
 

Chapter 1: Introduction
  
1.1 Contextual background
  
Organisations exist in a society which possesses conditions not experienced 
by any preceding it. Silverstone notes that “we are in the midst … of a 
technological revolution far-reaching in its consequences, a revolution in 
the generation and dissemination of information” (Silverstone 1999, p19). 
The information centred nature of society requires tailored behaviour and 
practices in order for organisations to take advantage of the opportunities 
available. Effecting organisational behaviour and practices, knowledge and 
understanding of the society within which organisations currently exist is 
difficult to ascertain. The classification of society as an information society 
is a term adopted by many. As a term, however, it provides an umbrella for 
diverse and multi-paradigmatic descriptions of the information society.
  
Defining the information society from an economic standpoint, Allen and 
Wilson identify societies progression to an “ ‘informationalisation’ of society 
to an information-based society and economy” (Allen & Wilson 2003, p31). 
Allen and Wilson, however, do not attribute this informationalisation(Allen & 
Wilson 2003, p31) to the recognition of information as a commodity. Rather, 
they attribute it to the cohesion of the terms information and technology 
and the expansion of the technological industry rather than the information 
industry,

“From the 1970s through to the mid-1990s this issue [the 
information society] seems to have been addressed primarily 
from a technological perspective, where the word ‘information’ 
was seen as synonymous with information technology” (Allen & 
Wilson 2003, p31).

As a visible artefact of change (Webster 2006, p9), technology is a 
prominent facet of the information society. For Feather, the question is 
“whether the change has been led by the needs of users and of society at 
large or whether technologies and systems have been developed for which 
uses have been found” (Feather 2003, p8).
  
As a collection of individuals our reliance and connection with the 
information technologies is highlighted by Silverstone. “Our despair when 
we are deprived of access to them is substantial- the telephone is a ‘life 
line’, the television is an essential window to the world” (Silverstone 
1999, p22), the observed connection and reliance felt towards information 
communication technologies serves to highlight not only the impact of 
technology upon society but also upon the individual. Technological use 
influences the manner in which we behave, work and communicate;



“they [ICTs] effect everyone in the societies where they are 
employed. The reach of ICTs extends far beyond the obvious 
areas of entertainment and the workplace. Banking systems, 
utilities, education... for example, are all dependant on the 
existence of ICT systems for record keeping, monitoring, 
transmitting information activities that affect everyone who deals 
with these services or activities”(Lievrouw & Livingstone 2006, 
p25)

From a sociological perspective technology has not run away with man 
(Winner 1977, p45) rather the technological change experienced by society 
is a result of societal choice (Lievrouw 2006, p249).
  
Connectivity between the information society, in any of its interpretations, 
and the organisation is vital. Identified as a necessity within the information 
ecology framework, Davenport and Prusak note;

“companies want and need information about the external world. 
In any information ecology, the external environment consists 
of information about three basics: general business markets, 
technology markets, and information markets” (Davenport & 
Prusak 1997, p38)

It is in the external environment that the emerging technology of focus 
within this study, web 2.0, was developed.
  
1.2 Theoretical Background
  
The dual theories of social informatics and information ecology provide the 
theoretical grounding within which the study is conducted.
  
Social Informatics
Characterised by the work of Rob Kling, and his “methodological exploration 
of what he labelled ‘computerisation’ or the transformations in human 
activity” (Horton, Davenport & Wood-Harper 2005, p50), social informatics 
explores, with a user focus, the relationship between technology, 
environment and culture. It is through this focus, Lamb and Sawyer note, 
that “relationships among people, ICTs and the social structures of their 
development and use” (Lamb & Sawyer 2005, p10) are examined.
  
In the quest to “develop an analytical understanding of information 
technologies in social life” (Kling 1999, paragraph 23), social informatics 
identifies a web of influence surrounding the use of and perspective held 
towards information technologies as a result of the social context within 
which they are employed. Rather than an obscure series of influences this 
interconnected web of influence includes;



“people in various roles and relationships with each other and 
system elements; support resources (training/support/help); 
and information structures (content and content providers, rules/
norms/regulations, such as those that authorise people to use 
systems and information in specific ways, access controls)” 
(Kling 1999, paragraph75).

In blurring the divisions of influence between the ICT and the user/context 
of its use, social informatics, through the matrix of analysis, identifies socio-
technical systems within organisations and other social contexts as “invoking 
a powerful image of interaction, interdependence and inseparability of 
complex of areas” (Horton, Davenport & Wood-Harper 2005, p56).
  
Information Ecology
“Social informatics…is transdisciplinary, tracing antecedents and 
consequences across the different phases of development, and treating 
technology as an evolving assemblage of interests, activities and artifacts 
that is shaped over time in local conditions” (Davenport 2008, p519). 
The multidisciplinary nature of social informatics coincides with Nardi and 
O’Day's definition of information ecology;

“we define an information ecology to be a system of people, 
practices, values and technologies in a particular local 
environment. In information ecologies, the spotlight is not 
on technology but on human activities that are served by 
technology” (Nardi & O’Day 1999, paragraph 1).

Continuing the concept of an interrelated web between technology, its 
users and the context within which it is employed, information ecology 
provides a theoretical framework from which to assess this interrelationship. 
Characterised by the work of Nardi and O’Day, and Davenport and Prusak, 
information ecology adopting Davenport and Prusaks definition is a 
framework that places;

“emphasis upon organisation’s entire information environment. 
It addresses all of the firms values, beliefs about information 
(culture); how people actually use information and what they do 
with it (behavior and work processes), and the pitfalls that can 
interfere with information sharing(politics), and what information 
systems are already in place (technology)” (Davenport & Prusak 
1997, p4).

  
Within the information ecology field, two models are applicable to the study:
● Davenport and Prusaks ecological axioms of information ecology, and
● Nardi and O’Day’s characterisations of information ecologies.

  
Within the information ecology paradigm, Davenport and Prusak isolate four 
axioms which synthesise the core values of the field.



● All inclusive in its conception of information.
Recognising that not all information creation, transfer and storage is 
undertaken digitally, a holistic understanding of information is possessed.
● Recognition of evolutionary change.

Evolutionary change within organisations is necessary. For “just as we 
expect physical ecologies to evolve over time, we should assume that 
information ecologies constantly change” (Davenport & Prusak 1997, p30).
● Emphasis on observation and description.

It is unrealistic to profess an understanding of the information needs, 
practices and behaviours of individuals, groups and departments within 
an organisation after a short time. In order to understand information 
needs, behaviours and practices in depth observation and communication is 
required.
● Focus on people and information behaviour.

Departing from the socially popular technological determinism, Davenport 
and Prusak possess a humanistic focus upon the examination and 
construction of information environments focusing upon people and 
information behaviour.
  
Characterised by Nardi and O'Day as consisting of five facets: system, 
diversity, co-evolution, keystone species and locality (Nardi & O’Day 1999, 
pp50-51), the result is an information ecology which is;

“a complex system of parts and relationships. It exhibits 
diversity and experiences continual evolution. Different parts 
of an ecology coevolve, changing together according to the 
relationships in the system. Several keystone species necessary 
to the survival of the ecology are present. Information ecologies 
have a sense of locality” (Nardi & O’Day 1999, p51)

  
              System
Similar to Klings web of social informatics, the information ecology is a 
complex interrelated and interdependent system (Nardi & O’Day 1999, 
paragraph 9). The initiation of change within a system can result in ripples 
or waves within an environment for “change within an ecology is systemic. 
When one element is changed, effect can be felt throughout the whole 
system” (Nardi & O’Day 1999, p51).
  
              Diversity
Like within an ecosystem, an information ecology is characterised by the 
diversity of the individuals within it and their characteristics, interests and 
needs. This complexity created out of the diversity of the system is not 
regarded as disadvantageous but a necessity for long term success and 
survival (Nardi & O’Day 1999, p52). The construction of a,



“diverse information ecology is a lively, human, intensely social 
place, even if it incorporates very advanced technologies. It has 
many different resources and materials and allows for individual 
procivilities and interests” (Nardi & O’Day 1999, p52).

  
              Coevolution
Evolution is constant, the information ecology evolving with behaviours, 
practices, staff, technologies, innovation (Nardi & O’Day 1999, paragraph 
15). Within information ecologies recognition of two forms of evolution must 
be established:
● acceptance and participation in the evolution of the ecology by those 

who exist within it, and
● the coevolution of social and technological characteristics with “peoples 

activities and tools adjusting and are adjusted in relation to each other, 
always attempting and never quite achieving a perfect fit. This is part of 
the dynamic balance achieved in healthy ecologies –a balance found in 
motion not in stillness” (Nardi & O’Day 1999, p53)

  
              Keystone species
Within the information ecology, keystone species include both those of 
hierarchical standing and those without.
  
              Locality
Nardi and O’Day highlight the individuality of technology as a result of its 
locality. Unique, the value and meaning of technology cannot be constructed 
anywhere other than within the ecology itself. Referred to by Nardi and 
O’Day as habitation of the technology is the recognition that “only the 
participants of an information ecology can establish the identity and place of 
the technologies that are found there” (Nardi & O’Day 1999, p55).
  
Nardi and O’Day focusing upon the impact of technological change upon 
information ecologies note that “when we adopt new technologies, we face 
uncertainty about how our quality of life may change. The development of 
new technology affects the nature of work” (Nardi & O’Day 1999, p13). The 
information ecology framework facilitates understanding of an organisations 
information communication needs.
  
  
1.3 Research Questions
  
The development of ICTS and the prominence of information within society 
present both opportunities and challenges for organisations. The rapid 
development of ICTs has required a readjustment within individuals, 
organisations and society of the nature of communication, communicative 



practices and perceptions. Focusing upon the emerging technology, web 2.0, 
the study aims to conduct an exploratory study of organisations response to 
the communicative opportunities web 2.0 present, along with the response 
made to the changing environment in which it exists. The study has two 
dominant aims
● identify the process entailed in the creation of effective and efficient 

communication through the use of emerging technology.
● identify the process involved in the construction of a communicatively 

and technologically agile organisation.
  
In meeting these aims the following questions will be addressed:
● What is the process involved in the development of a communicatively 

advantageous, technologically agile organisation?
● What are the conditions for the creation of effective and efficient 

organisational communication mediated by emerging technology?
● For what purposes have the emerging technology, web 2.0 been 

employed by organisations?
● Has technological and communicative change occurred or been 

recognised by organisations as a result of the technological 
environment within which they currently exist? If so what is the nature 
of this change?

  
1.4 Key Terms
  
Communication
Communication is identified by Holden as “pervasive, continually in operation 
and covers an enormous range of activities” (Holden 2005, p271). Operating 
through a variety of channels there exists a large and diverse body of 
work examining the complexity of communication, especially within an 
organisational context, however few are willing to place a decisive definition 
upon the concept. Rogers and Kinciud define communication as “a process 
in which the participants create and share information with one another 
in order to reach a mutual understanding” (Windhal et.al 2009, p12). 
This definition, though modified to recognise the potential for multiple 
participants, is applied within this study.
  
Effective communication
Effective communication is achieved through the alignment of 
communicative practices with the needs of the organisation In recognition 
of the variety of communicative mediums available and the multiple 
communicative needs existent within an organisation Conrad and Poole 
define effective organisational communication as a communicative 
environment in which;



“employees must be able to analyse the situations 
they encounter in their organisations, determine which 
communication strategies are available to them in those 
situations, select the best of those strategies, and enact them 
effectively” (Conrad & Poole 2005, p18).

  
Efficient communication
The study adopts a holistic perspective with regards to the achievement of 
efficient organisational communication The appropriateness, implementation 
and use of the multiple communicative mediums within an organisation 
included in the attainment of efficient organisational communication. The 
attainment of efficient communication has similar characteristics to effective 
communication in that it requires knowledge and understanding on the part 
of the employee of communication technologies and methods existent within 
the organisation. In the selection of a type of communication the employee 
must “make predictions about the probable outcomes, or consequences of 
differing message strategies, or alternative message selections” (Nelson & 
Harris 2008, p275).
  
Agile organisation
Within the study the agile organisation is classified as one which is capable 
of the efficient adoption of communication and technological change. 
Adopting Dyer and Shafer's description within the study;

“agile organisations attempt to optimise adaptability 
and efficiency simultaneously. While they are all about 
experimentation, discovery and flexibility, they are ever mindful 
of a simultaneous need for direction, stability and order” (Dyer & 
Shafer 1998, pp.6-7)

  
Emerging technology
As a result a growing precedent for external communication technology to 
proceed organisational communication technology, emerging technology 
is any new information communication technology made available in the 
external and organisational contexts.

