’

- ')!rat he vants and what he intends Yo do after she perforns the therehy

o nopinoitiy requested tasks-of correcting, conoieting. and coovinn In aii

- both Grand 'show 2 qo0d el of soctal sensitivity in neqotiatirgacieariv L
. hierarchicei the roughiy ork-besed situation ihose naneuvers e ridht




di;sigmte'asso'ciﬂ-‘-fhérstyiisﬂcfdhgnsim;of Q‘S“Lrl'eq'lhle”sts‘-'-ipfotiably'ficﬂ’-" ,‘ o | Footnntes" S L
" Hate the vork. Features of their interaction vhich clearly seen to-serve | T e
the vorke-6s repatng T s dctation back to i gnd i ecfirng

w4 TQ's ol | | 1, There 452 iterature,toth o the reltioship of teholagy to sctal.
" ftedm addition-to ensuring accuracy, give 2 highly Interactive structure -

change and on cultural problens in fostering “developrent.” Smelser's
(1963) nonograph on fndustrial weaving fnnovations in the 19th century is

o thel_sitqat_ion.,’;.l ton’t e ‘t,° ‘oveﬂnterp'nt_‘the_ _”f!f:l{f“m‘t‘ °f,th15‘ S 2 prototype which spells out the ranifications.and stases of- chanee 1nvolved
activity, but 1 hope I bve {11ustrated the ambiguity between workand” ~ .- e the'introdtﬁtio? of 3, radically new kind of equipnent. Mangin (1970)
L Ly ‘ JRRTP ST provides a collection of: papers docurenting the differences in the prlor-  + .
- Jersoal activity & 1t tppars 1.“V""‘t fs mey dwrkemt, . " itiesof."plamers" and the people wose Hves are beingaffectéd by the
Lot e S O T . plans. One of the:papers contrasts the sequence of facilities installed
omcluston T . % by a squatter comunity for ts own use with those projected.by architects .
e o T farhousng develoments.  The priorities are irror inages to'the extent
Sl L o e ' that they cofncide at all. . o o
v In the foregotng | R tried t histrate aspects of the verbal C 2 Roberts and O'eflly (15%) orovide empirical supportfor the thesis
© -medium in office work that T think should be taken into account in re- o th?t interpersonal contacts are useful to organizational work, There-
. e ek fs sults of 2 large miltifaceted survey they conducted fn three Navy work -
”stm.cturing office systess. Briefly, ay points a:rg.th;tqufice wrkds . qrups show that "prticipetion o comurfcation etworks s assochated, .
.. 2 fom of soctal life and that it very sociabiity fs usefl to thetrans- . -, wih higher performance then is fsolation,” {p.16). ‘Nsoe"participants” - -

L | N ‘ ST (nighecomundeators) were' found to'use more nedia (face-to-face comver- -
afssion of certain Kinds of Jnforsation and to the carryfng out of swerof -7 gatin, telephone convesation, and writing) and to recelve aore redundat

its 1m}ta_nt-'é&1v1iié$._ll'ofe‘éver.'théii'n?om';tipn‘feamfés that talk- " information, by self-report. Presimably thi$ neans they recefved the .
‘ . ‘ : ' " same information from more-than one source. - "[solates,” on-the other hand - -

: 1"9"“’ face-;o-fa;e contect W@_é}'ﬂ fn soe ways nq‘t.‘lgprpduciﬂeu T apoeted a greater tendency deliberately to withhold fnfometion.  Hhat is
artificlally, espectally as:regands collecting, cross-referencing storage, . o mst 1nt$re?t1ng;fpr tl:: present pllamo;ed:s Eﬁ:tncmzim of cun}unica-
i ebamsating of aghiounne : USRS T tors Yo dsolates on performance-related Cinensions Shoke comunicators <.
and tnterreting of asbiguus, 1"“’““‘!‘5."‘“'#'“‘“-‘"4 mlth-purpese bits Lt be more satfsFied with thefr Jobs, nore comitted to the organization
. of eviromental information, This s 2 first step In a:Jonger tem re- L o tolbe_better-perfqmrs."Th‘e-study doesn't explain the cor-p;glatinns‘.'
U soarch-on conversation as an inforsation nedium, In the future I intesd o .howevgr.m i “'(“197l6)' | 'I‘d.i“:ti..f‘ B 1 - 1 SRR
. T PRP I _— L . 3 ) uchi, and Jaeger project d.direction for business organizations
to festigate the structre of conversations that carry o elfcit amlex " between what they characterize &S dapanese-style and current AoeMan-style
" information, from the same corpus of pilot project data, In.addition T now . organimio?, Thgse ,diffet]'ionidiﬁnsions rele:tig\g toh:ou f}m a‘-sour?
‘ R A L : o of affiliation and how holistically concern with the emloyee's wel-
Bove e data from  Torgr ffic. frm tis it Tanboping tofiod - " fareas an inividul a comaty is. They pofn ut that vorkplaces, hove
. out-something about how people supplement paper and"comuter-based fnfoma- - ' eyer- alienating they.nay be, are for nany Americans the stroncest form \
o e "'TM i . st ass conaf Lo of affitiational support. In a case study of an internediate-style org2- -
L ton with ‘P°“-°.","F°!“'!9'@‘- 5 atter corpis of ',’ rSt pass c°"_"s. o . nization in the U.S., they' report 25 follows, basino their conclusions
" gore of the kinds of information. strategies and structure that could infom . ‘ on‘f:‘irsb;hand observ:ﬁion and]psychol:gical t:st 1r]x$:mr§ht‘s’; :h :
' LT T D described a conpany whose enployees, fron parking ot attendant 28 5.,
- the:desfon of o artificial spstem. . . o Lo et al el the e 1oyalty‘ana attachnent to-their company 5 do the

top-executives of 41 electronics firms. Although they may have much t0
~yorry-about, these enployees are siquificantly happler, more often positive,
S ot vork and Tifey.and less often negative shout work and 1ife than fs -~ - -
o N S the-population of ‘the U.S. 25 & whole," 7<) R Sl
: BRI S O L 3, Searle, following Aistin, delineated the Togical*structure of certain ‘
I A Co o T Lo yerbal performances yhich by social convention constitute acts or changes -
T P T " of state, The most radical exaples mght be parriage vovs and death - .
B o * qentences, where 'T now proncunce you,* and ] sentence you, are the-.. -
Uit acts o questlon, Less blographca] speech acts are in ore frequent uses. - ©
vl prontses, requests, assertions, greetings, congratulations, etc. The Tooe
Cou T Yl strcture of speech acts conists of “felicity conditions” of varyina - z
CouT escriptions. These are the presuppesitions entadled in the act nature of
B IR these utterances, - Felicity conditions ‘of.request.s,‘include‘ such features
‘ (searle calls themrules) asc -~ ... oo S
A
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o -, spuker (S) belim hurer (H) 1s able to perfomtne

wt (A}

' b 1t 15 not obvious’ tnSand B that H um dn A in the nnnnn\

. course of events.

e s oo, | ‘)
- d.ntneutumumtsforsmnnsanamwttogetv .

o tdeh
and ukoff elnbonte thisscnmtoimludemrefuwns '

- Indivect Speech Kets, Serle-discasses (follovtng Gordon & Lakoff) the way.

© g stateent mtimingmeofthzfelicm conditions an constitute
‘aspnthact. - ‘ .
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