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Appendix 4: Second coding 

Coding instructions 

1. You have been given: a) descriptions of a number of generic types of thread of emails. b) 

a word document containing a month's emails (October 2003) from WWW-list, organised 
by thread. It is suggested you navigate using the table of contents. Note that messages 

often quote previous messages, different messages are separated by a string of "_" c) a 

word document with a list of the threads to be categorised in a table, with empty columns 

in which to place the codes. 

2. The task is to say into which category each thread falls. Simply type the category into the 

table in the appropriate column in c). If you consider that none of the categories applies 

state this and why, eg which it seemed like, but why it did not fit. If a thread contains 

more than ten messages (they are highlighted) it is considered complex, in these cases 

please suggest of which types of thread it is composed. 

3. It would also be useful to have any comments on the clarity of the thread genre 
description, eg did you have difficulty applying some of them because they did not seem 

well defined or because the messages did not really fit the protocol; would you define any 

other types of genre? 
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Table A11.21 Participation in cross organisational spaces and institutional characteristics 

High participation in IWMW Low participation in IWMW, orientation 
to Heist awards and WS 

Old university New university/FE 
Good resourcing Low resourcing, liminality 
Decentralised power Centralisation 
IT infrastructural approach Marketing focus 
Portal and high innovation CMS or low innovation 
Network influence on community of web 
authors 

Control of content 

Eg EM, BM Eg QM (though his team is quite well 
resourced 
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Appendix 12: Transcript samples 

12.1. AM (12-17; 46-49) .............................................................................................. 476 
12.2. BM (6-15; 24-27; 33-37; 75-81) .......................................................................... 478 
12.3. CM (3-16; 21-22; 29-34) ..................................................................................... 482 
12.4. EM (41-42; 55-58) ............................................................................................... 486 
12.5. FM (122-140; 154-5) ........................................................................................... 488 
12.6. GM (30-3 1; 38-39; 42-3) ..................................................................................... 490 
12.7. HF(4-11) .............................................................................................................. 493 
12.8. KM/LM (34-45; 70-76) ........................................................................................ 495 
12.9. MF (29-32; 41-49; 115-116) ............................................................................... 497 
12.10. NF (6-16) ............................................................................................................. 499 
12.11. PM (72-80) .......................................................................................................... 500 
12.12. QM (108-115) ...................................................................................................... 501 
12.13. RM (59-64) .......................................................................................................... 502 
12.14. SF (16-29) ............................................................................................................ 503 
12.15. TM (30-45) .......................................................................................................... 505 
12.16. UM (16-17; 44-47) .............................................................................................. 507 
12.17. VM (61-62; 67-72) .............................................................................................. 508 
12.18. BKI ...................................................................................................................... 510 
12.19. BKII ..................................................................................................................... 510 

Note: the purpose of this selection from the transcripts is to give the reader immediate access 
to some key illustrative material. It enables the reader to gain an impression, within a small 
sample of text, of the: 
" Wider context of key passages which are subject to analysis in Chapter 5 
" Typical ways of talking of particular interviewees 
" Character of interactions that took place in the interviews 
As such it both makes the voice of the interviewees themselves more accessible to the reader, 
and increases the reader's ability to evaluate the validity of how the data has been used in the 
thesis. 

Interviews of GM and BKII were phone interviews. 
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12.1. AM (12-17; 46-49) 
12 Interviewer: Thinking about what you do, have you got a name to describe - what 

occupation would you say 
13 ((pause - laughs)) A name - to describe. I'm not really although I have a technical role 

its not really - its not really a sort of technical outfit in the same way there is a team 
over in our information systems and services which is our computing service at 
Newcastle. They do an awful lot of the heavy technical back end. So they look after 
systems. There can be a Unix systems administrator, or something like that. My role is 
really its sort of it is just to develop the web, but from a- but more from a marketing 
users point of view, rather than the actual nuts and bolts of the platform we are running 
on. Yes we do do an awful lot of technical work as well. I think we are probably 
underselling I'm probably underselling ourselves the work that we do there. But its 
primarily we are primarily not not a technical not a heavy technical infrastructure outfit 
- in the same way ISS are. So my job is. Its really just to develop the corporate side of 
the web site and all that that's meant to do in order to underpin the University's 
business plan. Putting all that into a word or a term. I would fail miserably. Its just web 
development. Its corporate web development. I suppose probably that's the nearest you 
could get to describing it. So not just the content side, but also the technical side. 
Nothing that's sort of below the, nothing that's below the server level, we do. We don't 
do anything heavy below the server level. Its all sorts of things that are running on top 
of the platform that we have been provided with. Which does often involve an awful 
lot of database building and looking at emerging Internet technologies and stuff like 
that - but the function is really just to market the institution. I'm not a marketing 
person, but I suppose I enable the rest of the university, the rest of my sort of more 
marketing colleagues, my student recruitment colleagues for example, enable them to 
promote their stuff on the university web site. I don't know how you can pull that into 
one single word. 

14 Interviewer: Maybe we can't 
15 Give me some example words ((laughing)) 
16 Interviewer: You've mentioned the words. I was wondering whether you would 

mention the word marketing or IT 
17 Yeah, its, sort of using the IT to market. Well we are - well I was based - you're are 

sitting in the registrar's office, at the minute. When I was first brought into this post. I 
was placed solely within a section of the registrar's office, because that was where the 
content was coming out. We had a web team over in what was the computing service, 
back then. Who looked, who looked over the infrastructural side. But they had no one 
to look after the content side. So really that's where myself, and my team evolved from. 
Its the content side. This sort of external. Marketing. I keep using the word marketing 
but we don't really sort of do marketing in the proper sense of the word. Its just sort of 
getting information out about the institution and its courses, and its research and its 
other activities. 

45 [... ] So I think although it would be nice to belong to a professional body, that had 
some accreditation, etc etc etc, erm I still think that is going to be some way off 
because of the way it evolved organically, across every single institution, and every 
single institution is doing it slightly differently - its not recognised, its not sort of 
structured and formalised in the same way, that admissions would be - another sort of 
university function - or - not quite recruitment, but sort of the way examinations are 
run or the way people graduate, those more traditional functions of institutions. There 
is no one fixed model that people can immediately sort of use and work with. We've all 
just sort of developed different styles of working. And I suppose to that extent, means 
there is no one recognised Professional standard body organisation whatever. And I 
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don't think there will be for some quite some period of time. I don't know whether 
there is anyone looking even, at setting something like that up. Brian would know. 
Brian knows everything. 

46 Interviewer: But is that a personal issue for you - in the sense..? 
47 No no no absolutely not no. 
48 Interviewer: It doesn't have any career implications in the sense of even if you were to 

go somewhere else, would they know what you'd done, in the same way as.. or you 
don't see it like that? 

49 It would be, I think it might be harder to explain what you'd done. But its because 
there's nothing formalised and structured. Its nice to be -I do feel as if. I've always felt 
as if I've had not quite a free rein, but I've been able to make suggestions and develop 
things the way that... I've been able to steer things quite well. Because people basically 
they don't know enough about it, and its it could be quite dangerous I could have been 
just sitting here for the last eight years doing nothing. But I have felt as if I've been able 
to have a real an impact and a real input into the way the institution has developed in 
this particular area, because they are looking to people like me to tell them what they 
should do and what they need to do. So I've had quite a bit of freedom, that my other 
administrative colleagues might not have had. Its more along the lines of my ISS 
colleagues where they've been able to, we wouldn't have had a web site, if back in 92 
93 someone hadn't seen on a mailing list this thing about this world wide web thing so 
and said I know what - lets have a play around with that, and it just developed from 
there and its a similar sort of thing, we'll play around with technologies because there's 
all these things coming up, erm only a handful of them will actually be useful in the 
future and we do play around with stuff and we do try and see whether it has a use. 
Keep an eye on what's emerging as a leading technology and then just apply that in the 
institutional setting. So for example now its a database driven, dynamic web site which 
we didn't have before. We didn't have the technology before. We played around with 
mysgl and a scripting language called php, and basically said right this is what the 
institution should be going for, and this is what the institution has got. Without actually 
the institution making any sort of yes this is what we want decisions. We've just said 
this looks excellent we'll use these, as long as the institution gets its course information 
up there gets a nice well presented front end, with lots of things happening, lots of 
good content on. That's all they want to see, how that's actually implemented is really 
down to us. And what we are comfortable with doing. There is a lot of talk about things 
like portals and, erm, content management systems as well, which we have stayed 
away from, we think because of good reasons, but again they've listened to the reasons 
that we have come up with, and no one has come back on us and sort of argued against 
the reasons yet, but its been quite nice because its been quite new quite flexible, we've 
been able to drive forward to a position where we think we should be, erm which I 
don't know whether that would harm or enhance jobs elsewhere if I did move 
elsewhere, I'm not sure to be honest, I'm not too sure, at all. 

See discussion Chapter 6.13 
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12.2. BM (6-15; 24-27; 33-37; 75-81) 
6 Interviewer: [... ] I was going to go on and ask that about how have things changed in your 

job in the last couple of years? 
7 Well its interesting, because previously and certainly early on I think Brian Kelly used the 

right word when he was at the last Institutional Web Management Workshop he talked 
about gurus. And it was interesting - because although I wouldn't like to say I'm a guru - 
I've felt like that at times in the context -I felt the people I was working with were like that 
not - because internally they were trying to promote, evangelise the web within institutions 
and what happened from my experience is that those people were particularly 
knowledgeable of the potential and also of the technology and often did it themselves a lot 
and what has happened is that the message got through - all of a sudden - and those people 
found themselves in the very difficult position of people's expectations suddenly being a lot 
higher than when they were preaching and being confronted with a storm of demand and 
excess of need which couldn't be met through home grown, cheap open source-based 
solutions - within institutions - and certainly within the context of the small tools people 
were working with erm and very rapidly we saw some institutions move into content 
management solutions or purchasing professional services from external companies whilst 
internal discussions in work mode focussed onto resource acquisition - purchasing content 
management systems etc and certainly the last few conferences Institutional Institutional 
Webmanager Workshop the discussions about purchasing CMSs were prevalent across two 
or three sessions over two or three years. So: the role has changed from one of being an 
evangelist in a sense and a do-it-your-selfer to a manager in the strictest sense, of somebody 
who is trying to acquire the resources and control the resources to provide the business 
benefits to the institution. 

8 Interviewer: So that is quite a dramatic shift isnt it 
9 Absolutely 
10 Interviewer: of demands Do you feel comfortable with that? 
11 Absolutely, yeah I think back in 2000 we did a we organised a conference which was 

Professional Web Management and the aim of that was to highlight this issue - that really 
the web is a medium and it requires distinct technology and it requires a specific team be 
provided by the institution and to a large extent the issues are surrounding the production 
and the provision of content rather than the development of technical standards. Its getting 
to grips with those issues within an institutional context that really matters and... 

12 Interviewer: Can you explain a bit more about that distinction you just made - because im 
not quite sure I understand it. 

13 Between? 
14 Interviewer: technical standards and content, was it? 
15 Yep. Content yep. I think the key here is that we're providing web services because they 

meet needs, and those needs are represented in terms of the interests of the business, cos 
that's the institution, the needs of the customers who are the various representatives within 
the business in academic departments, students, alumni and so on and so forth and then the 
suppliers the service providers within the institution and previously -I think - all IT all 
strands of IT have had this issue - that in the early days one would develop the software, 
develop the systems, use engineers to produce solutions but more and more its about buying 
off the shelf products which have built-in the functionality required and offer an 80 20 rule 
Pareto rule which is you get 80 percent of the needs and 20 percent remaining to be 
provided through customisation and (inaudible word 

24 Interviewer: Maybe a slightly strange question, but can you put a word or a name to your 
occupation? 

25 Its either -I think it has to anchor itself to existing titles. There is a specialism in the context 
of the web and the three things that spring to mind are business analyst, certainly, which is 
something that comes up time and time again in different areas as a role, a key role. There is 
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the editor, who is acting as an editorial junction point for content and there is also the 
information scientist, the information professional, information specialist whichever term 
you prefer. I would see those three terms as really clearly describing, I would hook my role 
on those, I would probably add a fourth, of project manager, erm, but 

26 Interviewer: So you see yourjob as like multi-occupational? 
27 Definitely. Definitely, I think that is the nature, partly of academic institutions, because we 

work in such a complicated environment. That one has to be to some extent a bit of a 
chameleon to survive, not to be a jack of all trades or all things to all men, but to be able to 
adapt to the changing circumstances without losing one's anchor and one's focus in terms of 
profession. I don't go into areas of the school pretending to be a librarian I don't go into 
areas of the school and pretend to be an information technologist. I'm not those things. I do 
go into parts of the institution and make clear statements in the context of being an 
information professional or being an editor or being a project manager and so on. Sorry if 
my voice sounds a bit weak - I've been got a ten month old baby and I've been awake all 
night. I might sound a bit lame at the moment. 