  

Chapter 2: Literature Review and 
Methodology
  
2.1 Literature Review
  
Change plays a prominent and complex role in organisational agility. Within 
this study, agility is an organisational mindset supportive of and enacting 
effective and efficient technological and communicative change. Within the 



study the complexity of agility and change is twofold, the study seeking to 
identify:
● process involved in the transformation into an agile organisation and,
● the facets of an agile organisation which enable effective and 

efficient organisational communication through the use of emerging 
technologies.

As the technologically and communicatively agile organisation is the basis of 
this study the following require examination:
● the notion of the agile organisation
● the emerging technology of focus within the study, web 2.0, and
● the established constructions for initiating organisational change.

  
The agile organisation
Carayannis et.al attest that the complexity resulting from change in 
organisations external environment is not unprecedented “the world is 
always changing, it has always been changing” (Carayannis et.al 2005, 
p327). What creates complexity within current organisations is the form 
which this change takes. The non-linear nature and uncertainty that 
consequently surrounds change (Carayannis et.al 2005, p327) has created a 
new environment to which organisations must adapt. Identified by Jackson, 
the proliferation of both information and ICT's creates two challenges for 
the organisation. Firstly creation of a recognition within the organisation 
of technologies in order to “embrace the potential of new technologies” 
(Jackson 1999, p4) and secondly;

“address organisational thinking. This includes, for instance, the 
theories and concepts we use to describe and understand new 
practices. It also encompasses the strategies and assumptions 
that guide decision making about them” (Jackson 1999, p4).

The response in organisational thinking to these challenges has been the 
introduction of organisational agility. Defined by Kelly et.al “organisational 
agility is based on two attributes: the prompt response to change in 
appropriate ways and the ability to capitalise on the opportunities presented 
by change” (Kelly et.at 2006, p3). Examining organisational agility from 
an entrepreneurial standpoint, Goswami et.al describe agile organisations 
as organisations which “foster organisational competencies by reading the 
market, mobilising rapid response, and embedding organisational learning” 
(Goswami et.al 2006, p38). Defining the agile organisation as one capable 
of flexibility in response to changes and opportunities (Carayannis et.al 
2005, p326), the agile organisation is described as having three dominant 
characteristics by Carayannis et.al. These include being:

“-incremental and evolutionary- allowing adaptation to both internal 
and external events.



  - modular and lean- allowing components of the process to 
come and go depending on specific needs if the participants are 
stakeholders.
  - time based- built on iterative and concurrent work cycles 
which contain feedback loops and progress checkpoints” 
(Carayannis et.al 2005, p327)

Dyer and Shafer identify agile organisations as requiring specific 
characteristics on the part of employees for

“employee's of agile organisations need to be business driven, 
focused and generative, adaptive and values driven and these 
personal attributes will lead them to exhibit initiative, be 
spontaneously collaborative, be innovative and adjust quickly to 
the rapidly changing environment” (Dyer & Shafer in Goswani 
et.al 2006, p38).

  
The absence of environmental sensitivity on the part of the organisation 
is identified by Mintz as having a detrimental effect upon organisation's 
operation and success, for “the companies that are not agile run the risk of 
being driven out of business because of high cost structure or their inability 
to move quickly enough to respond to changes in the marketplace”(Mintz 
2007, p24).
  
The emerging technology: Web 2.0
Within the study a focus is made upon the communicative advantages 
presented by the emerging technology web 2.0. Web 2.0 presents 
unprecedented opportunities in technologically mediated communication 
which is epitomised by four characteristics:
● user-centred
● multi-media
● socially rich
● communally innovative(Maness 2006 paragraph 8)

Further detailed by O'Reilly in Figure 2.1web 2.0 are typified by their 
employment in a social contexts. Web 2.0 applications are “revolutionising 
the change process, enabling companies to communicate interactively with 
more employee's much faster than ever before” (Deering et.al 2008, p34). 
The dominant web 2.0 applications are blogs, wikis, online social networking, 
and the image sharing.
  
 



Figure 2.: O'Reilly's Map of Web 2.0 (Miller 2005, 
paragraph 4)
 
Described by Bailey as the “most visible expression of web 2.0” (Bailey 
2008, p26), the blog is the web 2.0 technology with an overt link to web 1.0 
and the traditional web page (Bailey 2008, p26). As “an easy to use content 
management tool” (Wyld 2008, p452), blogs are used by organisations 
as internal and external communicative tools. According to Gates, blogs 
present the communicative culture of an organisation “people see them as 
a reflection of an open, communicative culture that isn’t afraid to be self 
critical” (Gates in Wyld 2008, p452).
  
Continuing the notion of an “open communicative culture” (Gates in Wyld 
2008, p452), the wiki is a collaborative communication tool. Represented by 
Vossen and Hagemann as “ a web page or a collection of pages that allows 
its users to add, remove and generally edit the available content” (Vossen & 
Hagemann 2007, p54); wiki applications are often associated with the public 
application Wikipedia. Boeninger identifies the potential of wikis as “flexible 
tools that [organisations] may use to promote internal communication, 
provide a virtual space for group collaboration or create dynamic content for 
the user population” (Boeninger 2007, p25).
  
Providing as the name suggests an online environment for social networking, 
online social networking applications have risen in popularity in recent years 
(Dwyer et.at 2007 p1). Enabling “messaging, blogging, streaming media 
and tagging” (Maness 2006, paragraph 25) prominent applications include 
Facebook and MySpace.
  
Combining the characteristics of online social networking with image sharing, 
Flickr is a specialised web 2.0 application. The image sharing application 
“outperforms currently available online image search engines like Google 
image search”(Rollett et.al 2007, p90). The attraction of the application is 
identified by Miller as its capacity to “facilitate participation in the way a 
messaging service might... fold the output of that participation back into 
the application and make it available to all of the applications users” (Miller 
2005, paragraph 8).



  
Regardless of the web 2.0 application employed within the organisational 
context the dominant issue in the use of the emerging technology is 
identified by Baron as adoption. Observing a division between adopters and 
non-adopters Baron notes that “the key challenge is adoption. I'm already 
seeing a division of early adopters and those who are on the sidelines 
questioning the value and these groups need to be bridged”(Baron 2008, 
p8).
  
Established elements of organisational change
Multiple models exist for initiating technological change. Because of the 
specificity and individuality associated with organisational change a variety 
of facets require examination rather than established models for change. 
The identified models and facets of organisational change include Rogers 
diffusion theory, organisational learning, leadership and the role of the 
individual, and organisational culture.
  
Established in the 1958, Rogers diffusion theory is a dominant model of 
technological change. As “the process in which innovation is communicated 
through certain channels over time among the members of a social system” 
(Rogers 2003, p5), diffusion addresses communication, uncertainty and 
information. “A technological innovation embodies information and this 
reduces uncertainty about cause-effect relationships in problem solving” 
(Rogers 2003, p6), within the organisational social system the innovation 
process involves five steps. Displayed in Table2.2, Rogers organisational 
model focuses upon the existence of a clear agenda on the part of the 
organisation. Reducing uncertainty and risk, the absence of risk is identified 
by Carayannis et.al as unsuited to the agile organisation,

“organisations that need answers and concepts that are fully 
developed and result in a solution that can be implemented 
with little risk should carefully examine agile processes before 
jumping in” (Carayannis et.al 2005, p327)

The existence of uncertainty is not a disadvantage within an organisation, 
Bammer and Smithson note the potential for uncertainty to encourage 
creativity (Bammer & Smithson 2008, p8).
  
 

Figure 2.2: Rogers Organisational Innovation 
Process (2003, p421)
 



Organisational learning, characterised by the seminal work of Argyris 
and Schon, “occurs when individuals within an organisation experience 
a problematic situation and inquire into it on the organisations behalf” 
(Argyris & Schön 1996, p16). Promoting and supporting employee inquiry 
organisational learning provides, as identified by Dyer & Shafer (Goswani 
et.al 2006, p38), fundamental characteristics of an agile organisation. 
Whether resulting from reflection in action or reflection on action (Verma 
1997, p11), organisational learning is based upon two forms of learning: 
single loop and double loop learning. Both forms of learning result in change 
within the organisation, single loop causes changed behaviour and practices 
whilst double loop learning includes change in both behaviour/practices and 
values (Rogers 2003, p21).
  
The dominant elements of organisational change within social informatics 
and information ecology are culture and leadership. “The leader’s personal 
example and passion for the cause create a powerful model for change” 
(Lee 2004, p62). Whilst the ability to set an example is dependent upon 
the individual organisation and the value it affords the leader, within 
an organisation the leader possess the capacity to instil organisational 
change within employees (Schein 2004, p417). Combining organisational 
learning with leadership Schein identifies the learning leader as “portraying 
confidence that active problem solving leads to learning, thereby setting an 
appropriate example for other members of the organisation” (Schein 2004, 
p395). In the conduction of organisational change, the leader it not the only 
individual facilitating change. Nardi and O'Day identify these individuals as 
keystone species; “an ecology is marked by the presence of certain keystone 
species whose presence is crucial to the survival of the ecology itself” (Nardi 
& O'Day 1999, p53). Rogers, giving focus to the individuals within the 
changing organisation, alternatively labels these individuals change agents. 
A highly complex role, Schein describes the “main role of the change agent 
is to facilitate the flow of innovations from a change agency to an audience 
of clients” (Rogers 2003, p368). In the conduction of organisational change 
the existence, role and importance of the individual must not be forgotten 
for the organisation is a group of individuals. As a result all “organisations 
are as different and varied as the nations and societies of the world..they 
have differing cultures -sets of values and norms and beliefs reflected in 
different structures and systems” (Brewis 2007, p346).
  
It is through leadership, in part, that organisational culture is instilled. 
According to Nardi and O'Day organisational culture consists of a multitude 
of values and perspectives(Nardi & O'Day 1999, p51). An organisation's 
culture is the culmination of subcultures which are defined by Greenwald 
as “a set of beliefs and values that share some but not all features with 
the dominant culture. Members of subcultures hold beliefs and values 



that are distinct from the dominant culture” (Greenwald 2008, p212). 
Comprised of values, assumptions, artefacts, and goals (Brewis 2007, 
pp.346-347) organisational culture creates an “everyday reality which 
proves to be a solid and relatively stable shared reality” (Schabracq 2007, 
p7). Undertaking cultural change, such as that required for the construction 
of an agile organisation, is difficult because of cultures inherent stability. 
Schabracq interprets the act of organisational change as being an attack 
upon the very understanding of ones reality, “we experience pressure 
to change our everyday reality as a violation of our identity” (Schabracq 
2007, p19). Schein identifies multiple methods for organisational change: 
“incremental change through general or specific evolution” (Schein 2004, 
p294), “managed evolution through hybrids” (Schein 2004, p297) and 
“cultural change through technological seduction” (Schein 2004, p304). Like 
the construction of organisational agility, the act of cultural change is an 
individualistic process (Schabracq 2007, p19).
  
Organisational agility and the construction of an agile organisation are 
both difficult to definitively classify. The construction of a technologically 
and communicatively agile organisation capable of employing emerging 
technology to facilitate effective and efficient organisational communication 
is the unknown that is explored within this study.
  
2.2 Methodology
  
Methodological Background
With its origins tied to the Chicago School of the 1920s and 1930s (Denzin 
& Lincoln 1998, p1), qualitative research centres upon the studying and 
understanding of humans. Undefined by a specific field or discipline, 
qualitative research is the “study things in their natural setting” (Denzin 
& Lincoln 1998, p3). Qualitative research produces studies, which seek 
to facilitate an “interpretive understanding of human experience” (Denzin 
& Lincoln 1998, p6). Rather than seeking a universal truth or repeatable 
result qualitative research is “born of the concern to understand the other” 
(Vidich & Lyman in Denzin & Lincoln 2000, p2). The research methods 
employed within qualitative research result in a bricolage, that is, “a 
pieced together…knit set of practices that provide solutions to a problem 
in a concrete situation” (Denzin & Lincoln 1998, p3). Employed to “better 
interpret, criticise and de-construct” (Denzin & Lincoln in Kincheloe 2001, 
p682), the bricoleur, like the social informaticist, does not limit study to one 
perspective or method. Kellner asserts that “any single research perspective 
is laden with assumptions blindness and limitations... researchers must learn 
a variety of ways of seeing and interpreting in the pursuit of knowledge” 
(Kincheloe 2001, p682). The bricoleur conducts study with a heightened 
awareness of the influences and barriers upon what is “seen” or interpreted. 



A qualitative research methodology, naturalistic inquiry constructs an 
interpretive bricoleur. The interpretive bricoleour

“understands that research is an interactive process shaped 
by his or her personal history, biography, gender, social class, 
race and ethnicity and by those of the people in the setting… 
the product of the interpretive bricoleurs labour is a complex, 
quilt-like bricolage... a set of fluid, interconnected images and 
representations.” (Denzin & Lincoln 2000, p6).