See discussion Chapter section 6.10.5.1 

33 Well I had this debate recently with myself and my problem was I was trying to decide 
whether I'm going to be an expert, in a professional sense, not the academic sense, 
professional expert in the context of information specialism, information scientist is the 
usual term, or whether I've become a manager, and I should just accept that, accept the role 
of manager, project manager, whatever editor in a sense is a manager role. And I suspect an 
editor would see the same distinction - am I managing people or am I actually employing 
my editing skills and experience. The answer is as always to be a combination of the two. 
My question is `where's the pendulum swinging? ' - where is it going ? And six months ago 
I'd made the decision very clearly that I had swung towards the manager, and to accept it. 
Having done that I now appreciate that the big problem is that one cant effectively in this 
context manage without a knowledge of the actual technology. One has to be able to ask the 
right questions, so one has to maintain, obviously a level of understanding as an expert in 
the web so I see myself swinging more towards management but working quite hard to 
ensure that the swing doesn't carry all the way through, and that I keep that expertise, that 
level of expertise. 

34 Interviewer: Because that's quite a classic move isn't it for a technical expert to be pushed 
into management and not really to like it 

35 Yeah 
36 Interviewer: But I suppose what you are saying is praps to try and find some sort of 

balance 
37 That's right and I think I think a lot of it comes down to working very closely with team 

members and at least being able to have a reasonable dialogue with them about the technical 
aspects of what is being done so that one can maintain enough knowledge to be able to ask 
the right questions and also propose the right pathways for new developments and initiatives 
and also block pathways which are inappropriate. So: a lot of my information comes from 
actual team members as well as reading in my own time reading journals, and attending 
conferences and what have you - but I think ultimately what I'm coming round to at the 
moment and this isn't - my thinking is in flux at the moment so I cant say I've decided, I 
suspect the better way to be is an expert with managerial skills, what we are really seeking 
in this context and also probably in other contexts, one thinks of the health services and 
other areas, but management skills now are sufficiently generic and accessible to be 
something that is part of the portfolio of skills that every individual can carry with them, 
provided that they can actually practise those skills in a reasonable fashion. So I'm starting 
to think of the pendulum swinging the other way towards expert. 

See discussion Chapter 6.10.5.1 
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75 Interviewer: Do you dis- do you distinguish yourself very strongly against sort of the 
techie image 

76 I do actually. The reason I do that is because. Not because I don't have a problem being 
associated with technical people, I don't care if you call me anorak or a geek - it doesn't 
interest me - that's their issue - but what does bother me is that those perceptions -I cant 
remember who said it - but perception is truth - no more so than in an academic institution - 
If people get the wrong idea that's it. You've got to ensure all the time - and its one of the 
things I've learned from the people here at [University name] - you've got to make sure that 
people's perceptions are being influenced to be as close to the truth as possible. If I am 
providing a new service I've got to sell it. I've got to get out there and show people it exists 
-I cant allow people to try it and then speak badly of it. Its too -I cant rely in a sense on 
word of mouth - those sorts of channels. So its (inaudible words) 

77 Interviewer: Are you actually a member of any professional bodies - or? 
78 Yes I'm a member of CILIP, the Chartered Institute of Library and Information 

Professionals - I've got a problem with that. There's just too much library -I don't see the 
role of the IIS coming through in CILIP and I don't know whether that is a transitional thing 
or something that will change in time. I'm deciding whether I should still be in CILIP at the 
moment. It seems like the right body to belong to. But there's just not enough related to my 
area. In terms of information. I think partly the issue there is that the library to a large extent 
the role of the librarian is to take assets which have already been given to them - products 
which have already been supplied. Its in a sense the role of connecting the user to those 
products. Having a good solid knowledge of the products available and making the 
connections between users and the products. And obviously the complexity of managing 
that given the large number of products available and the complexity of them -I use 
products not in the consumerist sense -I mean in the sense of the Prince2 project 
management approach -a product, a deliverable - and they could be external resources and 
web sites or they could be CD-ROMs or what have you - but its not the same as being in the 
position where one's working with people to actually create those products as well as 
provide them and this is key to the web person and I think one of the biggest problems 
facing web people within institutions they have got to work - to make these products 
available for users who are asking for them and provide the whole infrastructure that makes 
that happen - and no building as such and no budget in a sense to build this system often one 
has to make and design it them oneselves and also work with the institution to identify 
which products the users are looking for and which the institution wants to make available 
and help them. I'll give you a concrete example there is something called the [Institution 
name] academic staff publications catalogue. Previously it was a Quark published glossy, a 
few pages, which was created on a yearly basis, done as a historical tradition, I think. That 
was the context I arrived at and it did not contain a full list of the publications produced by 
academic staff. It was incomplete in terms of the people who were publishing and 
incomplete in terms of what they published and of course it was out of date by the time it 
was published. And it didn't have the latest (inaudible word) and so on and so forth (Sure) 
What we did with the academic publications office - because they recognised these issues - 
we worked very closely with them - in joint partnership effort - we produced a system 
whereby we use the library standard of Endnote -a bibliographic data management solution 
- we worked with the academic publications office so that individual academics could 
supply the bibliographic data to the office - they would enter it into Endnote rather than into 
Word as they had done previously - they would manage the database - and constantly be 
receiving updates and they would then feed that to us, we would then convert it into XML 
and we would publish it through our XSLT (inaudible words) using the extensible style 
sheet language transformations - the directory is published on a weekly basis it's a relatively 
labour intensive process, in some ways. It only takes a couple of hours but its done, it works 
and we have created a new product for the institution - this product will now be used, the 
data in it - which didn't exist before will now be used for part of the RAE, the Research 
Assessment Exercise, so we are feeding two birds with one seed, if you like, I don't like the 
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other proverb. Basically we are going to be producing the product for the library would 
end of first side of tape - missing words] ((he says that the library wouldn't get into that)) 

79 [Start of side B] There are very real differences between information scientists and 
specialists, editors in the general sense and librarians - that isnt to say that librarians don't 
get involved in publishing resources of course they do, reports on and so forth working with 
academics to produce resources or providing assistance to academic staff publishing - right 
across the broad - its never a black and white issue - but still there is this distinction really 
and CILIP which is very much weighted towards the librarian - not so much towards the 
IIS- Id like to see (inaudible words). 

80 Interviewer: I could comment on that. But I better not. I think librarians have gone away 
from doing bibliographic work which is what you are describing - but its in the library 
tradition, but not the academic library tradition - its unfortunate 

81 They are getting involved in the open archives initiative, obviously there are some things 
like Steve Harnard's cogprints work down at Southampton, really exciting developments 
which have been on the horizon for so long. Its just a shame its taken so long to get there. I 
think one thing that always absurdly surprises me is the bottom line of resourcing: if it isn't 
resourced it wont work, to a large extent and a lot of web people come from the background 
of having had no resources when they started. Simply being the resource. So it's a slightly 
different approach. Yes, we can do this, it doesn't matter we don't have 100,000 pounds we 
can make it work. And using free software to enable it. 

See discussion Chapter 6.10.3 
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12.3. CM (3-16; 21-22; 29-34) 
3 Interviewer: Ok so do you want to start it ... actually I'm not sure what our 'ob title is? 
4 Its - well, officially its web editor, but everybody kind of refers to me as the webmaster in 

general, and er I'm based in Marketing External relations but there's over the last few years 
the job kind of crossed over with a lot of things that traditionally a normal web editor in 
marketing wouldn't do like managing certain databases, helping out the er information 
services division with - who manage the servers - helping them out with some technical 
kind of issues - kind of suggesting - you know - what software to install and how to install it 
- and if there's any weird problems anything that's related to web usually one way or the 
other kind of finds its way into my inbox as - so its a bit of everything really but yeah 

lly I'm just the web editor. 
5 Interviewer: Right. How long have you been 

.. 
6 Right, er let me just think. I started January 2001 - so that's what? - three years and a bit 
7 Interviewer: And what er - what's your sort of professional background? 
8 Well er none really. I was - I've been doing web design and kind of little web projects and 

multimedia projects for kind of a few years before starting that. I've done a graphic design 
course here at the University of [City name], er followed by a masters course in creative 
technology. And er basically then -I was already doing freelance jobs doing the web and I 
was just looking for a job at the time and was lucky enough to find something here. Now 
initially the first six months of the contract it was only maternity leave cover because the 
then web editor obviously was going on leave. She then decided that she didn't want to 
come back full time I was offered to possibly do a job share but it was then -I then pretty 
much said no I'd really like a full-time job, because my predecessor if you like, she wasn't 
very technical at all. Whereas - through all the new systems that we were doing. When I 
started I started setting up databases and loads of kind of server side coding - she wouldn't 
have had any idea really of how to run these things she was coming more from the copy 
writing and kind of graphicy - make it look nice kind of side of things and I said you know 
if we do a job share all the technical stuff is just going to be - I'm going to have a weeks 
worth of the technical stuff in half a week - and get half the pay for it - so er in the end kind 
of my job was made then kind of full time permanent - er and so yes - from August pretty 
much August 2001 I've been the proper full time web editor for the university. 

9 Interviewer: And can you -I know you started to say about that - what you - what's your 
main role, what do you do day to day? 

10 Ouf. Anything. Anything vaguely related to the web. Officially my remit covers, on the one 
side I manage I directly manage the main three W Salford site and the external relations 
web site being based in external relations. I also beyond that oversee pretty much everything 
that's happening in terms of outward facing web at the university, every faculty, school, 
research institute should have in theory a have a web person a nominated web author. So 
they manage their own sub-sites, www dot something dot salford so they manage it 
themselves, but I'm keeping an overall view of what's happening - er disseminate corporate 
identity guidelines, web publishing guidelines make sure that they comply as closely as 
possible to accessibility requirements - offer help and advice when they have a problem in 
terms of if they want to run anything past me - say is this accessible or not - or we're 
planning to do something along these lines - is that Ok? in terms of corporate identity as it 
relates to the web. So offering advice to the web authors. In - I'm involved in kind of - in a 
round about way in any kind of project that might be run by say information services, 
they're setting up some kind of outward facing web system at some stage within that process 
I'm involved in looking at you know the - whatever output is sent to the browser - however 
the system works - what the user sees, is that compliant with - as I say - corporate identity, 
accessibility, etc. So I don't really do the back end of those systems- but at least the 
interface itself I make sure that that's alright, in terms of all our guidelines. Er gawd what 
else what else - yes we've got loads of database driven systems I manage -I do kind of -a little bit of database admin - Just for those systems - its nothing major its just ams 
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database - so I set up a databases for people, again advise them in terms of if they are trying 
to do something that they don't have enough expertise in or if they want to run ideas past 
me like we want to do something database driven - how do we go about it -I kind of put 
them on the right tracks - sometimes when I have the time and I can spare the time, I might 
kind of help them out with certain key parts of their if they need server side coding. I might 
do it almost as a favour really, so its just its not really part of my job - they should really 
sort themselves out with that kind of thing - but I've - when I find the time I can advise 
them and give them a helping hand. Er as I say accessibility I go to all these conferences 
etc. Trying to keep abreast of all the the things that are - you know - involved in web 
accessibility etc. Er so that as I say that's part of my role, just making sure the university as 
a whole doesn't fall foul of that. I don't touch the intranet as such. So I've I made a- it was 
already in my job description - but I kind of made it clear to everybody around the 
university as well that I'm only concerned about the outward facing kind of openly 
accessible web. So intranet and extranets don't fall under my remit. Intranet is managed 
here by information services and extranets - they appear sporadically for say certain 
faculties wanting to do something specific. Or purchasing department wants to do 
something - again they manage it themselves, and I don't usually concern myself with it. I 
might advise them on certain areas, but they should have their own sort of kind of policies 
and guidelines set up, for that. Yet another part is I actually do write the guidelines and the 
web strategy for the university and kind of all the boring politics bits that are involved with 
that, er trying not to step on anybody's toes. And trying to kind of disseminate and enforce 
them. And - what was it - every year about twice a year I try to get all these web authors 
together and we do a kind of do a one day brainstorming, seminar, type thing where I might 
tell them about the latest guidelines etc - try to help them, offer them advice, there and then. 
And yes that should pretty much cover most of it and then... 

11 Interviewer: eh it does sound quite a lot actually... 
12 And then every time someone wants a new web site there - it usually comes through me 

when they want a new web address or a new top level URL - and most of the time I can say 
to them no you cant have it. There's guidelines in place to - you know when you can and 
cant have something. So I'm sort of the gatekeeper, for pretty much anything that goes on 
web wise to the outside world really. Yeah and it is a lot. There is not enough hours in the 
day, for that. 

13 Interviewer: Have you - this may seem like a slightly strange question 
14 Go on 
15 Interviewer: - have you got a word to describe your occupation? 
16 Well er jack of all trades. That's not one word. Er ((pause)) as I usually see myself pretty 

much as the the even though it sounds grand and kind of pompous the Guardian of the web - but also kind of - well trying to look at whatever we do in terms of what the users want. I'm 
trying to keep a customer focussed - God I sound like a marketeer there- a customer focus 
approach. So I'm sort of - defending the interests of the outside world - in terms of what we 
do on our web site. But yeah but as a word is something like multi-tasking, kind of jack of 
all trades, really. Which is quite good. Because I am, that is one aspect I do enjoy the job 
that because its - because of the wide remit and because of the - kind of - varying demands. 
It is very - you know no one day is like the previous day - every day -I might even be 
involved every now and again, because of my graphic design education and background, I 
get input into things like - you know - the marketing campaigns - or I can do - not just the 
backend coding for a database, but I can also then make informed decisions about how 
should it look and what can we do we've got all these images how can we present it 
visually. So its really a very varied varied job that one day is never like the previous one - 
and there are always new challenges - kind of - every day. It makes it - keeps it fresh and 
exciting really. 
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21 Interviewer: How do you think doing web type stuff in Higher Education has changed in 
the last few years? 

22 Erin. I would say that because of things like say SENDA, various pieces of legislation, 
Freedom of Information Act etc coming into play at the moment er I think a lot of 
universities are seeing - speaking to colleagues of mine at other universities they are starting 
to take the web more seriously -I mean up to pretty much the end of last year or so it was 
all pretty much yeah we'll do something very very much a kind of amateur approach in 
many areas, at least for our own part, and I know some of the colleagues complaining about 
the same thing in other institutions. No kind of holistic approach to - you know - what are 
we going to do with the web? The web has always been seen as - you know - yeah'll we'll 
spend loads of time and effort with the printed publications then the web we can just do 
something with it, you know - whatever - once you've got the copy just stick it on the web 
site. I think lately because of the all the legislation and you know people waking up to the 
fact that you know that this is actually could potentially result in law suits or whatever, 
they've kind of realised that there must be a bit more - more of a professional approach 
really to to how we go about publishing on the web - as I say at least for this institution, it 
was a sort of a wake up call when er when all these legislations came out and people 
realised oh this could affect us and the - more and more I think key people around the 
university are realising its not just the - yeah we want to do something with the web - but 
they are realising it is actually important - kind of marketing tool. Not just for international - 
which usually it was yeah we can reach an international market quite easily with the web. 
That's a very cost effective way even for for internal for UK based recruitment for instance. 
Its a very important tool just because, because of the reality that you know youngsters - 
even though I hate that term - go go online far more often -I mean I do it myself - 
wherever, whenever I'm at home anything I need to look up or whatever, you just go online 
- so I think they are realising slowly that it is actually a medium that deserves as much 
attention as printed publications or TV advertising etc. So a lot more resources are - 
hopefully- I'm being promised anyway - are being put towards it after two years of 
working, I finally manage to get an assistant, in September, that was after me shouting 
about all these things that you want me to do. I cant do them - if we do them properly - we 
cant do them. So resources are - are being made available, and I think there is kind of 
culture shift now in that its recognised now that the web site is more of a- it needs to be 
managed in a professional way - before it was all very ad hoc - somebody's got an interest in 
the web - oh yer you can do a little departmental site. But with things like law suits, 
potential law suits in terms of say accessibility - all these kind of gifted amateurs that were 
doing their web sites they're not - they cant be experts in every field -I mean I'm trying - 
I'm not saying I'm an expert, at least I'm trying to - get a feel for all these different things - 
and most of these other amateurs around that might do it - they might be really excited 
about - they might be doing very good things - but they cant keep track of everything so I 
think as I say the university is realising that - there needs to be more of a managed approach 
towards - you know - the web as a whole, and not just we'll do something on the home page 
and then - you know - the department can do what they like on the web. So I think its really 
kind of a more more professionalism. I see more professionalism on these kind of on our 
site hopefully, and er - competitors' sites as well - its all getting a bit tighter in terms of how 
its managed, how it looks, how it feels, and its really being taken more seriously. 

See discussion Chapter 6.7.1 

29 Interviewer: You've used that word professionalism a few times - what - what roughly does 
that sort of mean? 

30 Oh. 
31 Interviewer: In your opinion 
32 erm. in my opinion. Er. Its difficult to kind of put into words, just, say for instance a big 

corporation, out in the real world so to speak, a big corporation you'd have a dedicated team 
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you know somebody looking after the web, you'd never dream of say in a big company - 
that you know we will just do our little part of the web site. So all kind of managed, in a 
kind of a very structured way, its part of the whole. Its basically seeing the whole thing as a 
business, and then looking at the web site needs to be managed in a proper structured way - 
which as I said before - before - probably before I started and even the first few months 
while I was here it was still very much ad hoc. Kind of we'll just do it. You are relying on a 
lot of - kind of - as I said - very enthusiastic amateurs, who, they've all got a little bit of 
knowledge here and there. And they just, whenever they feel like it, whenever they've got a 
few minutes they might do something that they think is good. They never consult with what 
are the guidelines, what are the requirements, looking at the university as a whole, saying 
what are our targets, what do we want to achieve for this web site. And it was a whole 
collection of little kind of web islands, and in terms of professionalism I think it I probably 
equate that more to having a kind of managed, structured kind of approach where we look at 
the thing as a whole, and actually make a decision for the university as a whole, Iike any 
other kind of business process of the university - you know you wouldn't dream of having 
say every department does their own kind of very special way of doing admissions or 
something, there needs to be either a centralised kind of admissions system or you know at 
least some kind of guidelines and everybody refers to them. And its really just that kind of 
structuring it, managing it properly and making everything pretty much consistent, and 
giving kind of a one single image to the outside world rather than all these kind of myriads 
of little kind of very eclectic looking little web sites. So that that kind of thing so 

33 Interviewer: Yeah 
34 And getting as I say getting people actually you know are employed to do that and have a 

background in - if not directly related to web might be conducive to that - getting people 
with graphic design skills with a design background, people with copy writing skills. 
Getting the right people for the right job really, so not getting somebody who -just because 
somebody's say a lecturer in something - saying oh right you are a lecturer of that, you can 
also design the whole web site for that. So somebody might be brilliant in one area but not 
in another. The same way I've made a decision: I'm not a copy writer. So I'm not going to 
write any copy. I'm going to make sure the web site runs, make sure everything looks 
alright, the same thing - I'm a designer by education but I'm not employed to be a designer. 
I might have my input, but as I said, I'm only going to be here to make sure the web site 
runs, whatever content I get is put up, I wont start kind of just because I can start thinking I 
might design something on my own without consulting anybody. I might just rewrite this 
copy. So its really kind of getting the right people for the right job, because I know there's 
people employed here that could do all the copywriting, or you might have the designers 
here, that have been working on say all the prospectus and everything else. Just to keep it all 
consistent, I then say, you design it then, and I'll just use whatever designs you come up 
with. Which then as a whole makes the whole thing a lot more consistent internally and to 
the outside world. I do sound like a marketeer (laughing) oh dear. Does that sort of answer 
the question? 

See discussion Chapter 6.13 
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12.4. EM (41-42; 55-58) 
41 Interviewer: Is it like an initiative of your department or is it? 
42 Well I mean the university decided in the beginning of 1999 to to engage - and this is just 

before I joined - so me joining the university was one of the recommendations of this report 
and they were commissioned at the top level of the institution, so it was a project sponsored 
by the pro-vice chancellor at the time - it had that kind of top level engagement. Erm and 
that's what set up the unit in external relations and it floundered there, because it didn't 
understand and it couldn't bridge the gap in both politics and characters and understanding 
of what we were actually trying to do from this - it couldn't do it from where it was sat. And 
it floundered for a year - the second we moved and we became a- we had more of a 
technology focus delivering the messages that were pre-defined by marketing we could take 
- you know - our wings could kind of stretch - and we delivered everything we needed to 
from that point of view because we were very reliant on an informal technology 
arrangements - and that was a major political bridge that had to be kind of stepped over - 
erm - the actual decision to form the team in information services that was -I was sat there - 
there was a conversation - there were three people - the registrar and secretary at the time - 
and there was the head of information services who was obviously the librarian at the time 
and myself and basically sat down and said - you know - can we move this activity over - 
will it be better will it be worse - will it take off- can you deliver what we are trying to 
deliver - which is what that report recommended - and the agreement round the table was 
yes and so that was it - first of January - which was literally two days after external relations 
officially folded - erm - we were re-sited over here in this building - and formed the team 
downstairs. From that point forward the politics really was based around developing a 
relationship with the university - because prior to that external relations had had a very very 
up-front and unengaging relationship with the university, they were seen as being 
exceptionally forceful and not understanding the technology erm coming out with real kind 
of faux pas about you know everything needs to be done in - they all want the font on the 
screen to be Bedoni, for instance - because that was the official font of the university, at the 
time, of course, web cant make you force you to use a certain font set, especially if its a 
non-microsoft font set -I mean nobody had heard of Bedoni apart from here - so you know 
- coming out with edicts like that - didn't - that really undermined your position because 
you were trying to espouse a position on a technology that you didn't understand, we joined 
- we had to defuse all those kind of scenarios. And then we had to go - we were in the 
position that a lot of universities are still in but thankfully this is four years ago that we had 
a vast web site that was blue and green and red, and little dogs running across it and it 
looked abysmal - there was no continuity - there was no central navigation systems - there 
was no understanding really about the importance of the web, or how and why it worked, it 
was not a valued exercise. You know, it ranged from one person who was the web master at 
the time kind of looking after the top end through to somebody in marketing doing a little 
bit here - through to the gardener somewhere doing a bit, because he knew a bit about it - because somebody had shown him one day. And we basically chucked all that model in the 
dustbin - and we developed what we called our web co-ordinator community, so every 
single school has a web coordinator, and the wed editors who publish information work for 
them. All their templates - were kind of basically we developed a corporate infrastructure 
new templates, new servers and everything was centralised, and we went out there and 
visited school after school after school and sold the solution to them, because we had to 
generally sell them the idea that they were part of the university - that they should actually 
adopt these templates, that they should get rid of the server they bought two years ago that 
cost them five thousand pounds. Lots of different issues that we had to run through, to be 
able to give them the confidence that we were going to support their web site and 
professionalise it. And we trained all their staff how to use our stuff - and we emphasise a 
lot of value on - and you have to, I think - we emphasised a lot of value on the contribution 
that the school and the departments could make to the big picture and er three years into that 
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the vast majority of our three hundred thousand page web site, is within the corporate 
templates, on my servers, you know and everything kind of works together - and we have 
this informal web coordinators network supporting it. 