Nelson et.al notes that “qualitative research is many things at the same 
time… it is multi paradigmatic in focus” (Denzin & Lincoln 1998, p6). As 
a result a specific framework within the field of qualitative research was 
implemented.
  
The naturalistic inquiry methodology was selected for employment within the 
study. Within the qualitative school, naturalistic inquiry “assumes that there 
are multiple realities with differences among them that cannot be resolved 
through rational processes or increased data” (Erlandson et.al 1993, 
p14). In asserting the existence of multiple realities and perspectives the 
researcher seeks to examine an experienced reality. Study is not undertaken 
with the aim of constructing a proof to a belief or hypothesis. Rather the aim 
of naturalistic inquiry is the exploration of a social space, specifically within 
this study an organisational space, and through the methods of observation, 
interview and data analysis ascertain the nature of the space and the 
construction of theories reflecting findings.
  
As a research paradigm naturalistic inquiry is identified by Lincoln and Guba 
(1985) as consisting of five axioms;
● The nature of reality (ontology)
Recognised potential for the infinite interpretation of an environment. t
● The relationship of knower to known (epistemology)
The naturalistic paradigm recognises that it is impossible to eliminate the 
inquirer as a source of influence and impact upon the study.
● The possibility of generalisation
“The aim of inquiry is to develop an ideographic body of knowledge in the 
form of a working hypothesis that describes the individual case” (Lincoln 
& Guba 1985, p38).
● The possibility of causal linkages
The complexity of environments makes it impossible to definitively 
identify linkages and causality.
● The role of values in inquiry (axiology)
Inquiry undertaken within the naturalistic school is “value bound” (Lincoln 
& Guba 1985, p38)

  



The culmination of all five axioms within a study results in the conduction 
of an inquiry possessive of insight into organisations future behaviour. 
Exploratory in nature, the study's implementation of the five axioms of 
naturalistic inquiry assists in creating a study which is applicable to readers.
  
Implemented Methodology
  
Conducted within the naturalistic inquiry paradigm, the study's empirical 
research aims were achieved through organisational case studies. Multiple 
case studies were undertaken to comply with two needs of the study:
● reveal multiple perspectives, actions and opinions regarding 

organisational agility. Specifically organisations facilitation of effective 
and efficient organisational communication through the use of emerging 
technology.

● the time frame within which the study must be completed. Stake 
notes case studies as leading “to better understanding, perhaps 
better theorising, about a still larger collection of cases” (Stake 2000, 
p437).The conduction of multiple case studies facilitates triangulation 
of findings and an increase in the applicability of the study within 
organisations.

  
Interview was the dominant means through which empirical data was 
collected. Employing the “human as the instrument” (Lincoln & Guba 1985, 
p38), as a data collection method interview is undertaken with the aim of;

“obtaining here and now constructions of persons, events, 
activities, organisations, reconstructions of such entities as 
experienced in the past; projections of such entities, as they 
are expected to be experienced in the future, verification, 
emendation, and extension of information obtained from 
other sources... and verification, emendation and extension of 
constructions developed by the inquirer” (Lincoln & Guba 1985, 
p268).
  

Conducting what is described by Stake as an intrinsic case study(Stake 
2000, p437), semi structured interviews were undertaken. Open-ended in 
nature (Yin in Erlandson et.al. 1993, p86), interview enables the researcher 
to access attitudes and perspectives possessed by the interviewee 
(Erlandson 1993, p94). The collection of accurate data by the researcher 
was facilitated through interview practices including:
● informal interviews,
● common meaning of terms and phrases were established,
● model questions were created prior to interviews, to ensure required 

areas addressed during interview,
● order, language and duration of interviews fluctuated,



● a minimum of two interviews conducted in each organisation,
● interviewees were identified by snowball effect.

  
Interviews were recorded and transcribed verbatim. Though a lengthy 
process the transcription of interviews as a data collection method was 
chosen after an attempt was made at synthesis of interviews. Transcription 
was undertaken because of the inability of the researcher to confidently 
synthesise data without bias. Notes were taken immediately after every 
interview to record the immediate response to:
● the interview,
● the interviewee, and
● the environment within which the interview was undertaken.

  
Seeking to examine the effective and efficient use of emerging technology, 
the use of web 2.0 by organisations was observed. In the observation 
of technology note was taken of the layout, design, language of the 
organisation and the user, frequency of communication, and the type of 
communication undertaken on the medium. Lincoln and Guba cite the “major 
advantage of the interview is that it permits the respondent to move back 
and forth in time- to reconstruct the past, interpret the present and predict 
the future” (Lincoln & Guba 1985, p273), access to both the past and the 
present use of web 2. 0 is facilitated by the record keeping nature of the 
applications. This enabled observation of trends, fluctuations and/or changes 
in the use of the technology.
  
Rick description provides the reader with the information necessary to 
understand findings (Erlandson et.al. 1993, p145). There is not a definitive 
means of creating rich descriptions(Erlandson et.al. 1993, p146). Lincoln 
and Guba recommended extensive detail in the construction of thick 
descriptions:

“the naturalistic inquirer is also responsible for providing the 
widest possible range of information for inclusion in the thick 
description... it is not the naturalists task to provide an index of 
transferability; it is his or her responsibility to provide the data 
base that makes transferability judgements possible on the part 
of potential appliers” (Lincoln & Guba 1985, p316).

Within the study the construction of thick descriptions of organisations 
included an element of trial and error. Thick descriptions of individuals 
were originally constructed. These thick descriptions were rejected upon 
realisation that they were not in keeping with the organisational focus of the 
study.
  
The analysis and interpretation of the study findings was achieved through 
two techniques; categorisation and triangulation. The act of “creating 



categories triggers the construction of a conceptual scheme that suits the 
data” (McCormack-Steinmetz 1991, p87). The collected data was divided 
into the following categories:
● Change
● technological implementation
● technological selection
● technological resistance
● technological use
● individual inquiry
● observed use/potential use of technology for the future
● procedure or policy change
● barriers preventing use
● communication
● collaborative use
● perspective to technology
● general organisational perspective
● organisational culture
● previous technology
● learning

The categories materialised not out of the transcribed interviews but the 
culmination of research in the areas of information ecology, organisational 
change, and communication.
  
Identified by Denzin and Lincoln as “not a tool or strategy for validation but 
an alternative to validation” (Denzin & Lincoln 1998, p4), triangulation

“involves checking data gathered from one source against 
other sources. Typically [researchers] triangulate data gathered 
from multiple informants with organisational documentation, 
secondary published material and outsider perspectives” (Fine 
et.al 2008, p19).

Within the study, triangulation involved the collation of the multiple 
interviews collected with the observed web 2.0 technology. In the 
interpretation of findings, the collation of multiple sources was complex, 
combining;
● the interviews collected in the study including the interview transcripts 

and the categorised interviews,
● the observed use of technology,
● and existing academic and professional literature.

  
Conducted within the methodological school of naturalistic inquiry, the 
construction of an exploratory study was sought which added knowledge 
and understanding to the areas of organisational agility and organisational 
communication through the use of emerging technology.

  



Chapter 3: Case Studies
  
3.1 Introduction
Overview of Organisations Studied
The study was completed over 15 weeks, exploring the movements made 
by organisations to employ the web 2.0 technologies. Three organisations 
were approached regarding their use. Within these organisations, seven 
interviews were conducted (as shown in table 3.1). Coming from diverse 
industries (as seen in table 3.2), the organisations employ web 2.0 to 
facilitate both internal and external communication. Table 3.3 and table 3.4 
detail the technologies employed within the organisations along with the 
number employed internally and externally.
  

Organisation Number of 
interviewees

total

CI &SCI 2 7
LIB 2  
UL 3  

Table 3.: Collation of Organisation and Interviews
  

Organisation Industry Employee Size
Cultural Institution Museum and Cultural 

Institutions
CI- 290+ (excluding 
casual and volunteer 
staff)

SCI- Less than 50   
University Library Library and 

Information Services
Less than 50 (city 
campus)

Large International 
Bank

Finance and Banking 40,000 +

Table 3.: Organisation Size and Industry
  

Technology Employment within studied 
organisations

Blog 16
Micro Blog 1
Wiki 4
Online social networking sites 4
Photo/Video sharing application 3
Online Poll 1
Total 
                                                                    
                    29

 

Table .3: Number of Web 2.0 Application Used



  
The use of web 2.0 technology within the study is categorised as internal 
and external communication. Internal use refers to use of the technology to 
facilitate inter-staff communication. Accessible only by individuals employed 
by the organisation, thirteen instances of the internal use were observed. 
The external employment of web 2.0 within the study is classified as the use 
of the applications for public communication. Accessible by any individual 
with internet access the study limits its classification of external applications 
audience to a user group. The user groups studied were identified though 
both identification by interviewees and the observation of the technology.
  
Organisation Internal External
CI & SCI 2 12
UL 2 3
LIB 9 1
                                             
                                             

13 16

Total 
                                             
                     29

  

Table 3.: Internal and external use of web 2.0 by organisations
  
Assisting in the triangulation of findings technological observation was 
undertaken by the study. The act of observation refers to a practice of 
identifying and recording;
● both organisation and user initiated communication
● the purpose for which the web 2.0 technology was employed
● the frequency and style of communication
● the individual characteristics of the technology.

In the case of external technologies observation occurred both prior to 
and proceeding the interviews. For internal technologies this observation 
occurred during the interviews as a result of security and accessibility 
issues preventing observation prior to the interview. No technology within 
this study is reported upon without having been observed directly by the 
researcher.
  
3.2 Creating a new user communication environment:
The Cultural Institution(CI) and Specialised Cultural 
Institution (SCI)
  
The cultural institution(CI) houses a diverse collection related to science 
and technology. The CI also includes a subsidiary institution, the specialised 
cultural institution (SCI). Geographically separate from the CI, the SCI 
focuses upon a specific scientific field. Both institutions are open to the 



public and as a result serve a range of users. A visible connection between 
the two institutions is given within the CI and SCI websites, both providing 
links to the other. The dominant internal connection identified is the CI 
serving as the supplier of the SCI's technological opportunities.
  
So as to ensure the construction of accurate descriptions of both 
organisations, their environments are described individually. This has 
been done to prevent the omission of the unique characteristics of either 
institution.
  
Cultural Institution(CI)
The CI serves a large public audience at its physical location in Sydney's 
inner city and an international audience through its online services. 
Identified by Elisabeth(see table 3.6) as a leader in its use of web 2.0, the CI 
employees a series of applications(see table3.5) including;
● six blogs,
● two Flickr accounts
● Facebook fan page
● Wiki based intranet

  
Web 2.0

Technology
Application

name
Purpose and use Internal/ 

External
Blog
  

'Photo of the Day' 
blog

Contributed to by 
staff throughout 
the CI, the 'photo 
of the day' blog 
includes images 
on various 
topics within the 
collection and a 
blurb describing 
the images origins 
or significance. 
External the blog is 
redelivered on the 
CI intranet

External
  



Object of the week 
blog

Varying in nature 
the blog posts 
images of objects 
and their details 
including; origins, 
stories behind 
the images and 
their significance. 
Classified as 
objects the blog 
also posts curator 
and staff profiles. 
External the blog is 
redelivered on the 
CI intranet

External  

Reference Blog Written by the CI 
reference librarian 
the blog details 
the goings on and 
current issues 
effecting the CI 
library

External  

Fresh+New Blog Technologically 
focused, the blog 
details the CI's 
use of technology 
and discusses 
emerging 
technology

External  

Science and 
Technology Blog

Blog focuses 
on science and 
technology and its 
effect upon society

External  

Australia in the 
1980s

Exhibition specific 
the blog addresses 
the upcoming 
exhibition including 
calls for public 
donations and 
expressions of 
interest.

External  



Image sharing and 
networking

CI Flickr Accounts Employed to 
create access 
to the CI 
photographic 
collection the CI 
has 2 accounts;
(1) non specific 
collection. Includes 
behind the scenes, 
artist works and 
exhibition images.
(2) Flickr commons 
collection. This 
account broadcasts 
the CI's glass 
plate photograph 
collection.

External

Online social 
networking

Facebook fan page Including details 
about the CI and 
links to various 
web services 
provided by the 
CI, the Facebook 
page responds 
to inquiries, 
questions and 
comments made 
by members of the 
public.

External

Wiki Intranet The CI employs a 
wiki environment 
as a framework for 
its intranet.

Internal

Table 3.5: Web 2.0 applications employed by CI
Name Description

Elisabeth Manager of the visual and digitisation 
services(VDS) unit. The VDS unit is 
part of the digital social and emerging 
technology(DSET) department 
which also includes the information 
technology(IT) unit. Elisabeth initiated 
the CI's use of Flickr.