55 Interviewer: I'm quite interested - do you have a sense of you're making the strategy, do 
you have a sense - is it your strategy? 

56 Yes it is. So if. Anything that I show you ((he pulls up a diagram of overlapping circles 
which say research, learning and administration with a small triangle in the middle saying 
integrated. ))- if I draw that on the board and sho- and talk about how e-learning, e-research 
and e-administration is integrated within the institution. I've written that. I've made the 
words and I deliver it. It is absolutely mine. For developing a vision for the institution. This 
this job has an opportunity to let you do that, I think, which is quite unique - because 
nobody else is going to do it. And if nobody else does it then universities flounder with it as 
an issue, which is why they end up with - you know e-learning not talking to the digital 
library people, not talking to MIS, not talking to the registry not talking to personnel. You 
get these kind of pockets of development. As opposed to treating the whole place as a 
business and saying what does this business want to do - it wants to unite its activities in 
terms of its admin, its learning and its research - there the three things we do here -a 
combination of them. Every single thing we do on the campus drops onto those boxes. 
Apart from the students drinking beer I think, and there is a certain element of 
administration that goes behind that as well 

57 Interviewer: I thought it was e-learnin , 
but er 

58 It could quite be. But developing the institutional vision for what we want to do and how we 
want to deliver this business virtually is what I've been able to do. But with the backing of 
what I do as my job - that allows me to do that. Um it's the visibility of that as a kind of 
role. If its just a little web team with two people and a dog, sat in the corner somewhere in a 
big university, you are never going to do that in a million years, until you actually give 
some element of ownership of Something. So I can own that I can deliver that, yer? 

See discussion Chapter 6.10.6 
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12.5. FM (122-140; 154-5) 
122 Interviewer: Right. and specifically, say about web support, what do you feel you get out 

of it sort of thing, what's the 
123 Friendship. Mostly Im on web support nowadays Im getting to be an old geezer so I 

manage to reply to a few questions - erm recently I've had I've asked a few questions, 
because I'm not -I don't like perl and I don't use perl and used web-support as a web- 
support for some perl questions. Being around for so long I've got online friendships with 
people I've never seen. 

124 Interviewer: Right. Because its mostly I suppose people from UK universities 
125 Yer. Right. there's a few Americans. Not many. They're not very noisy. They're the ones 

that write when I get into my political -I almost got into my political context ((laugh)) -a 
few days ago -I bet you can imagine why - but plus when I say stroppy things like get rid 
of Blair and Bush and lets get back to a normal life and stuff like that -I get about three 
mails telling me to go off and shut up 

126 Interviewer: Oh right 
127 And that's when lots of people come out of the cupboard and sort of - well said -I wish I 

could say that but I cant because I would get fired from my job. Stuff like that. So I use it - 
I work on my own from my own living room, so web-support for me is - is like having -I 
have the radio on as well as background noise -I work and then I'll come back and read 
some messages - and if there is a question somebody has asked that I can help I'll help and 
I sort of chat with people on or off list. I have lots of mail off list as well, from several 
eo lie. 

128 Interviewer: Would you, is it like a ical technical list - or? 
129 No its not technical - its not technical at all. The support word is very important in it. And 

they ask a technical question that's more - they're technical people - so its more the 
opinions of others - what do you think of - I'm trying to do this - and I've got this I've got 
this solution - what do you think of it - and people say yeah we've done that or don't go 
there - been there and it doesn't work. And and other other end of the scale you've got 
people that - we get less and less absolute beginners -I remember a few years back people 
asking questions you know - which were like read the fucking manual! - erm but its people 
will ask questions about stuff like I did with perl - how the hell do you strip the characters 
out of a string of characters out of a text with perl. And what did I reply about the other 
day ... something I knew about -I replied. We had the question about the DNS, the other 
day. That stuff you know. So its not - the technical lists I'm on its is like programming - 
its like programming java - like programming digital tv cards - its - like programming - 
I've got a mini ITx a via a mini ITX system so I'm on a list about that - about the video 
driver - they are rewriting the driver for via - which is very nice of them, so its really c. 
code - and apply this patch to get 3D and apply this patch to get accelerated hardware and 
video playback 

130 Interviewer: so are you saying they are more announcements - or 
131 The other lists Im on? 
132 Interviewer: Or they're more purely technical 
133 They're more pure, pure programming. 
134 Interviewer: Sure 
135 On web support you've got a sort of mix. 
136 Interviewer: Right 
137 The stylesheet thread will be you know I can't position here how do I do it? - and stuff 

like that - and its not what I call real programming anymore. 
138 Interviewer: Sure 
139 Maybe a few years ago it was pretty high end, but its more or less. People know - people 

know what they are doing and sometimes you are sitting there with your head in the screen 
and get stuck on really stupid things. And so you whip the list out and say can you put my 
back eyes in straight please and show me where Im going wrong. Whereas the other list its 
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like lines of c-code. And stuff like that. 
140 Interviewer: Right right 

See discussion Chapter 6.16 

154 Interviewer: Sure. Do you - possibly a slightly strange question: do you see yourself as a 
computer scientist? 

155 I don't -I didn't I didn't. Erin I didn't now I think now seeing how people some people 
react to me and the real life outside maybe I am. Maybe I am. I do some I do some stuff 
that. Being self taught sticking the word scientist on the end is very pretentious when you 
are self taught - hobbyist - high end hobbyist ((laughing)) - high end professional 
hobbyist. Probably I am. I'm probably a nerd. I think its caught up on me. Like I said Like 
I said I learned I learned how to stick a linux system on a strange hardware. Since I stuck 
it on strange hardware. I've had easy hardware the server that's easy. Since then I've 
always tended to choose personal computers that were difficult to get it on and get it 
working. So I spend a lot of time messing around and I can read through c code and find 
bugs, which is pretty strange for somebody who has never studied c in his life. So 
something has happened somewhere along the line - I'm not quite sure when or where. So 
amateur computer scientist would be a lot better ((laughing)). 
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12.6. GM (30-31; 38-39; 42-3) 
30 Interviewer: [... ] Do you feel you are like - people in HE doing the web - do you feel you 

are like the people who are doing the web in HE ? 
31 ((pause)) No not really. I sometimes think we're a may be that little bit nearer than a lot of 

FE web folk would be, because I'm not sure -I could be wrong - Maybe your research will 
find out and tell me - But I never feel what we are doing is totally typical of many FE 
colleges and I also get that impression when people contact us - because we do - we do get 
other colleges saying how have you done this - we tend to think we are behind - we feel as 
I've mentioned with the courses database we feel we are a little bit behind in our use of web 
technology. But a lot of colleges obviously think we're not - and that does surprise us 
sometimes erm - from where we sit - HE looks very well resourced, looks better resourced 
than we are - it appears when I meet web managers at conferences - that they have far more 
staff and far more resources and far less to do. They tend have to more staff working on 
smaller projects, which enables then to do more research. Some of them of course are not - 
our function here is to provide web services - but some of their roles are also teaching web 
technologies - so there is for many people a dual role -I don't - in fact I've resisted teaching 
on any of the web courses in college because there is enough work to do in here. So 
therefore for that reason it may be if you're teaching about web systems then obviously 
you've got much more of an obligation to research and to learn more about developments in 
technologies. Whereas we tend to buy in - we will always have the latest versions of the 
latest web authoring software here - latest dreamweaver, latest photoshop, the latest acrobat 
- we'll always have them here - because we haven't got time not to. I could be wrong it 
could be that I've actually got the life of Reilly here and my HE counterparts are 
horrendously overworked and would be horrified to know that my work ends at f ive o'clock 
in the evening, I don't know. But that is not the impression I get. It might be - its a shame 
there is not a kind of network that will enable people to move about - we did have the 
opportunity - my chaps did get to spend a week each at the FERL centre in Coventry. I 
managed to sort that out because of our - because our ILT manager went to work there. And 
they found that very useful - and that might be something that is quite useful. JISC had set 
up - as you probably know - these regional support centres - but again - Im sorry - that 
really does feel like a hand me down. It really does feel like - what did Monty Python called 
their last album? the contractual obligation album - its feels like it is being done because 
somebody has noticed that FE has been left out by everything that JISC does. It's not 
certainly the local RSC is not hugely helpful. It runs a lot of workshops that er - are quite 
good -I think - for subject teachers, but I know they are not particularly well attended. So I 
don't think that's quite got it right yet. 

See discussion Chapter 6.8 

38 Interviewer: I think you said also earlier you found the conferences technical or a bit too. 
39 They're an interesting mixture. There's an element that's - there's clearly people from 

librarian backgrounds - there is always quite a few librarians there -a few a few marketing - but predominately I would say the people there are programmers - and I don't see myself as 
a programmer - I've always thought of myself as a communications person - and this is just 
the latest tool. I mean, I do stuff for hospital radio - I've done stuff for the BBC - I've 
written stuff - This is just another communications tool, as far as I can see, albeit one that's 
quite fun to play with every now and again. But its not - if I can produce another analogy -I 
think there are two ways that people think about cars. And either you use the car because it 
gets you from a to b. or you are fascinated about how it works and what goes on underneath 
the bonnet - and I feel when I go to these conferences - that there are a lot of people there 
who are mechanics - there are some people there who are drivers - and there are just one or 
two who do both. But certainly that HE conference has more mechanics there than - their 
interest is in the beauty of the technology rather than the content. I think, you see this with 
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accessibility actually - where you see they've tackled accessibility but they've done it from it 
a-I don't know - from a very sort of scientific - because it was there -a bit like climbing a 
mountain - they've done it because it was there - not because there is a good view when you 
get to the top. Erm I say that because some of them have accessibility features that we were 
advised were totally unnecessary - things like - key coding - so that a combination of keys 
takes you to a part of a web site - very quickly - which we were told is unnecessary, because 
firstly people have got to learn what those keys mean and secondly any - all the students - 
all the disabled students that we know that use the Internet - have already adapted - they 
have already learnt how menu systems work and so they don't need short cuts - so. If the 
shortcuts were that good everybody would use them. I think it was seen in academia in 
terms of academic study of accessibility - it was one of the many features they wanted to 
implement - therefore the organisations that implemented accessibility in that kind of 
clinical way - did do that. We did it by trying it out with blind people - and you know we 
had blind students and we asked them what they thought - and they told us - as well as the 
RNIB audit. So we're perhaps a bit more user focussed - if that's not a pompous thing to say 
- it does sound pompous. 

42 Interviewer: And could you say -I mean we discussed accessibility quite a lot off the tape - 
and erm - perhaps about the process of why you wanted the award from RNIB 

43 Well you know the coil - this college has had a long tradition of good provision for students 
with physical and learning disabilities. I mentioned the Warnock report, which I think in the 
early 80s had highlighted that further education really didn't do anything like enough for 
students with any kind of disability, and that prompted a lot of action in colleges and this 
one in particular. We've been using IT with students with special needs ever since 82 83 to 
the extent that we've been involved in a number of projects researching the use of IT with 
students with learning difficulties, featured in open university publications, featured on open 
university broadcasts. So its something that we've been aware of - and I think its kind of 
underlying - those of us who have worked with colleagues in that area - its part of your fibre 
that whenever you are planning anything - you try and think of all your users. When I first 
started doing web sites - once I'd got past learning html and so on -I used the package 
hotmetal pro - which I think was the first commercial web authoring package. And it had 
got accessibility features built in - but it didn't particularly highlight them at the time - in 
that if you loaded an image into the web page - it asked you for the description of the image 

- which dreamweaver didn't do originally but does now. And I put in the description 
without particularly thinking about it. Then I learned from somebody that I know through 
hospital radio that is blind that that was what explained to them what the picture was when 
you were using a screen reader - and then we -I was at a conference where the RNIB 
speaker Julie Halles was getting very vehement about how bad web sites are. Well I thought 
that ours cant be that bad. And she mentioned that standard life were sponsoring a certain 
number of RNIB audits for free. And so we put in for one of those basically - so we put in 
for one of those - and thinking we were fully accessible - such was our arrogance - and as I 
told you the seventy sides of A4 came through. And we were shocked. But found -I think 
that is one of the best bits of staff development I've done in the last few years, working 
through that report, and fixing it and then what we've had to do of course then is roll it out 
to other - like the ILTeam in the college and then so on and so forth. At the same time we've 
been a bit disappointed that when you go to other conferences or talk about accessibility that 
its dismissed a bit -I don't think people realise its importance - and I- maybe it seems 
strongly important to me - because I know people who are blind I know people who are deaf 
- and we ran here the first teacher training course where all the students were deaf in the 
UK. So - this is a college that does do a lot for a wide range of students -I think we are 
particularly aware in that kind of area. So accessibility was important, and when we knew 
there was a badge to be had we had to have the badge. But we are still the only education 
establishment that has the RNIB audit - and that's a year after we got it - that may well be a 
reflection on -I know that some people are now quite critical of the RNIB as having 
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sidelined the accessibility issue, and the award is not thought of as highly as it used to be - 
but at the same time its a bit surprising that - that conference I was at was only for further 
education colleges - so everybody there was an educational user - and yet we are still the 
only college that has got that award. the only college, school or university that has got it. 
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12.7. HF(4-11) 
4 Interviewer: Erm, how long have you been in that sort of 
5 How long have I had that title? 
6 Interviewer: Yes 
7 About a year and a half - do you want a bit of history? 
8 Interviewer: Yes it would be very interesting to 
9 Yer Ok. Well what happened was - in 1998 -I think - it was a fair while ago -I was 

appointed to a job called web officer at [University name]. ((coughs)) And that was - kind 
of -a bit unclear what its role was really. It was a job description as long as your arm. It was 
based in information systems, so it was based in the computing support department, it 
wasn't an external relations type job. But it was the only job that there was related to the job 
in the university. So I had this in-betweeny kind of role really, which is part techie and part 
content (coughs) - when people didn't write content I wrote it - not with any great glee - 
because I often felt I was not the right person to be writing stuff - but we got on and did 
stuff. And er I was the only person. And I was managed by the chap who was what was 
called learning technology officer - who had been here a bit longer and had a few projects as 
well - so that was - ((coughs)) (inaudible words) ((- an aside about coughing? )) - that was a 
section within ISD - little section compared to the networking people or the user support 
people at the time. And erm - as time went on the web seemed to get a little bit more 
important and the guy from the networked section that used to look after the servers and 
with a strong interest in programming - he became more and more of a web person and er - 
he got good at it. And eventually he got moved to the section that sort of split in two. So it 
became -I was in charge of the web - and I was in charge of [Personal name I] the 
developer - and [Personal name 2] was - it was a bit more complicated than this - I'm trying 
to simplify - [Personal name 2], the learning technology guy the e-learning person - and the 
situation went on like that for a while. Then external relations got some writers to write to 
the web site - then we had a big web site redevelopment project - and -I was sort of 
managing that - there was sort of a bit of argy bargy between me and the publications 
person in External relations who thought she knew more about it than I did. That was a 
cooperative effort shall we say. And then I always had an interest in e-learning as well - for 
various reasons in the past job was an e-learning type job and (inaudible word). And erm to 
cut a long story short, when [Personal name 2] who was in charge of the e-learning bit left, 
my head of department said why don't we merge the sections back again and you can be 
head of it - so that's what we did. It was slightly a money saving exercise because we 
replaced somebody at quite a high grade with another web developer type person. But it 

worked out quite well, I think. It got immensely complicated because -I don't know if you 
know about this merger thing - have I told you about the merger thing? 

10 Interviewer: You've mentioned it briefly. 
11 UMIST and the university of Manchester are coming together and er so lots of things get 

put on hold and we don't know what's going to happen we don't know what the structures 
are going to be all that kind of stuff- so its been a difficult time really to be head of 
anything. And the new university which is going to be called the university of Manchester is 
deciding on its structures now. And its got a section within the computing support - which is 
Manchester computing -a section within the computing support - called Internet services - 
which includes the web and also for the time being includes e-learning, although that's a 
huge political football - and we don't know really where that's going to go. And so there is a 
competitive job of applying for jobs within [University name]computing - heads of service 
jobs - and I didn't get that one - the guy from [University name] got it. So my role as 
somebody in charge of webby stuff - has sort of gone away a bit. And I've got a new role in 
the new university. Which is a bit of a poisoned chalice, but its the portal project manager, 
so I'm going to be responsible for trying to drive forward a portal for the new university, 
which will then probably become a service in its own right or possibly not. And we're also 
trying to put in a content management system. And er ((laugh)) as a joint project - life is 
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kind of complex - but I've just kind of fallen into things as time has gone on. It hasn't been 
a developed project plan at all. No career plan to it, it just happened. Mmm there you go - 
there's the history. 

See discussion Chapter 6.10.5.2 
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12.8. KM/LM (34-45, '70-76) 
[The interviewee was accompanied by a colleague, LM. The speaker is KM unless otherwise 
stated. ] 

34 Interviewer: Do you -a lot of - is there anyone in external relations who does a lot of web 
stuff or? 

35 Excellent question. The web services team latterly were located within marketing and 
communications and just before I came into post they moved it back into computing 
services. We still maintain a quite close relationship with marketing and communications. 
But we have had to redefine the roles and help them to become aware of what their real role 
should be in web service delivery. We also work with them quite closely when it comes to 
designing the new looks and feels and things like that. But essentially what we've achieved 
is to say to Marcoms that they legitimately would be responsible for the high level 
information provision, the marketing sensitive information, student prospectuses, 
information that is provided to press organisations - that kind of thing - but they are not 
responsible and shouldn't be responsible for the content of the entire site, the navigation 
tools and structures and any of that kind of stuff. So there is a clear division between the 
technicalities of web sites and the information that is provided. And really, although their 
role is greater than other schools and departments it is really just another information 
provision role. 

36 LM: But they have the web editor post, that was just redefining that one to make sure it was 
clarifying traditional - you know - what people saw the web editor's responsibilities were - 
to what they are when you move towards knowledge management. 

37 Yes, so when they moved the web services from Marcoms into computing services they 
retained the web editor. And over the last eighteen months, we've agreed to change that so 
that now the web editor is within the web team. And they have redefined that role as a 
communications officer brackets web. And that person really manages as I say alI that 
marketing information. 

38 Interviewer: (pause) I imagine that is quite a political process or is that 
39 ((sup ressed laughter)) 
40 I don't think there is a word to describe how sensitive that relationship is. 
41 ((suppressed laughter)) 
42 LM: At least not on tape. 
43 ((open laughter)) 
44 Interviewer: Fair enough 
45 And by the fact that you've asked the question indicates that you are completely aware of 

those issues. 

70 So its all in the context of making supplying web content a business process rather than 
something which people do as an adjunct to their normal jobs. And as Bill says, you know, 
we've taken away things like policing the visual identity, because that is now controlled 
within the content management system. So that is not an issue any more, and that frees up 
Marcoms to look at language and terminology. And because we are using a content 
management system we can apply workflow. And actually say this person will authorise 
this information to be published. We can maintain currency of information so you know the 
amount of stuff on that is out of date on the web site will be dramatically reduced, although 
never eliminated. And those kind of things. Because we are using the content management 
system, which is essentially a business tool. We are able to regulate in a much more formal 
way what we're doing with our web content, rather than it just being a much more disparate, 
informal and unregulated situation. 

71 Interviewer: Are there any downsides to it 
72 To what? 
73 Interviewer: To having -a content management system 
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74 I would probably say no - there are no down sides - from my point of view. There may be 
down sides - there certainly are downsides from other people's points of view, people who 
have been in control of their own web pages or web sites - as they prefer to call them here - 
will lose a lot of that control. Erin people who've done their own thing. We've got three or 
four situations in the university where schools have sufficient political clout to be able to 

manage their own web - section of the web site and have their own titular web service. Erin 

and those are quite difficult to deal with. So they would perceive this centralised control as 
being a disadvantage. But it's the same with all these kinds of things, it's a case of bringing 
them all on board and showing them that yes while you are losing control of these services 
your gaining better control of others. It really is just a selling job. You know - you can do 
the job you really need to do much better than you've been able to do in the past. 

75 LM: And I think another - not a disadvantage - but its just forces - there are posts around the 
university where there are - they'll have a developer who is just that section or mini school 
etc. And they are used to being the technical resource for getting stuff done on the web site. 
But now with the introduction of the CMS and there is less and less need for that position. 
They've either got to evolve the position and become more of a you know a way of 
becoming a content editor, and working into that role - which mightn't be as interesting for 
them - you know - sort of - going from designing your own your doing your own code etc to 
putting in copy into a content management system. And there is a big down side initially 
there was a lot of er -a threat - not so much a kind of a fear that was like - they were a bit 
worried about their - how it was going to affect their day to day positions. 

76 Some of them had developed their web inputs into you know quite a substantial part of their 
job - so obviously they were worried about that kind of thing. And that is all part of the 
change management processes you know trying to demonstrate that actually we are 
enhancing their job rather than removing things. But er - its - you know - we've got to the 
stage now where we have to look at this sensibly, it's a business tool - we rely on it to 
attract students to the university, so it cant be left to individuals to use pink comic sans to 
you know title their pages and all this kind of stuff. And we've got to say to people its not 
about your tastes, and its not about how you think the page should look. We don't - its not 
about flashing gifs and all that sort of stuff and doing - achieving that is quite difficult 
because people have been doing it for ten, fifteen years maybe, but its - what we are trying 
to do is to say - again its just another business system and thats how we must approach it. 
The days of - as [LM] says - of hobby horse - or hobby farm web development have gone. 
That's fine if you want to be want to do that - pay your five pounds a year and get your own 
domain and get your ISP and do it yourself. But what we are not here to do and what no 
university or any organisation is here to do is to train hundreds of web developers or web 
designers, that's not what we're here to do. I've made that very clear from the outset. We're 
not going to do that. 

See discussion Chapter 6.7.2.1 
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12.9. MF (29-32; 41-49; 115-116) 
29 Interviewer: So where - where would you say in broad terms do you fit into how the 

institution uses the web? 
30 I suppose I've got fairly high profile level. I mean ultimately I have the control over it. 

Because I'm the person who manages the content, I log onto it and delete it and do 
whatever. Erin if other people want something doing to it then they have to come to me and 
say they want something doing to it. But to be honest its usually the other way round, I'm 
storming around saying ((reported speech)) something has to be done, this page needs to be 
updated, who's going to update it for me, because we've had this content for the last two 
years, and its out of date. Erin so I suppose in real terms I've got quite a lot of power. But in 

organisational terms I'm fairly low down the order. Which is an odd - situation. 
31 Interviewer: Does that create problems or? 
32 It does create problems, yes. It creates problems because as yet the infrastructure doesn't 

put web information as a very high profile. They are right there - doing stuff - to change that 
now. They are writing a new information strategy and so on to try and put the web 
information or provision at the top level, so that when the information is initially created 
people think and it'll have to go onto the web, and this is what we have to think about now. 
But in the old more formal structure, that came at the very end, when they finished the 
whole process of generating the information and making their paper based information or 
whatever. They'd say ((reported speech)) Oh this booklet better go on the web. Arrgggh 
((mock screams of frustration)). Not again please. 