Table 3.6: Interviewee within the CI
  



The digital, social and emerging technology (DSET) department initiated the 
CI's use of web 2.0 technology. Within the DSET, Elisabeth, the manager 
of the visual and digitisation services(VDS) unit was interviewed. The 
department manages the CI's,
              “photography, audio, visual content creation, image resource centre 
which is the scanning
              services, the photo library, rights and permissions”               -Elisabeth.
The VDS department works closely with the information technology 
department to construct the CI's communication environment.
  
The CI Flickr presence consists of two accounts:
1. a non-specific collection and,
2. a Flickr commons collection.

The non-specific account includes a mixture of contemporary collections and 
individual images. The contemporary collections include; behind the scenes, 
images of current exhibitions, artist photography, and a variety of videos 
and photo streams. The commons account includes images for the CI glass 
plate photographic collection,

“The premise of the commons project is to make out of copyright 
photographic collections publicly available so people can use and 
share, comment and research. Generally make these collections 
richer and more accessible.”              -Elisabeth

Both Flickr accounts interact with the CI's online user community through;
● the contribution of images.
● tagging and,
● commenting upon the collections contents,

Flickr gives users the opportunity to contribute to exhibitions. An example 
of this user community involvement is the 'then & now' collection. Historic 
images are matched to their, user created, modern counterparts. Elisabeth 
notes the dedication displayed,

“we've had some amazing citizen research. A lot of people 
matching locations... its connecting us with the community”

  
Receiving over 5000 views a month, the 'Photo of the Day' blog redelivers 
the CI's photographic collection, along with the work of external artists and 
photographers. The blog aims to facilitate access and use of the collection 
through communication with the user in a new manner,

“Its in a slightly different voice to your normal curatorial 
approach, very personable, more stories about the event or 
something so a little bit more flavouring in terms of what's going 
on... its about photography, sharing photography and sharing 
stories”              -Elisabeth



The posts vary in style and nature. Signed by contributors, user interaction 
within the blog varies with some posts receiving multiple comments and 
some none.

 

Image 3.1: CI Photo of the Day Blog Note: Blurred to protect anonymity
 
  
Posting weekly about objects within the CI's collection and curator profiles, 
is the CI's 'Object of the Week' blog. The tone and format of posts varies, 
including interviews, personal entries and formal promotion. Some 
contributors sign their name. The user contribution varies with some posts 
receiving discussion and other not.
  
Unidentified by the interviewee, the CI includes a series of specific blogs; 
a reference blog, Fresh+New a technology blog, a science and technology 
blog, and an exhibition specific blog. All of which are detailed in table 3.
  
In addition to an extensive use of blogs, the CI possesses a Facebook 
presence. The site promotes CI events, exhibitions and services. Linked to 
the CI Flickr accounts, user interaction with the fan page comes in multiple 
forms including;
● comments on events and exhibitions
● questions about online content and resources
“Artefact 0000- just wondering if a sample of audio or video clip 
could be popped onto your page.”
● queries about artefacts and their history

  
Web 2.0 is used internally by the CI. Both the 'Photo of the Day' and 'Object 
of the Week' blogs are accessible via the intranet. The intranet itself 
replicates a wiki environment and has been implemented to reduce the 
email 'heaviness' within the CI,



“our internal environment is basically a wiki environment. Its 
been very successful in terms of managing projects...emails still 
quite heavy but this is where the intranet is trying to take over a 
bit of that email heaviness”               -Elisabeth

  
The CI employs a variety of web 2.0 applications to interact with its 
user community. The use of web 2.0 is spurred by units within the DSET 
department and has spread organisation wide with use of web 2.0 taking 
place throughout the organisation.
  
CI Analysis
The analysis of the CI is divided into two parts:
● comparison of the external use of web 2.0 technologies originating from 

different departments throughout the CI, and
● the issues identified by Elisabeth, manager of the VDS unit of the DSET 

department in regards to the CI's use of web 2.0 technology.
  
              External Use of Web 2.0 technology
The use of web 2.0 applications by the CI for external communication is 
diverse. Comparison between the use of web 2.0 originating within DSET 
department, including the VDS unit, and the other areas of the CI, displays 
different understandings of and perspectives towards the technology existing 
throughout the organisation (see Table -).
  

Department Technology
DSET department: including VDS 
and IT units

Flickr Accounts

Photo of the day  
Fresh+new  
Facebook  
Individual Curator Australia in the 80s blog
Australia in the 80s flickr collection 
Research Librarian Reference Blog
Various individuals Object of the week

Table 3.7: Origins of external web 2.0 technologies within the CI and their 
use

  
Whilst the application of blogs, Facebook and Flickr for a variety of 
purposes displays a recognition of web 2.0's potential, some of the external 
implementation conveys a lack of understanding of the characteristics of web 
2.0 communication environments. Web 2.0 is identified by O'Reilly as

“the network as a platform, spanning all devices...gets better the 
more people use it, consuming and remixing data from multiple 
sources, including individual users, while providing their own 



data services in the form that allows remixing by others, creating 
network effects through an architecture of participation” (O'Reilly 
in Black 2007, p2).

A comparison between the DSET created 'Photo of the Day Blog' and the 
Librarian created 'Reference blog', displayed in Table 3.8, conveys the 
different use of blogs within the CI. The manner in which the technology 
is used and the consequent user interactivity received by both displays 
inconsistency in the understanding of blogs within the organisation.
  

Photo of the Day Blog Reference Blog
- informal - varied Tone
- signed by author -signed by author
-multiple authors -single author
-general topic -highly specific area of focus; 

librarianship, information services
-varied blog topic, all within theme of 
blog

-erratic blog topics. No specific theme 
or trend within area of focus

- commented upon by users - user comments rare
- links to other web 2.0 technology 
used by the CI

- no links to other web 2.0 
applications used by CI

Table 3.8: Comparison between use of blogs by DSET and other CI 
departments

With the CI the communicative opportunities of emerging technology have 
been recognised, what is yet to be achieved is the universal creation of user 
communication environments upon CI blogs.
  
              Internal issues and barriers of organisational agility
Use of web 2.0 to facilitate new communication is the result of the 
DSET department rather than institute wide initiative. Organisational 
perspective and practice has resulted in some impediment in the use and 
implementation of emerging technology. These impediments are identified 
by Elisabeth as including;
● the hierarchical approval process for the implementation of technology,
● hesitance on the part of staff,
● and a lack of recognition of the need for a new organisational model.

  
                        CI Approval process
Any technology intended to publicly represent the CI, must pass an approval 
process. This process includes a three month trial period:

“for the photo of the day blog I had to go through the 
commission process like an exhibition to get it approved. A 
concept of it was created and it was given a three month trial. 
Well why would you start web 2.0 for three months and then 
drop it? So they said we'll see how it goes. So then I had to do 



another presentation on what happened, some people really like 
it, we've got 100 RSS feeds in a short time. We've got 
comments and people want to see more of this. So can we go 
for another six months?”                        -Elisabeth

This time consuming process is perceived as ill-fitting by Elisabeth, to the 
technological and social environment within which the CI exists. Within 
the DSET, a practice of trial and experimentation is deemed appropriate. 
Requiring continual evaluation of the opportunities technology presents, 
implementation and continuation of technology is conditional,

“we are the ones who will act quickly. We will be trialling 
and accepting of failure as long as we learn from it. We can 
measure it, and stat it and can see where we went wrong. That 
doesn't mean that we'll stick in and toy with everything that's 
impossible. We'll weigh it up, assess what the benefit is, who the 
audience are and what they're going to get from it. But it'll have 
to go through an appeal process...Its not like we can sit here, 
make a decision and do it”               -Elisabeth

Recognising the existence of trends and the progression of user behaviour, 
failure is recognised as an accepted possibility. Hearn, Foth and Gray 
note that the “implementation of new media is cycles of redesign and 
implementation” (Hearn, Foth & Gray 2009, pp.54-55). What is valued 
within the DSET is learning from both success and failure and quick reaction 
to technological opportunities, both of which are not valued within the 
current organisational approval process.
  
                        Internal hesitancy
Prior to the implementation of web 2.0, concerns were voiced by staff. 
Reservations included abuse of the technology by users, security, and 
concerns regarding how the availability of this content will effect CI enquiries 
and sales. Elisabeth notes that;
              “the idea of putting stuff out there was a bit of a shock to some parts 
of the
              organisation”
Hesitancy and resistance remains within the CI and as a result continual 
education and promotion is undertaken by the DSET unit. Hesitancy towards 
web 2.0 is now reduced with staff choosing to contribute to blogs. This 
participation has not come about easily,

“I think it a bit of persistence and a lot of its talking about it”              -
Elisabeth

  
                        A new organisational model
As a result of the time required in development and maintenance of 
emerging technology, a need is recognised for new position responsible for 
external communication. Suggesting the creation of a social media position, 



at present the technological development undertaken by the CI relies upon 
people adopting new roles and responsibilities in addition to their established 
roles within the institution.

“I think organisations need to recognise if they are going on web 
2.0 they need to think about community managers. The need 
specific people who will run web 2.0... The resourcing of these 
things is quite an issue for cultural institutions with people doing 
them on top of their jobs, not specific people doing web 2.0 
as their job. Probably because its a new technology and these 
institutions are based on old, more established, but there's going 
to be a time when people will need to rethink their structure, 
staff capabilities and stuff”               -Elisabeth

  
Whilst the adoption of emerging technologies has occurred it depends upon 
the determination and interest of individuals within the CI. Such dependence 
does not ensure the occurrence of technological innovation and enthusiasm 
in the future.
  
Specialised Cultural Institution(SCI)
The SCI became a subsidiary of the CI in the 1980s. With a specialised 
area of focus, the SCI is geographically separated from the CI. Only a 
small percentage of the staff are located within the SCI's historical Sydney 
location. The study interviewed the SCI manager, Bernadette.
  
With a professional history within a variety of industries, Bernadette 
perceives the SCI's use of web 2.0 technology as creating a community 
between the organisation and users. Bernadette recognises a lack of user 
interaction, specifically within the blog,

“we don't actually get that many people responding to the 
entries... but I think its more the fact that you can respond than 
people actually will”
  

The link between the SCI and the CI is technological. Bernadette describes 
the SCI as a testing ground for large scale implementation within the CI,

“we are always the first in the whole CI. We're asked do you 
want to try something we say yes. Sometimes we're well ahead”

Two web 2.0 applications have been offered and accepted by the SCI: blog 
and Facebook(detailed in Table 3.9).
  

Technology Application Purpose and Use Internal/
external



Blog News Blog Details current 
news and events 
relating to the 
SCI's specialised 
area.

external

Monthly Guide 
Blog

Created monthly, 
the blog provides 
information about 
time specific 
occurrence's 
relating to the 
field. The blog 
includes a podcast 
by the author, 
who are specialists 
within the area, 
along with a 
transcript of the 
podcast.

external  

User Reporting 
Blog

Designed with 
the focus of 
user initiated 
communication, 
the blog allows 
users to report 
sightings relating 
to the specialised 
area of focus 
within the SCI. See 
Image 3.2

external  

Online social 
networking

Facebook Fan PageBegun in 2008 the 
fan page includes 
topical posts by 
members of the 
SCI staff (posted 
anonymously), 
user discussion 
and questions.

external

Table 3.9: SCI use of web 2.0
  
Name Description



Bernadette Manager of the SCI. Has a 
background in business and initiated 
the construction of the online booking 
system by the SCI.

Table 3.10: Interviewee
Created in 2006, the blog is contributed to by staff and enthusiasts from the 
amateur group. The blog includes text, images, podcasts and drawings. It is 
divided under three sections;
● news,
● a monthly guide and,
● a user reporting section related to the SCI's specialised topic.

The news blog includes information about;
● events,
● activities within the SCI,
● news and,
● issues related to the SCI's area of focus.
Few have administrative power on the blog and most posts are made 
by the chief specialist of SCI, Dr Dominic. Bernadette identifies the staff 
enthusiasm to participate upon the blog as highly competitive,

“Its a bit of a competition who can get the most up”
The news blog includes many images which have their creator listed 
however no copyright information.
 