See discussion Chapter 6.7.1 

41 Interviewer: Were you saying there the departments or is the the colleges - are the colleges 
independent? 

42 The colleges are independent entities but the departments. 
43 Interviewer: So the history department or 
44 Yer. 
45 Some of the departments are huge. The department of engineering is a very big entity which 

has - wields a lot of power. In many respects they think of themselves as a separate 
or anisation. 

46 Interviewer: So how would you see your relationship in - as regards them? I mean is it 
supporting or? What's a word to describe it? 

47 Well with all of - I've gradually built over the years I've built up a relationship between me 
and the departments and the colleges -I run a group called the web liaison group - which 
really means one or two times a year we have a meeting where I trend to try and pre-digest 
things in order to pass them on and give them a forum so that they can meet together. 
Because all of these are isolated people in departments who don't see other people who do 
similar jobs by and large and they need help, you know. So my strategy is to give them help 
and give them support. And to hopefully to be someone - somewhere where they would 
come when they feel they need to ask a question. And then you can steer them in the right 
course. I think you get much more out of people by being nice to them rather than trying 
hitting them with a stick. So that's always the way that I've gone. We provide - we have a 
system where we provide templates for the university house style and they give guidance 
for those - if people have problems erm they can come and ask me and email me. But 
because I run the courses as well, the courses often refer to the templates and the issues that 
are involved. And now of course accessibility is a big issue as well, which they often come 
in asking about. 

48 Interviewer: So you have a couple of meetings a year, do you have any other 
communication methods or? 

49 Yer I've got an email list as well - so that if anything comes up I can email email out to 
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them. If there is anything important or that I think they ought to know -I tend to keep it 
very low level list so that they know that if its not just going to be endless stuff because 
otherwise its just like more s am then. 

See discussion Chapter 6.7.1 

115 Interviewer: [... ] does the notion of professionalism - is that something you see as 
important or? 

116 Uhm. Yes. To some degree. Er. To do the kind of job I do properly. You do have to have a 
kind of - you have to have a professional attitude to exactly what it is you have to achieve. 
There is no book - that says this is how to be a webmaster and this is all the things you 
have to do and have to think about. So you have to be responsible enough to anticipate all 
of that for yourself. Erin its like we have to have an institutional strategy for accessibility - 
under the disabilities discrimination act, its something we have to have. But I'm probably - 
I was probably the only person who knew that we had to have it. And so - two years three 
years later the disability discrimination people could come along and say ((reported 
speech)) but you haven't got one. And probably the people over in admin would have no 
idea what it was you were talking about. So you have to be able to anticipate these things. 
And go in - and say actually you chaps you have to have one of these. And they'll say: 
well you better write one then. So its all those kinds of things gets to be quite important. 
But unless you anticipate them yourself you are not going to achieve it for the institution. 
So yer you do have to be professional about it. Where there isn't any place you can learn 
how to do it. Or any qualification that you can go and get that gives you all of the strands 
that you need to know about. Its just something you have to find out about for yourself. 
Which is why these kind of groups where you can talk to other people are so important. 
Because you suddenly think to yourself damn we should have been doing that. 
((laughing)) 

See discussion Chapter 6.16 
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12.10. NF (6-16) 
6 It's full time yes yes. Although there is some marketing things creeping in now much more 

than there used to be. M 'ob has changed quite a bit since I came back from being off sick. 
7 Interviewer: Oh right 
8 Erm. And I've been brought into the admin team. I was in the technical team for a while. 

First I was admin, then I was technical then I was admin again. And my current boss is quite 
keen on me doing a lot more sort of market research via the web. and that kind of thing. So 
its still web but its different sort of web. Its more finding things out than making things. 
And still also making quite a lot, I'm producing quite a lot. 

9 Interviewer: So you - right, we'll go into that. But what's your sort of background, roughly 
speaking. 

10 What academically or? 
11 Interviewer: Whatever. 
12 I'm self taught, I'm completely self taught. Er academically I got as far as college and 

dropped out. I was in first year at university and dropped out. I've done loads and loads and 
loads of courses over the years, but never got any pieces of paper. Open University and 
other stuff. The html I found out about the web about 1992. Er we went - where did we go? 
We heard about it and actually got hands on at the shopping centre in [city name]. [city 
name] university had a few computers set out. Showing people: this is the web! Their 
geology department has always been very very strong on on web things. One of the first in 
Britain. And of course I like geology anyway, so I was fascinated. So I'm looking at all 
these wonderful web sites. And thinking I've of to have this. 

13 Interviewer: Right 
14 And then there was an open university course starting the following year, brand new, 

THD204 - which is about computers and technology and society. Quite an interesting sort of 
cross-discipline thing. And I did that and the open university as part of the terms of that 
course - they lent me a computer with an Internet connection - and that was my first real 
taste of the web. And it was horrible because the computer didn't work right, and the 
Internet connection didn't work right, we paid huge amounts of money for the telephone 
bills. And er - but I totally fell in love with the Internet. And at that point, and I wanted to 
start making web pages, and just moved on really. And I was lucky enough to get a couple 
of jobs where people wanted me to make pages. Kind of looked up the things I needed to 
know as I went along. 

15 Interviewer: Was that like in the university - or was it like 
16 That was in the university. I didn't do it straight away. I worked -I wasn't working when I 

took the course, then I worked in shops for a while. I had a background in admin work, but 
years and years and years ago - so I worked in a job centre driving a computer for a while. I 
worked in an admin job er a shop job, as a delicatessen supervisor, and then another shop 
job as a delicatessen supervisor, then I had major health problems when I had to come right 
out of retail. I had developed a very bad allergy to nuts. And we were handling nuts 
obviously. So I came right out of that, changed completely. And a one day a week course 
came up at [Nickname] campus of this university. Just doing general admin, secretarial 
stuff. One of the things she wanted me to do was make web pages. And it all started from 
there, really. So I've been very lucky. Things worked out at just the right times forme 
really. 
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12.11. PM (72-80) 
72 Interviewer: So when you are developing a site - what sort of models would you be 

influenced by or? 
73 ((pause)) Information architecture to start with, that's the sort of - when we were worked 

through this process when we came we redid the whole site. So the first thing we did was 
look at the information architecture. And we did it on the - we worked out who was our 
most important audience for the site. And that was our model from then on, really how the 
whole - how the whole site panned out. And we worked out all the different audiences that 
would come to the site. And there would be seventeen different audiences - which we could 
identify. The seventeenth was like everyone else, apart from the other sixteen. And we tried 
to create content, or tried to create a structure which held the content that we had for those 
particular audiences. So that was the model. And it is a model for recruitment because it 
was a pot - it was - it was - the most important audience was potential students. 

74 Interviewer: So is sort of stuff for staff, say 
75 Its there - but its on the back burner. It hasn't been developed. I am aware that it hasn't been 

- there's a lot - there is an awful lot of information structure and different ways we could 
approach things still to be done. You could do intranets you could do portals - you could do 
all these things - they they are worth while developments but we haven't done em yet. 
Because the stage of our development was focussed on the potential students to begin with. 

76 Interviewer: Sure sure. 
77 Interviewer: But when you were developing the site - were you looking at other web sites? 
78 Yer 
79 Interviewer: Any - any one stick out or? 
80 I'm trying to remember. We did look at loads. We did a competitor analysis, competitor 

analysis on a few different ones. I'm trying to find the ones - I'm trying to remember the 
ones that influenced us. I remember thinking there weren't many of the Higher education 
ones that we really wanted to ((starts laughing)) aspire to though. And that was like eighteen 
months ago. I think some are actually quite good now. But there's still - But not many of 
them. Erm. ((pause)) I think [University name]'s was quite well developed at that stage. 
Some of the older ones - there -I suppose there is that divide though still between the old 
universities and the new universities. Some of the old university's web sites are absolutely - 
they are just so boring - it just doesn't inspire you at all. You know. Just a lot of white text, 
tiny pictures and an awful lot of text, white backgrounds. ((Pause)) ((laughing)) 
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92.12. QM (108-115) 
108 Interviewer: So you are a member of web-support? 
109 Yer yer 
110 Interviewer: What would you say that is about or who's it for? 
111 Erm well it could be about practically anything ((laughs)) that is connected with web. I 

mean its very useful for me in terms of I mean that's how I first got in contact with 
[Name] up at [City name]. Stuck an email out on there saying we are reviewing our 
inquiry management. Is there anybody bought a product or been involved with managing 
that. And she was one of the people that replied. And so it is actually very useful for that 
kind of - its almost a lazy man's research - that rather than digging around you can 
actually get that kind of advice from a group of people that have dealt with problems or if 
you are thinking of buying a piece of software to do x you can say well we've looked at 
these systems, has anybody used them. And you get emails back from people saying yer 
we've already used that system, it works fine, or we ran that for six months and it was a 
nightmare. So it's a quite nice way of -a supplier comes in and says our content 
management system is great it will do everything and make tea, you send out an email on 
there saying has anybody used it - and then you get two or three emails coming back 
saying yes absolute dog. Erin so it's a quite useful quick erm quick way of gathering 
opinions of a wider community. And its quite nice actually that kind of area of it you 
know web sites originally in universities used to be very much about networking 
community and actually sharing information, and as universities have become more 
competitive the amount of the information we share has been reduced, but at least on that 
level, people are still happy to share experiences. Because when you could actually - if 
university of [city name] or [University name] stuck out an email saying we are just about 
to buy product X and I knew it was the absolute worst product on earth I could think 
hurrah one of our competitors is going to screw up their email marketing - but you know 
at that level you don't - you would actually say we've actually had problems with that, 
you know, and so would other people. So erm. That community spirit is still there albeit in 
a small area. 

112 Interviewer: Right so: community spirit survives just for technical stuff 
113 Yer yer. 
114 Interviewer: And what's your impression of who is on that list? 
115 Erin its mainly people who are the domain managers erm the domain managers excluding 

me as a domain manager if you like. The people who deal with the staff and student 
intranets, work in the IT department, deal with building web sites, kind of have the erm - 
probably have higher technical expertise in terms of servers and the network and 
infrastructure of it than we do. I still think most of the institutional web managers erm and 
the people on that list - are involved in that kind those side of things rather than the 
content side of things. In a way a lot of universities are set up the IT department - each 
department would publish stuff on the web site and the IT department would facilitate 
that, but it would have no control nor wish to have any involvement in is this content 
good, is it accurate, they are like your ISP they are simply giving you the web space and 
you put your stuff into it. And the marketing department might issue a few guidelines and 
a template and as long as you're using that they're happy but we're kind of another step 
back from that - we are interested in the content, we will check the content and we vet 
content. And you will follow the template exactly or we will come and drop something 
heavy on you. So I think we're a kind of odd breed. I think our number on the web-admin 
mailing list is fairly small. 

See discussion Chapter 6.16 
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12.13. RM (59-64) 
59 Interviewer: Do you see yourself as creative - at some level or? 
60 What I try to do is to spot you know the oncoming trends - you know web services, 

smartcards, whatever. And I mean to a certain extent [Personal name] and myself were 
instrumental in getting the adoption of content management. So its sort of looking at where 
the industry is going and then sort of trying to see where does that fit in into what 
[University name] are trying to do. I mean with the smart cards and the authentication we 
have got - one of our colleagues is looking to use PKI and digital certificates and you have 
to have that - potentially in the fullness of time we might go there but as I see it at the 
moment it's a sledgehammer to crack a nut you know 

61 Interviewer: Sure 
62 And with the secure student and staff portal that we have, the normal authentication meets 

most of our needs and so but its keeping your eye on things like PKI and where things are 
going like that there. Do we need to know it. Looking at some of the things that are coming 
in from legislation. God the number of email lists that I'm on is frightening. Er but you 
know - even even being on email lists you know same seeing where the trends are we fired 
out a message to here - what's happening here. So -just keeping a watching brief probably, 
coming back and saying we should be looking at this folks. The problem is that with a lot of 
support centres I mean we've got our head down trying to deliver what we're currently 
delivering, it needs a couple of us who are sort of slightly slacker, and step back and see 
what's happening. An equivalent one would be for the current procurement that we are 
doing for high performance computing, erm we're not going out to the - what we've done in 
the past is you need a 64 bit machine with as much umph as you can get - what we're doing 
with this one is trying to set up form of collaboration. So we're going out and sort of saying 
this is the type of research that the university does, tell us what you would recommend that 
we buy out of your product ranges and is there some form of strategic alliance we can do. 
And one of the vendors came on site and was talking to one of the researchers, and he said 
what do you do, and the researcher said modelling this and my models this size ((drawing 
small square in air)) and its got so many equations and the guy said well - step back from 
that and if I was to give you a system that allowed you to model something this size 
((drawing in the air)) what could you do? And at that point the guy's chin hit the floor. Oh 
you mean I could? So 

63 Interviewer: Sure 
64 We have people who by the nature of their job have to be completely focussed on what 

they're doing - but some of us need to be further away from it and looking to see what's on 
the horizon and how its going to impact it us. And that's the job for me! ((laughs)) 

See discussion Chapter 6.10.6 
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12.14. SF (16-29) 
16 Interviewer: Can you say a few -a bit about what you sort of do day to day? 
17 Everything, I think. I've got two members of staff. One is the web assistant, [name I] and 

the other one is er a web designer who has been in post now for a couple of years. A large 

part of the job is really managing them. I've found that its changed a lot from being hands 
on stuff, you know, HTML, putting prospectuses on the web, dealing with enquiries to - you 
know concentrating on -I mean even things -I was reading articles and sort of high level 
stuff and coordinating projects. We actually do run a design service for departments and 
also some external clients. So keeping those projects running and making sure that [name I] 
is doing her job on the HTML side, and [name 2] is doing her bit on the web design side and 
they are meshing together properly and everything is coming up. That's a lot of it. Lots of 
queries, support enquiries, people having problems publishing. Or people who require 
access to things they don't have access to. Erin evaluating content management systems, I 
never quite get there, but that is something that is very high on the list. er lots of central web 
sites to be maintained like campus guides, fresher's web site is a very pertinent one at the 
moment, we are just doing that clearing web site. Erm all the top level web pages. Co- 
ordinating courses - that's very much left to [name I], but again you know I have to oversee 
and make sure that's running smoothly. We run courses every term. We don't actually teach 
them but we pay Netskills to come here to give the courses. That's probably about it. 
Liasing with various people. External relations very much. IT services. They look after the 
actual server. Although I look after the apache web server er you know the configuration of 
that and the running of it. They look after the actual operating system. So. 

18 Interviewer: A lot of things 
19 Yen Crazy. 
20 Interviewer: And where I'm slightly uncertain where you fit in the organisational structure? 
21 Yer its intriguing here. Erm when I first arrived here, I was physically in the press office. 

But I didn't report to the press officer. We then had something called the secretary's office, 
which I think is the equivalent of the registrar's down south. But we had a re-organisation I 
would say about three years ago now, where they sort of split the whole secretary's office 
into directorates essentially. And I moved into planning and information. Now my boss way 
way back has always been [Name 3]. ((as an asside)) Looking at his chair. ((laughs)) And 
erm at the time there was a certain pull for me to move into external relations. But I didn't 
really want to do that because I don't see my job as being -I mean it definitely is marketing 
in some things, but its not a marketing position. Erm it bridges many things. Its primarily 
about the management of information in my opinion. Now the planning and information 
directorate includes the likes of the library. Erm and IT services. And those to me are two 
key departments that I need to be equated with. So that's how that happened. I strongly 
argued not to be moved into external relations. So who's in information and planning now, 
I've mentioned the library, I've mentioned IT services. We've got something called 
[Abbreviation 1] which is all to do with kind of project management. Er we've got 
[Abbreviation 2], which is archives and records management. Erin and the registry. It 
doesn't really fit. But its students - student data. So that's how that works. But as I say my 
line manager hasn't changed all the time I've worked - his position has changed - he was 
de u secretary, but became director of planning and information. 

22 Interviewer: But does that put you - in with the IT people or are you separately. 
23 No. I'm a separate little thing. I mean considering IT services and the library are big - we are 

talking probably three hundred people per department - web development has three - where 
more likely its two and a half or so because [name 1] also is [name 3]'s secretary. Although 
he doesn't take very much of her time up, its just really organising meetings, and 
coordinating his diary. But no - its always been - on the organisational structure I do appear 
as a separate unit - web development is a separate unit along with the library, IT services 
etc. But [name 3] has been arguing for some time that this really doesn't work. And we are 
just about to commence on another radical restructuring of IT services particularly, but also 
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web development and planning office. Which is also a two people affair. And [name 4] as 
well - quite how its all going to pan out - but there's going to be a big shake up. 

24 Interviewer: So your position is slightly anomalous. 
25 ((pause)) Yer. I guess it is. I mean [name 3] always says I'm a victim of my own success. 

I've built this big beast up. Its just grown all these - you know - tentacles - and it reaches out 
in so many different directions. I mean it is difficult to keep a handle on it. It is difficult. I 
mean really the team needs to be bigger. There are many things that we should be tackling, 
which I cannot tackle. I just don't have the time for it, erm but I think generally in this 
institution the web isn't regarded as being a particularly high priority. That's my honest 
opinion. Erin. Certainly that's played out through promotional stuff over the years. Erin we - 
because of the restructuring we've had a new university secretary, we've had a new 
principal. Erin there has been a lot of change. And there are particular parts of the institution 
that seem to be favoured. And external relations is a big thing at the moment. My career 
prospects probably would have been a lot better if I had made that move to external 
relations. But I don't regret that in any way. So. 

26 Interviewer: So where would you say you fit in how the whole place uses the web? 
27 A general kind of dumping ground probably. Or at least they try to. Erin. (pause) I think we 

have possibly, well the corporate part of the web site has possibly been neglected slightly to 
the - well you've got the VLE type stuff that's happened. You've got the centre for learning 
and teaching that look after that -a completely separate - not in our directorate - nothing to 
do with us at all. Erin now they've received a lot of funding, a lot of resources, a lot of staff, 
a lot of input. And I think there's been a shift generally, from moving course materials that 
they used to put on the central web server and departmental web space onto the VLE, the 
blackboard VLE. So the emphasis of the web service in terms of information for current 
students has changed significantly over the years. Even over the last couple of years. Erm 
the web is seen as a marketing tool, very much by external relations, something that we 
haven't exploited in the past and that we should be exploiting. Which is great - but does 
present problems because the senior managers just don't understand the web. And there are 
uphill struggles there. Erin. 

28 Interviewer: In what way don't they understand the web, just out of interest? 
29 Erin. They're just very paper orientated. They don't know what goes into it. I think its a 

common problem: you know, a member of department comes along and says ooh you 
secretary you could go on the web course and publish web pages. Because they don't have a 
clue how its done. They don't understand that time might be involved or that -I mean the 
sort of issues that need to be raised. I mean you can talk to external relations sometimes till 
you are blue in the face and you still cant get across a very simple point. They see it as 
being design - its what the page looks like, its not to do with the information content. Erin 
and you can try and persuade him that people are coming to look to satisfy an information 
need essentially. And they just don't see that. They would dispute that. So its things like 
that. You know just. That jar that make it very awkward to be kind on the same level of 
communication with them. Er and plus because they are a new department, a new 
directorate they are trying to make their mark on the institution essentially. So its very much 
kind of a bulldozer approach to me - lets achieve this in whichever way we can, and if web 
development aren't quite saying what we like then we shall just go externally and get 
somebody in Aberdeen to create us a new web site, or such and such without realising that 
the web site has to be managed by someone, there's some kind of accessibility problem we 
need to be able to change one file and it reflects all down the web site and they've broken it 
all - stuff like that - there are so many issues. I could go blue in the face describing them to 
you but. Yer 

See discussion Chapter 6.10.3 
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12.15. TM (30-45) 
30 Interviewer: So if someone says what do you do for a living, what do you say? 
31 University administrator, and I leave it at that. I try not to explain it. I try not to say I work 

with computers, because it would be nice to say I work with people, but I work with 
computers ((laughs)). I try to keep it very general and vague, and part of that is like I said - 
it is how - the way we have gone over the years is how we have been treated by the 
university, is not a bad thing is it has formed us to be the way we are. And we spend a long 
time where are titles are meant to be non-descriptive of what people do. Erin I have one of 
those, before that everybody was an assistant secretary or an administrative assistant etc. It 
didn't matter what you did, you had a generic title basically. Things are changing now, but 
because we haven't yet - either we haven't caught up or it hasn't come to us. We still have 
this vagueness that at the end of the day you do as you are asked, if you do at all. 

32 Interviewer: Sure. 
33 Maybe less structured than other universities you have been to. It's got its advantages and 

disadvantages. 
34 Interviewer: Yes, I can see it has got quite a big advantages for the institution 
35 Yep. And for the individual. Of course the problem is then, that if you only do the things 

you like doing, in my case a very good example, or the things you are good at doing, then 
all of a sudden you don't fit into anything. You cannot be - if I go to another university, and 
say that is what I did, they will say well what do we do with you. Do we put you there, do 
we put you here? You are not particularly good to be neither, because you haven't got 
enough of either. But there is a lot more knowledge, but not specialised knowledge if you 
like, whereas Rebecca's role is much more precise than mine. Er and up to her how wide 
she makes it. 

36 Interviewer: Sure. 
37 Interviewer: Do you think you are fairly typical of people - in Higher education - who are 

doing the web? 
38 I would say for, if you are looking to the medium to the smaller sized institutions, and if you 

move away from the more clear cut posts like [Name]'s you know - like web administrator - 
a lot of the other people will be more like me, in the sense the web is just one more thing 
that they do. Erm. (pause). I know that some universities are talking about the model of 
centralising publishing etc, well I hear that, yes one or two good things about it here. Our 
boss believes, and I agree with him, that we have to allow the individuals, whether they are 
in academic departments or the administration to er to publish and the crunch is how for us 
to maintain that publishing, to maintain the individual enthusiasm, for people to publish and 
yes there will be some stuff that shouldn't have been published that should have been put 
somewhere else, but its better to help people publish than to stop them and restrict them and 
put all the dos and don'ts, I mean. My view is perhaps a bit more radical than others, the 
least, I'm all for the little bit more free and let loose. And stop the problem, the particular 
problem when it happens, as opposed to restrict everybody left right and centre, on the basis 
that everybody will do wrong. The majority of the people will not do it wrong and they will 
do it good and some of them may do a very good job as well. Why restrict them? If there is 
a problem, part of the job to go and sort that problem. As opposed to put bans and strict 
rules and regulations and basically make it difficult for people to publish. One of the 
reasons - the first thing I did, when I sort of laid my hands on on the web server technology, 
running on OS/2, that was the only thing, I had suns at the time, I still run sun OS/2 - was to 
try and get a search engine going. And I got something working on my computer. Then I 
found another that an undergraduate student was doing - search maestro - and we are still 
running that. Yes there are better ones now, even the same guy's working on a better one, 
but all of a sudden other things come along - and you know - what is it the urgent takes 
precedence over the important. But part of this idea was instead of trying to control the 
information we publish, let's try and find the information we publish. And let's help the 
ersons find what they want. Rather than control - you know - going for the ultimate control 
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of absolutely everything. So, not sure if that answered the question, it waffled a lot. 
39 Interviewer: No no 
40 What was the question? 
41 Interviewer: I'm not sure I cant remember 
42 Oh 
43 Interviewer: But I can see what you're getting at, I do 
44 Well, OK as far as the web, I'll just give it you as a sort of two liner. I read a book from Sun 

which went back to mid eighties perhaps. But the Sun intranet, and what Sun discovered 
was that every employee was running a web server. From within the company. What Sun 
decided to do, was not restrict them, but to help them. And they tried to get it down to one 
web server within the company per team, and the team was three to four people. Their own 
personal computers basically, or sun stations, but anyway. Instead of the company putting 
the resources to control publishing, they decided to put the resources to enable publishing, 
and to be able to find the information, call it a search engine, call it whatever you need, 
technology that would allow people to find the information, so they did not discourage 
people, they just spend their time trying to make that information accessible and findable. 
To me that's the radical way of doing things, er when I hear colleagues talk about 
restricting, I think they are anything but radical, I think, they are basically - they are 
bureaucrats that shouldn't exist. 