Image 3.2: The user reporting blog
 
The second web 2.0 application employed by the SCI is a Facebook 
fan page. Joining Facebook in late 2008, the SCI provides a variety of 
information upon the page including:



● general information- address and a link to the SCI website
● Information regarding current exhibitions
● Access to the monthly guide blog
● Photos of the SCI and historical images from the CI Flickr account.
● Links to CI website

The SCI's interaction within the Facebook fan page is minimal with 
occasional responses to user communication. Bernadette describes the SCI's 
use of Facebook as complacent,

“It just sort of sits there. We go on that rarely. I don't think 
you'll find that we're all that up on it...We use it as a bit of an 
Q&A”

  
Within the SCI dedication remains towards traditional communication 
methods. Bernadette notes a great value placed upon face to face and phone 
interaction with the user community,

“we have very strong commitments to answering peoples 
questions via the phone or in person... we have a very strong 
return visit scenario here”

  
The SCI's internal communication is dominated by email. Communication 
occurs within a variety of internal programs however email is perceived by 
Bernadette as the official communicative medium,

“ I try and get everyone to send me what I need so I don't have to 
know everything”
  

Programs and software applications employed by the SCI are accessed via 
the CI intranet, which is modified for the SCI staff and their needs. Identified 
as a wiki environment within the CI, the internal use of the web 2.0 
applications by the SCI is not recognised. The communicative potential of 
the emerging technology as a whole is perceived as advantageous externally 
rather than internally,

“I think if someone showed us how to do it and it was proven in 
trials that it was advantageous we might use web 2.0 internally. 
I guess we haven't seen it as a possibility, but why couldn't it be?
Maybe it could be better. Maybe that's the way business will be 
maybe we'll all be Facebooking and YouTubing in the future but 
at the moment other than emailing I can't see myself doing it at 
the moment because it does seem a little bit open to the 
external world and we don't want to open the windows yet.”           
             -Bernadette

  
Overall the SCI is perceived by Bernadette as technologically enthusiastic 
and innovative, attitudes which are ingrained within the industry within 
which the SCI specialises. As Bernadette notes;



“Its [technology] really part and parcel of everything we do. Its 
just amazing what you can do”

Whilst employing web 2.0 technology, the construction of an technological 
and communicatively agile organisation within the SCI along with its use of 
emerging technology needs to be addressed.
  
Analysis
The SCI recognises the opportunities that emerging technology presents and 
displays a willingness towards technological change. The ability of the SCI 
to take advantage of emerging technology and the opportunities it presents 
is determined by the perspective towards technology. The SCI's use of 
and perspective towards web 2.0 technology can be characterised by four 
elements:
● an authoritative tone,
● institute focus,
● scepticism towards the advantage of web 2.0 and,
● technological observation.

  
              Authoritative tone
The SCI employs a formal tone throughout its online communication. In the 
SCI's web 2.0 applications this tone and manner is contrasts rather than 
blends with that of users. An example of this is the interaction between the 
SCI and a past work experience student:

“Student: Hi everyone ~^^~...how are you~^^~...its [Student]
SCI: Hello Student. I hope you enjoyed your week with us as a 
work experience student.
Student: hahaha...of course I did hahaha...Weird to go back to 
school though hahaha...how is everyone?...can't wait to hear 
Rebecca sing again hahahaha....”

Through language and tone the SCI distances itself from the user 
community.
  
              Institute Focus
In the selection and construction of web 2.0 the interest and needs of the 
SCI are considered rather than the needs and interests of both the SCI and 
the user community. Bailey identifies a principle for organisations in the 
use of web 2.0 to be “marketable to end users and stakeholders” (Bailey 
2008, p155). An example of institution interests overriding communicative 
opportunities and user interests is the rejection of the application Twitter for 
implementation by the SCI;

“We don't see ourselves as young and trendy and all that, if we 
did we would be twittering. We see ourselves as a very stable 
organisation as quite serious so the blog suits our model better 
than twitter” -Bernadette



Evaluation of the technology is not addressed communicatively but based 
upon perceptions of the technology and assumption of the user community 
who participate within the technology.
  
              Scepticism to web 2.0
Conflicting attitudes towards emerging technology exist within the SCI. 
Whilst the implementation of the web 2.0 applications has been recognised 
as advantageous to the SCI's operation, there remains scepticism towards 
the applications advantage. The advantages of web 2.0, recognised by 
Bernadette, include:
● reduced phone calls
● reduced postage expenses
● ability for members of the amateur group to communicate outside 

meetings
● promote events and exhibitions
● communicate with a wider audience unhindered by geographical 

boundaries
Despite these advantages Bernadette remains sceptical of the applications 
having physical or measurable results;

“I don't know if anyone is able to look at any tangible yet from 
web 2.0. How does it really effect our business, our income?”

A potential disadvantage of web 2.0 identified by Bernadette is a loss of its 
authority among the community,

“Maybe us of web 2.0 has made us de-evolve. Maybe people 
think that we are not so authoritative because we are on it”

  
              Observation as a selection method for emerging technology
The selection process employed by the SCI is one of observation and 
discussion. The SCI observes the technological and communicative practices 
of the international organisations,

“ What we do is we look at what we could be doing. We look at 
other organisations, bigger organisations with better resources” 
              -Bernadette

This observation of institutions with diverse interests, goals and user 
communities draws focus away from the SCI's individual user community 
and goals in the selection of technology. Limiting knowledge of technology to 
its established employment not only limits the way in which the technology 
is implemented but also the capacity for the technology to be successfully 
received by the user community for use was not designed with the user 
group in mind.
  
Through interview with Bernadette and the observed use of technology 
it is revealed that the SCI is conflicted about its use of and perspective 
towards emerging technology. The SCI remains non-committed to web 2.0 



technology and maintains a traditional perspective towards technology and 
its user interaction.
  
3.2 Changing organisation- Large International Bank
  
Based in Australia, the large international bank(LIB) has over 40,000 
employees world wide. Recently the LIB has experienced change on a 
variety of fronts, including:
● a new chief executive officer (CEO)
● a merger with another large Australian bank where the LIB was the 

dominant party
● the restructuring off the organisation to align process's undertaken 

within the LIB
● a new communication environment, the introduction of web 2.0 into the 

organisation
● change in the workplace environment. Creating a social environment, 

the LIB provides wireless internet throughout the building, cafes, 
multiple formal meeting rooms and informal meeting areas along with 
publicly accessible cafes within the building.

  
Examining LIB's response to emerging technologies and the manner in which 
web 2.0 has been employed within the organisation (which are detailed in 
Table3.11), two employees based within inner-city branches of the LIB were 
interviewed, as seen in Table3.12.
  

Technology Application Purpose and use Internal/
External

Blog CEO Blog
  

Question based; 
blog allows 
employees to ask 
questions of new 
CEO; accessible to 
all employees.

Internal

Celebrity Soapbox 
Blog
  

Discuss issues 
of interest or 
concern; provided 
to all employees.

Internal  

Advocacy Blog Discuss ways 
to promote the 
organisation, 
accessible to all 
employees

Internal  



Group executive 
blog

Provides 
employees with 
information 
about the actions 
undertaken within 
other areas of the 
organisation and 
to ask questions of 
group executives, 
accessible to all 
employees

Internal  

Application A Opportunity for 
employees to 
present new ideas 
directly to the 
organisation; 
accessible 
by selected 
departments and 
teams

Internal  

Application B Allows employees 
to suggest 
changes to existing 
procedures 
and practices; 
accessible to all 
employees

Internal  

Wiki Corporate wiki Similar to 
Wikipaedia; 
provides 
business focused 
information; 
accessible to 
all employees 
although not many 
are aware of the 
technology

Internal



Photo sharing 
application

Pixipaedia Photo sharing 
application upon 
which enables 
employees to 
share images of 
recent events that 
occurred within 
their branch. 
Accessible to all 
employees

Internal

Online social 
networking site

Facebook Accessible from 
LIB, internet 
enabled, 
computers

External

Poll Online Poll Topical weekly 
poll available from 
LIB's intranet. 
Accessible to all 
employees

Internal

Table 3.11: LIB Web 2.0 Applications
  

Name Description
Beryl Knowledge manager within the 

international operations division
Jan Manager within LIB business and 

portfolio improvement division
Table 3.12: LIB Interviewees

  
With an interest in the professional application of web 2.0, Beryl is 
complementary of the LIB's implementation of emerging technology. Beryl 
employs the LIB intranet and emerging technologies in her job. Jan is much 
more conservative in her use of communication technology. Preferring 
to communicate issues and queries through traditional channels to her 
manager, Jan views the intranet blogs as unsuited to the communicative 
norms of the LIB.
  
One of the LIB's Sydney corporate buildings has recently undergone 
dramatic change in its work place environment. Creating an open plan 
working environment is a deliberate move to encourage face to face 
communication and collaboration. According to Beryl, face to face 
communication has reduced over the past few years as a result of a rise in 
computer use within LIB;

“I don't think that there's as much face-to-face contact, not 
as much as there used to be. I think because of the internet. 



People look on the computer during their lunch hour. I mean 
its permissible to use it then, there's no problem with that but 
I certainly wouldn't be on it all the time. People do not tend to 
socialise face-to-face as much as they used to”

The LIB provides wireless internet throughout the building, cafes, multiple 
formal meeting rooms and informal meeting areas along with publicly 
accessible cafes within the building to create a social working environment. 
The change in the work place environment is recognised internally as a 
move made by management to reduce computer based communication. As 
Jan observes,

“I think its the 'organisations' way of making conversation and 
discussion easier and more inviting.”
  

The construction of a work environment so dramatically different to 
that preceding it has been received by Jan as both advantageous and 
disadvantageous organisational change:

“its a nice building to work in, its got cool think spaces, cafes and 
stuff. Working in an open plan office is sometimes not so great. 
You've got no privacy and so it can be quite distracting as well.”

Coinciding with the construction of a new working environment, the LIB is in 
the midst of structural change. Many departments within the organisation, 
including Jan's, are in the midst of changing offices within the open plan 
building; in order to physically align departments in line with processes.
  

“Emails fairly formal communication in grammar and format. 
Informal doesn't really happen”               -Beryl

Email is considered by Beryl to be the dominant means of communication 
within the LIB,

“I think the place would collapse without it.”
Despite changes in the work environment within the organisation, emails 
dominance is attributed by Jan to ease of use:

“its easier to avoid difficult conversations but it also allows you 
to document your time frames and communication. When you're 
having a conversation or meeting its more difficult”

Despite this dominance identified by both Beryl and Jan, the provision of an 
email account is dependent upon ones role within the LIB,

“Not all areas have email, some branches have only recently 
gotten email access. Before it was quite difficult if you could not 
contact them during an emergency...not every one has internet 
access, there's a small cost involved with that and to get internet 
access you have to have it approved. Access to some sites is 
valuable to people doing their job but not everyone has internet. 
Not everyone has external email, if you do not really need it, 
i.e internet access, email, for your job then that service is not 



available” -Beryl
  
Technology within the LIB is highly regulated. Systems and software within 
the LIB are controlled by an external computing company. The LIB employs 
various web 2.0 technologies including blogs, photo sharing, wiki and 
Facebook.
  
Located within the same page of the intranet, the intranet blogs vary in 
topic. Accessible to all employees the blogs include:
● CEO blog
● Celebrity Soapbox
● Advocacy
● Group executive blog

In addition to to text based communication, the blogs include podcasts from 
a variety of sources, include news stories and press releases. Activity and 
levels of interaction within the blogs varies. The CEO and group executive 
blogs are identified by Beryl as receiving the most user activity.
  
Application A and application B are supported within separate section of 
the intranet. The LIB does not identify the applications as blogs, however 
the characteristics of both are consistent with those of blogs. Application A, 
available only to selected departments, gives employees the opportunity to 
share ideas within the LIB. Given access to application A a month prior to 
the interview, Jan notes;

“It focuses on product suggestions and enhancements which 
promotes an improvement initiative within the organisation. 
There's a lot of promotion going on...a lot of hype around it. 
If you have an idea there's different categories you need to 
apply to it and different criteria that gets entered online. The 
assessment team and stakeholders go through and review and 
whatever is deemed appropriate gets prioritised and may get 
some life in terms of project work.”

Throughout the evaluation and assessment process the submitted 
suggestions can be viewed and commented upon by employees, provided 
they have access.
  
Identified by Jan as created by the CEO to eliminate injurious practices, 
application B is surmised as;

“Its an initiative to alleviate some of the pain that often branches 
or middle level staff encounter in their work. If something 
happens day to day and no one knows why application B is a 
mechanism for people to start changing the way they behave 
and how they get certain things done.”



Providing employees with the opportunity to question the advantage of 
potentially redundant practices, Jan notes the blog as giving employees the 
opportunity to;

“get rid of procedures that ruin their [employees] day”
  
In addition to a multitude of blogs the LIB employs wikis, online polls and 
image sharing applications. Perceived by Beryl as receiving little interaction 
Pixapaedia and a wiki encyclopaedia are identified as features of the intranet 
rather than new communication opportunities(see table 3.11). According to 
Beryl, Pixapaedia gives employee's ability to let others know what is going 
on throughout the organisation both Australia wide and internationally,

“It's were you can place pictures of your team or different 
events. It's a big organisation with over 40,000 people and you 
know not just in Australia either so if they have an event in say a 
bank branch they might let everyone know by posting photos”

A recent use of the application was an image posted of the organisations 
oldest customer cutting a cake at their local branch of the LIB.
  
The organisation allows employees to access the external application, 
Facebook. Prompted by 2,000 employees identifying themselves LIB 
employee's, access to the site is conditional. Beryl notes,

“if you sit of Facebook and don't do your work they'll take away 
access”

  
The LIB has made substantial use of web 2.0 applications throughout the 
intranet. Creating new forms of communication for employees, the LIB 
displays an enthusiasm towards emerging technologies. Question arises 
whether this enthusiasm is enacted upon by the individual employees within 
the organisation.
  
Analysis of the LIB
  
Change within the LIB is undertaken suggestively through promotion and 
action rather than overt intention. These actions suggest LIB is in the midst 
of cultural change through “technological seduction”, identified by Schein as 
the implementation of technology initiated with the aim of:

“chang[ing] cultural assumptions through the subtle, cumulative, 
and sometimes unintended impact of technology that they 
introduce deliberately” (Schein 2004, p304).

In the case of the LIB, effective communicative change through 
technological seduction is questionable. In the LIB's culture practices and 
policies are continued as a result of precedence. Initiating behavioural and 
communicative change through suggestion is unsuited to the established 
organisational culture.



In the LIB's use of web 2.0 five issues are identified;
● The communication environment
● Implementation practices
● The resistance to communicative change
● Organisational barriers preventing communicative change
● Work-life barrier within the LIB

  
              The communication environment
The communicative opportunities of web 2.0 are recognised by both 
interviewees. Creating a new communicative environment, the intranet blogs 
enable individuals within the organisation to,

“speak their mind...for some it may be the only channel through 
which to express an opinion” -Jan

Fulfilment of this opportunity is brought into question by the level of 
employee participation upon the blogs. Described by Jan as 'light' and 
non-essential, participation upon the intranet blogs is ,

“...not work, its a place where people can vent rather than 
provide positive or insightful conversation...its a little bit light in 
the questions and topics it raises for the culture we have”

Those participate upon the blogs, as observed by Jan, are non-management 
employees, specifically those in customer service positions.
  
Whilst web 2.0 is employed in Application A and Application B a manner 
which suits the purposeful communication culture within the LIB both Beryl 
and Jan identified the other ways in which web 2.0 is employed as unsuited 
to the communicative culture.
  
              Implementation practices

“Promotion depends upon whose in charge at the time. 
Sometimes you get email updates and things but at the moment 
we're not getting that”              -Beryl

Promotion of intranet blogs is done through subtle reminders on the 
intranet such as “share your view about [a specific topic] in the blog”. 
Accessible by the department for a month, Jan received heavy promotion for 
application A. Multiple promotion methods were employed in the applications 
implementation,

“ we had the application mascot come and visit us, very 
childlike...We get emails from the mascot every second day 
which is very annoying but its front of mind. They've done 
various things to cater for the different audiences within the 
team and its evidence of how important it is for management” -
Jan

The degree of promotion given to new technologies is recognised as a 
signifier of the managerial value and importance given to the technology.



  
Application B also received strong promotion, implemented with strong CEO 
and leadership support. The application, according to Jan, originates from 
the CEO's experience overseas where,

“many years ago whilst living overseas the country was 
preparing for a visit from a member of the royal family. The 
government decided that the royal visitor would probably like to 
see some whales. So they started tracking the whales going up 
and down the coastline. This tracking continued for ten years, 
well after the royal visitor has come and gone”

Seeking to alleviate ineffective practices and procedures within the 
organisation such as approval processes or documentation. As Jan notes,

“A lot of people use it … its an avenue for people to vent their 
gripes and to get some change around their processes. It not 
always venting (its often very positive)”

Application B is well regarded by Jan as a result of its purposeful nature.
  
Promotion is the only implementation technique employed within the 
organisation. As a result use is not universal. Beryl observes a lack of 
interest in the new communication opportunities created by LIB by some 
within the organisation including her boss,

“I suppose it depends on the person whether they change the 
way they work or not. See I'm a bit of a, I like technology and 
I'm always searching... I think its a personal thing whether you 
get involved... My boss for instance reckons that he never uses 
the intranet but I don't know maybe that's just him.”

  
              The resistance to communicative change
Changed communication behaviour in response to the new physical 
environment is not universal. Whilst not dealing with the implementation 
of web 2.0, the resistance to communicative change from email to face to 
face is applicable to web 2.0. Preferring to use email rather than face-to-face 
communication Jan notes that,

“although the organisation's seeking to make conversation 
and discussion easier and more inviting to stop emails that go 
back and forth, making people get up and talk to one another it 
doesn't always happen. People are lazy and how much better is it 
not to talk to someone?”

Such resistance to subtle efforts by the organisation to change employee 
communicative practices displays a need for more assertive and persistent 
implementation and promotion. Within the organisation Jan observes that 
employee's do not change their behaviour when opportunities, such as an 
open collaborative environment arise.
  



              Organisational barriers preventing communicative change
Jan notes a procedural barrier preventing the full use of the open-plan 
working environment. Established practices for planning and conducting 
meetings prevent spontaneous or late-notice meetings:

“we do a lot of meeting at LIB but you can't have a meeting for 
anything less than an hour for anything shorter is regarded as 
incapable of being productive and you must schedule the 
meeting at least three days in advance”                        -Jan

A direct example of the established culture and the difficulties it presents, 
the conflicting interests of the structured communication culture within the 
LIB and the spontaneous communication culture encouraged by the new 
work environment displays the transitive nature of the LIB.
  
              Work-life barrier within the LIB
Beryl observes resistance to the use of Facebook within the organisation. 
Prior to allowing access to the application, concerns were voiced regarding 
the threat posed to LIB security. These concerns were regarded as 
insubstantial enough to prevent the use of the technology for, as Beryl 
notes,

“I think they realised that things are going to go on and things 
with the web are only going to get bigger, and I think they 
realise that people need to take responsibility for their actions.”

Despite this, resistance remains within the organisation to the use of 
Facebook. This resistance comes in two forms,
● those who are unwilling to identify as LIB employees within Facebook, 

and
● those who are unwilling to use the site.

In the case of employee's who participate but do not associate with the LIB, 
Beryl attributes resistance to an unwillingness to break down the barrier 
between work and personal life,

“a couple thousand people are using it. Its like ordinary Facebook 
users some people like it some don't. Some use it and some say 
oh no I'm not putting my details on there”

LIB staff who are not active on Facebook, according to Beryl who is 
conducting independent research on LIB's Facebook use, cite security and 
privacy concerns as the dominant issues preventing use of the technology.
  
The technological and communicative change that has taken place conflicts 
in the information culture it creates with the established organisational 
information culture. As a result the implementation process technological 
seduction must be accompanied by extensive promotion in order for the 
conflict in information cultures to accepted throughout the organisation.
  



3.4 Keeping communication going: the University 
Library(UL)
  
The UL serves a large and diverse multicultural audience. The needs of this 
user group are met by a large physical and online collection. Three forms of 
change have recently occurred within the UL;
● Policy

Allowing students to eat, drink and talk in designated areas within the 
library.
● Physical

Construction of bright and open collaborative work areas.
● Communication

Adoption of web 2.0 applications. Detailed in Table 3.13, Facebook, Twitter 
and YouTube are used communicate with the UL user group.
  
Technology Application Purpose and Use Internal/

External
Online Social 
Networking

UL Facebook Fan 
Page

Communicate 
with the UL's user 
group. Promote 
services and 
access to the 
library services

External

UL Facebook 
profile

Avatar, David, 
used by employees 
to communicate 
with users.

External  

Micro-Blog UL Twitter Page Promote library 
services. Assist 
followers in their 
library related 
problems

External

Video sharing YouTube Entertain, provide 
information about 
UL services in 
a entertaining 
manner

External

Blog Staff Forum Provide flattened 
communication for 
staff throughout 
the UL.

Internal



Wiki Team Wikis Used for a variety 
of purposes 
(dependent upon 
team) including 
file storage and 
communication 
tool

Internal

Table 3.13: UL Web 2.0 technology's
Three interviews were conducted within the UL. As displayed in Table 3.14, 
Ken, Lynette and Eloise were interviewed for the purposes of the study.
  

Name Description
Ken Director within the corporate services 

department of the UL. Initiated the UL 
use of web 2.0 for external purposes

Lynette Faculty Librarian within the 
information services department.

Eloise Information services librarian
Table 3.14: Interviewees within the UL

  
As a recent addition to the organisation, Ken is in charge of the education 
and research services unit of the UL. Ken has promoted and implemented 
web 2.0 applications within UL. Technologically focused, Ken believes in 
taking advantage of technological change;

“I think we're in a transitory phase...my personal belief is that 
there's a change...I think social networking is teaching us a 
different way to communicate”

  
According to Lynette, maintaining relevance with users is a dominant 
motivator for the use of web 2.0. A faculty librarian, Lynette is highly aware 
of the hesitancy of staff toward web 2.0. She attributes this hesitancy to the 
ingrained stagnancy of the library industry, noting;

“they're librarians who are natural introverts...they're not people 
who are going to embrace something that blabs what you like, 
what you don't like and what your doing on the weekend”

  
An information services librarian, Eloise is instrumental in her teams 
use of emerging technology. Constructing a wiki-based communication 
environment, Eloise identifies web 2.0 as a vital element of her job and 
professional development,

“I guess I use it a lot to keep up to date with other new 
technology and things like that. I have quite a comprehensive 
iGoogle page and extensive RSS feeds in google reader and we 
have Facebook here and everything like that so without web 2.0 



I would find it really difficult to stay on top of everything. using 
those sorts of technologies is the only way I can manage keeping 
up to date in the way I want to. A lot of it is keeping up to date 
with new web 2.0”
  

The use of web 2.0 was initiated six months prior to the interviews. 
Motivation to use web 2.0 for external communication is characterised by 
the UL's Facebook presence.

“Just wandering around the library and you'll see that most 
students are on Facebook. Now they can stay on there and still 
contact the library...we're on there to be where they are”              -
Ken

The UL's Facebook presence has two parts: a fan page and profile. With 
over 250 fans, the page includes links to UL online services, such as: online 
renewal, library catalogue and other web 2.0 applications employed by the 
UL. Communication initiated by the UL on the fan page includes:
● Service promotion

For example, a series of updates titled “5 things you should know about the 
library” which describe a service and its capabilities.
● Online activity

Drawing user attention to information and services located outside the UL.
● Entertainment

Including a post relating to an online petition for an ice-cream company to 
make a library flavoured ice-cream;

“What would library flavoured ice-cream taste like? I want sh-sh-
sherbert!”

  
The UL's Facebook presence is managed by a profile page. By employing 
an avatar named David the UL communicates with users upon its fan 
page. David's online presence is minimal. With a private profile, which 
is only accessible pending friend request, the avatar is connected to the 
UL Facebook fan page through being a fan of the page and occasional 
interaction on the page through posts and comments. Identifying with the 
UL itself as his employer David, a cartoon young man is used by UL staff to 
comment on the UL fan page. David's Facebook account also acts as a tester 
for the staff of applications available within Facebook such as Top 5 movie 
lists and online polls. With less than 30 friends on Facebook David receives 
little communication from other Facebook users and provides little, his last 
status update in July;
“David is raring to go for the new term”
  
UL's Twitter provides information to over 150 followers. Including 
redelivered communication from the Facebook page, the UL Twitter 
communicates:



● Service promotion and advertisement. For example:“Open reserve- 
more info @ [Link]”

● Online activity and resources external to the UL such as “private i- Your 
ultimate survival guide- more info @[link]”

● Additional communication such as “being a library is hard sometimes. 
I'll never visit Fiji for example”

Providing information and direct links to UL services, the UL interacts with 
“followers” twitter posts:

“@[individual] you can renew general books 4 times online in 
MyLibrary![link]”

  
A blog is employed as an internal communication tool by UL. Identified by 
Lynette as difficult to navigate and poorly set up, the blog is well used by 
staff:

“we use the blogs on the interstaff forum, that's probably as 
far as internal staff communication goes just blogs. Its been 
relatively successful though I think the way its set up is difficult 
to navigate but that's not really about the technology”

With participation from all levels of the organisation, Lynette perceives 
the blog as presenting dual opportunities for UL internal communication 
providing,
● a flattened communication environment eliminating hierarchical 

boundaries, and
● the opportunity for the expression of ideas by staff.

Identified by Ken as an education tool, the blog enables internal 
communication previously available only within a physical capacity:

“the blogs really good because its people sharing information 
with everyone else... the blog gives you the opportunity to check 
it occasionally and read it and see what other people are saying. 
Email its one out and one back or all out and one back its not a 
shared conversation. We are learning to communicate in different 
ways , its a shared form of communication”

  
The biggest change within the UL is yet to occur. Referred to by staff as 
the 'new library', in 2015 the library is currently under construction. A 
perspective was given by all interviewees that true change will occur with 
the move to the new premisses.
  
Analysis
  
Within the UL change has occurred in its external, organisational and 
information environments.   Staff opinion towards this change is divided 
between the technologically enthusiastic and resistive. As a result of these 
parallel ideals within the organisation, agility is unable to be established 



despite the technological change undertaken. Technological support and 
change exists within the UL because of Ken's efforts:

“its web 2.0 technology awareness that Ken's really pushed and 
by him being here its allowed pockets of people who have always 
really likes it to come together” -Eloise

Universal cultural and behavioural change, however, has not taken place. 
This effects the manner in which web 2.0 is employed and the occurrence of 
effective and efficient communication through its use. The factors preventing 
the construction of an agile organisation within UL include:
● selection,
● resistance
● implementation.

  
              Selection
The applications Facebook, YouTube and Twitter were selected by Ken for 
implementation in light of their use by the user group. In the selection 
process, avatar based web 2.0 applications were rejected by Ken as a result 
of a dislike of the technology;

“MySpace seems to be more fantasy based because you have the 
ability to not be a real thing. When its real people I think there's 
a valid argument for institutions to get into the technology.”

Despite a rejection of avatar based applications, the UL replicates avatar 
behaviour upon the non-avatar based Facebook through the use of David. A 
fictional avatar providing a “face” for all library staff is not only contradictory 
to the selection process but also prevents personable interaction between 
the organisation and users. Comparing MySpace and Facebook, Dwyer 
et.al notes “the two have very different styles. Facebook's association with 
physical entities helps vouch for the authenticity of its members. MySpace 
has a poor reputation in terms of trust” (Dwyer et.al 2007, p4).
The use of an avatar upon web 2.0 is identified by Eloise as enabling the 
UL's participation upon the site;

“ at the moment its making it possible, its allowing us to be on 
web2.0 because otherwise we probably wouldn't get support to 
do it from staff if they had to go on individually”

The use of an avatar for all staff upon a 'real' application, as described 
by Ken, prevents the UL from integrating into the Facebook user 
community. Web 2.0 enables the user to be both a consumer and 
producer of information. By communicating from behind an avatar 
the UL discourages the user from being a producer of information 
through maintaining the traditional anonymity of official organisational 
communication. Whilst it is not the selection process itself which 
prevents the UL from becoming an agile organisation; the inability 
to comply with the behavioural and communicative characteristics 
of emerging technology for external communication prevents the 



organisation from following its user group in their technological 
progression.
  
              Technological resistance
The accumulated comments of all interviewees reveals resistance in dual 
forms: opposition to web 2.0 and a more general resistance to change. 
Resistance within the UL to both forms is attributed by Lynette to differing 
generational perspectives,

“I think the library could do more to push web 2.0 but there 
would still be resistance. There was a certain level of resistance 
to the library having a presence on Facebook at management 
level... For boomers its something they haven't grown up with 
and privacy is a big issue for some people”

  
Staff resistance creates difficulty for the technologically progressive 
within the UL. In light of the fast changing technological environment 
within which the organisation exists, the need for a perspective of trial 
and experimentation is recognised by Ken and Eloise. Eloise finds herself 
contradicting these practices to accommodate the technological resistive 
within the organisation,

“I think its really important that people recognise the possibility 
of failure. I worry a lot that things will fail and that it will be seen 
as not worth pushing and not that sometimes things fail. The 
only way you can learn is if you try... I do worry that people who 
aren't into it might see it as not point if it fails...the only way to 
be truly innovative is to risk the possibility that it will fail”

  
              Technological implementation
Identifying the technologically active within the UL as enablers, Eloise 
describes their role as the promotion of technology,

“...push it, set it up, we create things and show people how to 
use them... making how to guides so that they don't have to 
struggle so much to create it. It still requires someone who is 
interested to support it”

It is in support that enablers face difficulty within the organisation, the 
effect of which is recognised by Eloise. The effect of overt managerial 
support is displayed in the internal blog. Identifying Ken as influencing staff 
participation upon the blog, Eloise observes that:

“I see a big difference he's made within the 
organisation...changing the way some people work because even 
if they don't like it he likes it and so they change”

An example of the presence of Ken, in creating a technologically supportive 
perspective, and leader support is Eloise's implementation of wiki's. As a 
result of her leaders enthusiasm, Eloise notes;



“My supervisor has always been quite keen to look at other ways 
to communicate so we trial a lot of stuff that other teams don’t 
we have web conferences every other week and so its taken up 
some time to figure that out. My teams much more active in its 
use of the wikis than anyone else and that’s probably because I 
was really interested in it when I came here and Susannah was 
interested... she and I got together and started trying all these 
different methods of internal stuff we knew it existed before but 
it required staff who are interested coming together”

Why universal support for technological implementation does not occur in 
light of its effect within UL is unclear.
  
The UL exists in a transitory phase moving from a traditional environment to 
a new evolving communicative and organisational environment. Whilst the 
first steps have been made, through the adoption of emerging technology, in 
order for these technologies to facilitate effective and efficient organisational 
communication the technologically resistive attitudes within the organisation 
must be eliminated.

Chapter 4: Interpretation
  
The construction of effective and efficient organisational communication 
through the use of emerging technologies, and the establishment of 
an agile organisation is a highly individualised process. The study has 
sought to uncover is some of the established manners in which web 2.0 
has been employed communicatively within organisations. It should be 
noted that what has been uncovered through the study is not attested 
to be the sole means of employing the web 2.0, nor the only means of 
facilitating the creation of an agile organisation accepting of technological 
and communicative change. Through triangulation of the observed use 
of technology, interviews with employees and existing theoretical works, 
the conditions which assist in the facilitation of both effective and efficient 
organisational communication and the construction of an agile organisation 
have been observed.
  
The study's findings are divided into the internal and external use of web 
2.0, the issue of design in the organisational implementation of web 2.0 and 
the facets identified as enabling organisational agility.
  
4.1 Use of Emerging Technology
The web 2.0 technologies blogs, wikis, the social networking application 
Facebook, and sharing/broadcast applications Flickr and YouTube, have been 
implemented for a variety of purposes within the observed organisations. 
The use of web 2.0 within organisations has been identified as markedly 



different when employed for internal and external purposes. As a result the 
two purposes have been identified as requiring separate consideration.
  
Internal use of web 2.0 technologies
Blogs present the opportunity for an open communication environment 
within organisations. Two of the observed organisations seem to employ the 
technology to encourage creativity, innovation and communication. Blogs 
are identified by Ken of the UL as creating a technologically unprecedented 
communicative environment. Creating a means for employees to broadcast 
individual inquiry and knowledge;

“blogs are good because its people sharing information with 
everyone else. Formally the only was to do that was meetings 
or by sending an all staff email and people just see those and 
ignore them”              -Ken of the UL

The internal implementation of blogs, whether organisation-wide or specific 
to select departments such as application A within the LIB, facilitates the 
construction of two communicative opportunities:
● Bottom-up communication. Communication “designed to tap into 

employee’s knowledge and opinions” (Holden 2005, p274),
● Flattened organisational communication creating an open organisational 

environment and eliminating hierarchical boundaries without the 
restructuring of the organisation.

  
Internal implementation of blogs whilst recognised as advantageous, is 
regarded by interviewees, within both the LIB and UL as additional, non-
essential communication. Noted by Lynette of the UL as “not work”, blogs 
provide a new communicative environment to which acclimatisation is slow 
to occur. As a result of the unprecedented nature of the communication, 
the manner in which the technology is employed is of greatest significance. 
The reception within an organisation to new technologies depends upon 
the design and purpose intended for the technology. Web 2.0 technologies, 
including blogs, must comply with the culture existent within the 
organisation. Compliance with these norms and values, along with elements 
such as leadership, participation and promotion, has been found to result in 
legitimacy surrounding the implemented technology.
  
The observed use of wiki's within organisations was minimal. Employed as,
● a framework for housing applications (within the CI, SCI and UL) or,
● for file storage (in the UL).

The potential use of wiki's within professional literature is much more 
expansive. Wikis, identified as project management tools (Hearn et.al 2009, 
p53), “an invaluable collaborative tool” (Bailey 2008, p31) and content 
management systems (Vossen & Hagemann 2007, p49), was not observed 
within the examined organisations.



  
External use of web 2.0 technology
External use of web 2.0 has been spurred by changing user behaviour and 
acknowledgement of the communicative opportunities available. Enabling 
two way public communication and the construction of an environment for 
user to user communication, the web 2.0 applications; blogs, Facebook, 
YouTube, Flickr and Twitter were observed. Disinclination to create a open 
communicative environment was observed.
  
Creating a free flow of communication and information is identified by 
Elisabeth of the CI as allowing organisations to maintain value to their user 
group. This value is maintained as a result of the participation upon the 
applications and the nature of this participation,

“definitely moving away from the marketing speak... That voice 
doesn't work and people pick up on that, the community will 
know that voice isn't right.”              -Elisabeth of the CI

  
The employment of formal communication upon web 2.0, where 
informal communication is typical, works to create a division between 
the organisation and the user. Consequently a unequal communicative 
environment is continued. The SCI's blog and Facebook presence, and 
the UL Facebook presence, displays the effect of the continuation of an 
authoritative tone upon its user interaction. The manner in which the 
technology is employed influences both the quality and the quantity of user 
interaction. As a result organisations must comply with the communication 
expectations of the technology which in web 2.0 is personal, informal 
communication.
  
4.2 Design of Emerging Technologies in an organisational 
setting
As a result of the interactive nature of web 2.0 Kling identifies three factors 
which influence the design of communication platforms by organisations:
● technology
● the organisation
● the user (Kling 2000, p207)

Kling further argues, the nature of the organisational policy, social and 
economic factors and the content upon the site must be considered (Kling 
2000, p207). The consideration of these factors applies to the external and 
internal implementation of technology.
  
Implementation and use of technology is identified by interviewees within 
both the UL and the CI as requiring the insight of both organisation and 
user. Ken of the UL notes,



“The users may tell us where Facebooks going to go or what we 
should be doing on Twitter. I mean the users may pull it and 
use it in an entirely different way but we won't know if we're not 
there.”

As a result co-construction is recommended. Involving a design process “in 
which technical developers and user groups co-construct system design” 
(Wessels et.al 2008, p31), co-construction is “ a gradual alignment of 
variation and selection environment requiring adjustments in both domains” 
(Geels 2005, p62).
Whilst co-construction is employed externally, the design, development and 
implementation process internally remains non-participatory.
  
4.3 The technologically and communicatively agile 
organisation
As noted by Miller, it is not technology but the individuals and organisations 
behind technology that determine how it is used. Conducted within the 
theoretical frameworks of social informatics and information ecology, the 
study identified the following facets as facilitating a technologically and 
communicatively agile organisation:
● keystone species
● appropriate design
● leadership support
● observation and research
● trial and experimentation
● implementation
● evolution

  
Keystone Species
Technological change cannot be constructed by implementation and 
promotion alone. Keystone species(Nardi & O'Day 1999) work to instil new 
communicative practices and attitudes to technology within an organisation. 
A term employed by Nardi and O'Day, keystone species are required for the 
enacting of technological and communicative change within organisations. 
Within the examined organisations, as a result of their transitive state, the 
notion of agility not yet instilled organisation wide and as a result there is 
need for a specific type of keystone species.
  
Identified as enablers by Eloise of the UL, a role of promotion and support 
is required. Assuming the existence of a level of managerial support, the 
enabler acting within the norms of the organisation in regards to behaviour 
and culture, creates enthusiasm towards technological change.   Enablers 
must be dispersed organisation wide, existing within all levels of the 
organisation. This need for such dispersement is identified through the 
concentration of enablers within the CI and the existence of enablers limited 



to lower levels of the UL.
  
Appropriate Design
Appropriate design involves the consideration of the social informatics 
triptych of user, technology and organisation. In the use of emerging 
technology appropriate design requires the consideration of:
● selectivity,
● the established use of the technology, and
● the information culture within the organisation.

  
              Selectivity
Selective implementation of technology within an organisation process 
of matching (Rogers 2003, p423). Whilst a perspective of trial and 
experimentation is necessary within the agile organisation as a result of 
the uncertainty and change present within the environment in which they 
exist, a level of selectivity is required as a result of the enormity of the 
technological development occurring.
  
              The established use of technology
An increasing trend is the implementation of technology with established use 
in social contexts. Knowledge of established practices and use of emerging 
technology is necessary within both the internal and external implementation 
of technology. In the external implementation, this knowledge facilitates the 
organisations integration into the new communicative environment through 
understanding of the established norms. For internal implementation, 
knowledge of the established use of technology is necessary for dual 
purposes either
● the continuation of such use within the organisational context, or
● the establishment of new norms and use of the technology in light of 

the specific needs of the organisation.
The transferral of external practices can have positive and negative results 
pending the organisations intended use of the technology. In the case of 
implementation which does not mirror the external use of the emerging 
technology the establishment of new practices, specific to the organisations 
communicative needs is a complex manoeuvre.
  
              Coincide with Information Culture
A need was recognised in the study for the establishment of a connection 
between the use of the technology and the organisations information 
culture. To the same effect as 'Rome wasn't built in a day' communicative 
change in organisations does occur through the implementation of a new 
technology. The introduction of communicative practices contrary or new to 
the established values, behaviours and practices results in the need for a 
period of adjustment.



  
Leadership Support
Two interviewees identified the importance of leadership support. Elisabeth 
of the CI perceives leadership as assisting in the organisation taking full 
advantage of the technological environment within which they exist. Eloise 
of the UL notes leadership as creating a supportive environment in which 
technological change can be undertaken by individuals,

“It has to have leader support. I know it sounds silly but they 
have to allow that view to be accepted. They have to say that 
don't be scarred to put trust in people and allow things to be set 
up that way....it really has to come from management because 
even if the rest of us like it and they don't like it, then it wouldn't 
happen and even after management says yes someone's got to 
take the risk to do it”

Within the information ecology framework the role of the leader is identified 
not only as the creator of support but also the establishment of information, 
and in turn communication, behaviour. Tactics identified by Davenport and 
Prusak include;

“communicate that the information is valuable, clarify the 
organisations information strategy and objectives, identify the 
needs for information competencies, focus upon managing 
specific types of information content, assign responsibility 
for information behaviour, making it part of the organisation 
structure, create a committee or network to address information 
behaviour issues, educate employees about information 
behaviour, raise 'sticky' information issues with everyone” 
(Davenport & Prusak 1997, p104)

  
Observation and Research
“In the 21st century ...the innovations developed by the computing, 
telecommunications, consumer electronics, and electronic media industries 
will affect every business” (Nelson & Harris 2008, p4). The technological 
change recognised by Harris and Nelson requires changed organisational 
practices. In order to remain aware of external technological opportunities, 
a method of observation and research is required. Recognised within 
both the UL and CI(including SCI), observation includes monitoring public 
emerging technologies and observation of the use of technology by other 
organisations. A combination of research and observation is recognised 
as necessary as a result of the effect of solely observation, as in the 
instance of the SCI, resulting in a lack of understanding of the technologies 
characteristics and the individual user group of the organisation.
  
Trial and Experimentation



The need for trial and experimentation is recognised by Eloise and Ken 
of UL and Elisabeth of the CI. Resulting from the speed of technological 
development, the need for trial and experimentation is required in the 
external use of web 2.0 or other emerging technology. A need for trial and 
experimentation internally is recognised however implementation within the 
internal organisational environment can be taken at a more opportunistic 
rate as a result of the absence of necessity spurred from changing user 
practices.
  
Trial and experimentation in external technology is the result of changing 
user practices and the need to, as noted by Lynette of the UL, stay relevant 
with the user group. Ken of the UL observes a depart from a reliance upon 
precedence through academic and professional literature as a result of the 
rate of change in user practices,

“you can't rely on traditional print forms of publication because 
they're generally six months behind by the time the peer review, 
the editing process, the printing process is done”

The need for such trial and experimentation is also recognised by Checkland 
and Holwell for technological development and user practice “will not wait 
for relevant theory! Hence practice will tend to outrun the development of 
thinking in any field in which the technological changes come very quickly” 
(Checkland & Holwell in Jackson 1999, p4). An evolutionary perspective 
towards technology and communication is required as a result of the 
changing environment within which organisations exist.
  
Implementation: promotion, education and support
The influence upon employee perspective and behaviour from an 
implementation process including promotion, education and support, along 
with the effect of its absence, is evident in case of the LIB implementation 
of web 2.0. The implementation process is determinative of the level of 
importance placed upon technology internally and the level of attention 
received by employees.
  
Evolution
As a result of the continual change of the agile organisation a fluidity is 
required of the organisational culture. The everyday reality (Schabracq 
2007, p7) that is the organisational culture, must allow for evolutionary 
change in established practices and knowledge for “organisational culture 
effects the extent to which creative solutions are encouraged, supported and 
implemented” (Martins & Terblanche 2003, p68). Support of the evolution by 
leaders and keystone species within the organisation assists in developing 
evolutionary conditions.
  
Organisational Learning



Organisational learning is recognised as a necessity by Elisabeth of the 
CI in the process of trial and experimentation and eventual organisational 
evolution,

“organisations need to accept that some of these technologies 
will fail but that's good if you can learn from them”

Whether single or double loop, organisational learning is a necessity within 
the agile organisation. Reissner notes that “in times of profound change, 
the terms and concepts available in an organisation need to be expanded 
to allow to organisational actors to express their experiences and create 
new realities” (Reissner 2008, p12). Continual learning and change in user 
practices, behaviours and values is instilled through the organisational 
culture and evolves through the implementation process enacted within the 
organisation.
  
  

The study seeks to assist organisations in the construction of effective 
and efficient organisational communication through the use of emerging 
technology and the construction of an organisational model appropriate 
for the societal environment within which organisations exist. An 
established state of organisational agility was not observed in any of 
the organisation's examined. The facets of organisational agility have 
been constructed out of the culmination of interviewee comments and 
existing academic and professional literature addressing organisational, 
communicative and technological change.

  

Chapter 5: Conclusion
  
5.1 Authenticity of Study
  
Establishing authenticity or trustworthiness, as it is referred within the field 
of naturalistic inquiry, is made by paying close attention to four criteria: 
credibility, transferability, dependability and confirmability (Lincoln & Guba 
1985, pp.301-328)
  
The study was vetted by an academic supervisor, with expertise in 
naturalistic inquiry and social informatics, both fields to which this study 
seeks to contribute. The study was conducted with the aim of seeking 
truthful and legitimate findings regarding enabling effective and efficient 
communication through the use of emerging technology and the construction 
of an agile organisation. Employing triangulation, the study sought to create 
findings based upon the empirical data of interviews, observation of the use 
of emerging technology and existing theoretical and professional works. The 
study's methods for ensuring trustworthiness are displayed in Table 5.1.
  



Technique Purpose Action
Semi-structured 
interview

Encourage truthful 
information to be shared 
by interviewee through 
the interviews relaxed 
nature

Varying in questions 
and duration (maximum 
an hour) interviews 
were tailored to the 
interviewee's responses 
and areas of interest, 
within the study's topic

Snowball selection of 
interviewee's

Access a variety of 
perspectives.

No interviewee's within 
the organisation's held 
the same position within 
the same department/
unit

Diverse organisation Increase transferability 
of the study. Creating 
findings applicable within 
a variety of industries

Organisations originate 
from 3 diverse 
industries:
library and information 
services,finance and 
museum.

Technology Observation Contrast and verify 
interviewee's descriptions 
and claims of technology 
with observed use.

All technologies were 
observed. The history 
of communication upon 
external technologies 
was able to be observed 
as a result of their 
recording characteristics

Triangulation Culmination of findings 
from multiple sources 
with established 
theoretical works.

Create findings from 
the collected interviews, 
observed technologies 
and professional and 
academic literature.

Member checks Ensure interview data 
interpreted in correct 
manner

Undertaken in the case 
of LIB members Beryl 
were two interviews were 
undertaken to clarify 
use of technologies and 
employee response to 
technology

Peer checking Assess findings and work 
from professional and 
reader perspective.

Continual email and 
meetings with academic 
supervisor throughout 
the study's progress.

Table 5.1: Methods for establishing trustworthiness of study



A total of seven interviews were undertaken and twenty five technologies 
observed within three organisations. This small sample size is suited to the 
exploratory nature of the study. However this small sample size does create 
limitations to the transferability of the study. So as to counteract issues of 
limited transferability, the organisations examined were diverse in industry 
and employment of emerging technology, refer to tables 3.2 and 3.3. The 
transferability of the study was also sought through the use of case studies 
and thick description, as noted by Lincoln and Guba “the case study provides 
the rich description necessary for judgements of transferability” (Lincoln 
& Guba 1985 p359). In the construction of case studies inaccuracy was 
reduced through continual vetting of findings with primary and secondary 
evidence.
  
All effort was made to prevent the legitimacy of the study from being 
effected by the inexperience of the researcher and the time constraints 
placed upon the study by the honours program.
  
5.2 Limitations
  
The small sample size of the study, not only in the number of organisations 
examined, but also the number of individuals interviewed within the 
study prevented an more extensive range of opinions to be collected. This 
limitation, whilst counteracted by the examination of multiple organisations, 
limited the number of perspectives collected within each organisation.
  
The study was limited in the observation of the internal use of web 2.0. 
Unable to be accessed outside of the interview, the detail afforded in the 
examination of external web 2.0 was not possible in the observation of 
internal applications.
  
The study focused upon the implementation of web 2.0 to facilitate effective 
and efficient organisational communication. A greater focus could have 
been given on the definition of the notion of organisational agility by the 
interviewees along with interviewees perspectives towards the necessity of 
organisational agility
  
5.3 Future Inquiry
  
The study uncovered multiple ways in which web 2.0 is employed within 
organisations. What was unable to be explored was the operation of an 
agile organisation. Examining organisations currently in a transitive state 
an organisation with established agility was not explored. As a result the 
following future areas of study were revealed:
  



● The keystone species existent within an agile organisation.
The study identified the keystone species, enablers who assist in the 
creation of support and enthusiasm towards emerging technology and 
organisational agility. What was not able to be examined was the keystone 
species necessary for the continuation of organisational agility.
  
● Organisations attitudes towards the prospect of organisational agility.

The study examined the responses made by organisations to the 
technological opportunities available in the external environment. A greater 
research focus is required for understanding the organisational attitudes 
towards agility throughout a variety of industries.
  
● Observed process of constructing an agile organisation.

As a result of the examined organisations being in a transitive state, an agile 
organisational state not yet established the identification of the complete 
process involved in the construction of an agile organisation was unable to 
be observed. The characteristics of a technologically and communicatively 
agile organisation is yet to be identified.
  
Lincoln and Guba's nature of reality axiom within the field of naturalistic 
inquiry highlights the fact that “each inquiry raises more questions than it 
answers” (Lincoln & Guba 1985, p37) and as a result a study can never be 
completed without future research being required.
  
5.4 The information ecology of the agile organisation
  
Davenport and Prusak identify an information ecology in which the 
information/communication environment exists in the organisational 
environment, see Figure 5.1. As a result of the influence and opportunities 
the external environment imparts upon the information/communication 
environment of an organisation, a greater level of connectivity between the 
two environments is required (see Figure 5.2).
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                        Figure5.1: Davenport & Prusak's Information Ecology (1997, 
p34)
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                        Figure5.2: Agile organisation information ecology
  
To be communicatively and technologically agile, the study has revealed 
that connectivity must exist between the organisation, its user groups 
(both internal and external) and technological opportunities of the external 
environment. Within the examined organisations communicative and 
technological agility is under construction. With the notion of technological 
and communicative agile existing alongside traditional perspectives 
(hierarchical and closed communication) agility has been introduced through 
promotion and technological seduction. This transitive state will remain so 
long as holistic change does not occur, that is change in policy, procedure, 
culture along with technological and communicative change.
  
Within organisations in order for both effective and efficient communication 
and organisational agility to occur the advantage and necessity of the 
state must be communicated organisation wide. Whilst the transition of 
perspectives (cultural change) is a slow process, adjustment of cultural 
perspectives to technology, communication and organisational development 
must take place. The effect of inconsistency in cultural perspectives is 
conveyed in the UL and CI.
  



The process involved in the development of a technologically agile 
organisations is highly individualistic. The study identified elements which 
facilitate the construction of organisational agility: keystone species, 
appropriate design, leadership support, observation and research, trial and 
experimentation, implementation, and evolution.
  
The employment of emerging technology to facilitate effective and efficient 
organisational communication requires a web of understanding of the user, 
technology and the organisation (Kling 2000, p207). Assisted through 
leadership support and keystone species, like in the construction of an 
agile organisation, the conditions for the creation of effective and efficient 
organisational communication mediated by emerging technology require 
knowledge of the specific context in which the technology is employed and 
the characteristics of that environment.
  
Web 2.0 has been employed within the examined organisations to facilitate 
both internal and external communication. Instigated by recognised 
opportunity, in the case of internal implementation, and opportunity and 
necessity in external communication, communicative change occurred 
in all three organisations examined. Heightened connectivity between 
organisations information environments and the external technological 
environment has been observed.
  
A need for connectivity with the external environment in light of the 
opportunities it presents has been observed within the examined 
organisations. Technological change has occurred within all three 
organisations however communicative change is yet to occur holistically 
within any of the organisations. Requiring a change in long-standing 
communicative practices and behaviours, within the study communicative 
change has been observed as difficult change to achieve.
  
Overall agility has been identified as enabling advantage to be taken of the 
opportunities which the information society present.
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