45 Interviewer: Fair enough 

See discussion Chapter 6.16 
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12.16. UM (16-17; 44-47) 
16 Interviewer: And could you say what, in a few words about what you do day to day here, 

kind of thing 
17 Day to day here is twofold. The web site was in a state, and remains in a bit of a state. 

Because it was set up for manual maintenance originally, with a horrific 800 ish 
Dreamweaver templates and a team of two to support the entire university. So day to day 
stuff can involve doing basic web updates, on the basis of phone calls, emails, scribbled bits 
of paper. Folk pointing things out to you in the corridor, all that kind of stuff. Erin. So that's 
one part of it, which is legacy. The other part of it is trying to fix that, so I'm doing a 
number -I introduced web guidelines to the uni- that was new twelve months ago. Talking 
to folk that was new. So that folk around the university might know I exist, erm. Education 
things along the lines of HTML standards, best practice and that, accessibility - so I work 
with the university special needs service to do that. And kind of bringing that all together in 
one big web project to actually implement a web content management system. Erin and 
that's taking up an awful lot of my time at the moment, as you might expect. It's hopefully 
going to be worthwhile because we are working with IT services who have a lot of the 
university's data on databases, so we want to steal that data and put it on the web, where 
appropriate. So begin to do things that are supportable long term. Its business as usual to 
keep the databases up to date, so if we can take the information and use it on the web then 
we're reducing the admin burden on folk and that means I can do techie things and make it 
nice and pretty and compliant. That's the ((laughing)) lite version of what I do day to day, at 
various (inaudible word), lots of talking to various committees, talking to individuals, 
talking to - erm - very technical people and you can have quite a detailed in depth 
discussion with them and the secretaries who have to do it and if you mention HTML tend 
to fall over in shock. Ehm. So its very very varied. 

See discussion Chapter 6.10.3 

44 Interviewer: [... ] Sort of stepping back slightly, how would you say doing the web in 
Higher education has changed over the last few years? 

45 Ooh. (difficult question) I don't know. I think. From what I've seen of other institutions and 
from speaking to folk in similar roles to myself, erm the spread across the sector of what 
folk are doing probably spans a couple of years. So I'm six months, eighteen months behind 
the folk at the front and there are folk 24,36 months behind me. So the sector is not 
cohesive at all yet, and from what I can see, that's largely down to funding. I'm lucky in that 
I've got more than one person, and I've got a project budget to do something. There are 
institutions working with 0.5 of a web person and no budget. I don't have a running budget 
day to day, so if I want anything I have to request and justify the money every time. Say I 
needed, I don't know, an expensive interface device for my computer, that would help me 
test the web, I'd have to go and request that and justify it and get the money. Other folk 
have got the budget to just go and buy it. So there's - despite the fact I've only been in the 
sector eighteen months, two years, I don't think - the sector doesn't have a position. It's just 
this great big line of folk doing things. 

46 Interviewer: So how would you characterise the people who are right at the front then? 
What are they doing? 

47 Right at the front: they've got a senior manager who is either in direct contact with and has 
influence over, or is actually on the managing body for the university, they have an annual 
budget, they have a managed web site, they have processes in the university for keeping 
data up to date. They have a single university design. And most importantly they have the 
institutional will to say no you are not doing another web site use this one. And if our web 
site is not good enough tell us why and we'll develop one that is. And they're really quite focussed and the 're mana in it as I feel it should be managed. 

Nee alscussion %-napier o. iu 
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12.17. VM (61-62; 67-72) 
61 Interviewer: So - sort of thinking more broadly how do you think - you may not have an 

opinion on that - how has using the web changed over the last few years in higher education 
generally? 

62 Well I think we are probably a prime example of it - where it was something that was very 
much - it was just full of information, erm and how useful that information was was quite 
questionable. You could question that. We've taken it to the step further and said well you 
know, we have to be quite clear about what's going on and why its on there. Erin you know 
its not erm its not just a database of information, its got to communicate something to 
people. Erin and if you are going to start to communicate and use it as a communications 
tool you've got to be quite clear about what it is you want to say. And I think we've made 
that that choice. Erin you know, but I don't think that is consistent across the whole sector, I 
think some institutions are using it very much as a- everything goes on it. Some institutions 
it has been more wrestled into marketing and they are using it much more effectively. But 
its about having (the ability to have? ) two sites, I mean, the intranet that serves that 
information resource purpose, yer if you look at things that are on our intranet, that used to 
be on the main site, they've got nothing really to do with - with people. Erin people don't 
really need to see your erm - our HR policy - erm or staff handbook for example. You only 
really need to see the staff handbook if you're a member of staff. There's no need to see it if 
you are a member of the public. If you want to see it as a member of the public that's fine 
we can give you a copy of it, erm being an open and transparent institution, its not about not 
letting anyone see things its about choosing what to actually present to the outside world. 
Erm but er you know each university is different. And a lot of that is to do with --there are 
various reasons - but one is - we have a devolved structure as well its very hard to actually 
control what's going in departments. So in the bigger institutions its probably more difficult. 

See discussion Chapter 6.11 

67 Interviewer: So what did you see as the benefits of like winning? 
68 The HEIST award? Internal kudos (laughing) 
69 Interviewer: No that's 
70 Well it pleased the principal so that's you know that's one gold star. Also it kind of in a 

sense put paid to internal criticism, because you know you'll always get people internally 
who know better, or who you know don't like this or don't like that. And to actually win 
and have that external validation to say that actually it is a really good site: it is good. Erm I 
think for everybody who was involved it was kind of like a erm pat on the back - because it 
was a hard slog - erm it was about a year to eighteen months, you know the scoping 
exercise. Which was actually quite an interesting process, because it was done by a design 
agency - it went out to tender, erm and we decided to split the whole - the scoping exercise 
and the build into two tender processes. The company that got the tender for the scoping 
erm when we actually got the mapping back, the outcome of the scoping exercise, it wasn't 
what we'd expected, because all they'd done they'd just listened to what everybody wanted. 
And put that down - on a map - in a diagrammatic form - with links to say that links to that 
page that links to that page - as opposed to actually taking what everybody said they wanted 
and distilling that and actually questioning that - why do you actually want that - and have 
you actually thought about this? Erin so after the scoping we actually then - there is a 
significant difference between what actually was scoped and what actually turned out. And 
when also you got the scope and the actual build then you actually find a role that duplicates 
are - that was something that came on as an addition to the site. Towards the end of the 
build was this ability to duplicate pages, so that people erm - if you went into the homepage 
they went into architecture, undergraduate architecture so you were in the architecture 
a es, so ou'd of the een border, so ou know you are in the architecture, erm then you 
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went into how to apply, and how to apply would take you back into erm the core site - and 
you would lose your breadcrumb. So by introducing duplicate pages stay in architecture but 
the information just draws from the one source. So that in a sense helped us make sure that 
all the information is up to date. So we only have to change how to apply once and it 
changes it across the whole site. Erm. So. How did we get on to this - what was the 
question? 

71 Interviewer: I think you were talking about the process of tendering 
72 Yer. Oh about the fact you know this HEIST award, that it was a long process, and 

everybody who was involved in it. And it - it was a long process from that scope to the 
actual build and the way the thing changed and erm and having a committee you know isn't 
really the best way to do it - because committees are notorious for erm a never agreeing 
anything or b agreeing something in one meeting and then changing it the next (laugh). But 
we actually wanted to get academics involved and have ownership, so there was a 
representative from each department or each school and they would then feed back to their 
academic school, so there was someone from fine art, who would feedback to fine art heads. 
So everyone knew where we were with the process and we were very much engaged. So 
this HEIST award is as much for them as anyone else. 
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12.18. BKI 
14 Interviewer: Specifically about web support have you got a sense of what sort of group of 

people it is or? 
15 Ahm, you should - you will probably see them in June at Kent. So many of the people who 

go along to my annual institutional web management workshop will be members of that list 
either that list or the parallel one which is website-info-mgt. So that was one again I 
encouraged people to start, among people who were thinking about an institutional web 
manager, there are higher level type issues, strategic type issues, as opposed to how do I do 
tables in HTML (inaudible words) type of things. So there are those two lists that I'm 
heavily involved with. An you find that, as I say many of the people go to that workshop are 
on that list. And I think that's quite nice. So my workshop - started in we're coming to the 
seventh. So we've had six to date. So that started in July 97, so in a way it provides an 
opportunity for people to put a face and chat with people that they've seen in cyberspace as 
it were. And a lot of issues that are discussed are the type of things that are discussed on the 
mailing list. So in a way the mailing list helps me with that event. And also with articles I 
write, so for example there were questions yesterday on do I need to employ a company to 
get my university to the top of google. So we have various discussions about strategies to do 
this and tools and my next Ariadne article will probably be on that topic. 

16 Interviewer: Do you see web support as being a particular type of person or role or 
17 Erm 
18 Interviewer: Or is not really that clear? 
19 Its difficult to say. Of course what you don't see are the members of the list who only lurk. 

So you will - the people who post to it will tend to be the people who are willing to - you 
know - put their head above the parapet. Particularly if its controversial. So occasionally I 
might have people come along and ask a question and then not be seen again. And may say 
thanks got an answer. And its really good for that, people are very willing on the Iist to give 
specific answers. It's a bit more difficult when you want to discuss sort of strategic type 
issues but in terms of providing that type of support, it is really good. But you know from 
time to time I've either met people or have had private email from people saying thanks its 
really great what you do on the list - which is really nice - but I never hear from them on the 
list. 

20 Interviewer: Yer. Do you get any sense of that list or both of those lists are a community? 
21 Absolutely. Very much so. As I was saying the fact that there are those close links with my 

web management workshop means that that is a face to face event, for many people on the 
list. And also at my event, at the final session I always say here are two mail mailing lists 
for our community, so hopefully new people will join from that. So yes I very much see it 
like that. Erin and of course there are of course the characters, you know, I have probably 
have met, most of the people so there's [Name] from [University] was saying something 
today, [Name], another guy who regularly posts, with a particular point of view. You know 
- and [Name] - these people you tend to know what their position is, where they are coming 
from. Erin you know accept that - we know what people are going to say and they help 
develop it and sometimes you know change peoples perspectives and the like. Yer I would 
ve much see it as a community. I've used that term myself. 

12.19. BKII 
33 Interviewer: Would you make that claim? Because its all addressed all the main issues of 

what the web is about, hasn't it? 
34 Yer if that event had not been there, the web would still have been done. But what I think its 

really done is to help develop the community in a consistent manner. 
35 Interviewer: Sure 
36 So: I mean there are institutions that er haven't had - haven't attended the event. And 

they're still doing thins but its really had an opportunity for as I say the best practices to be 
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shared across the community. And also and I think the most important thing about it is the 
difficulties to be shared. 

37 Interviewer: Oh right 
38 In a way that was the aim of the initial workshop, back in 97 at Kings college and also why 

the website-info-mgtjiscmail list was set up, because people were coming up to me and 
saying I've just been appointed as a new web editor for my institution and I thought it 
would be really great, but I've discovered there's all this nightmare. And there's political 
wars going on. I just - you know - do stuff on the web. What can I do? And so that was why 
I helped set up the mailing list and then set up that first event which was really a erm what 
you call it a sort of counselling session. Or a therapy session 

39 Interviewer: Oh right 
40 by which people could go along and discover that it wasn't just them or their institution that 

these were problems that were encountered more widely. And I think that was particularly 
important because the web editor profession was so very new. 

41 Interviewer: Sure 
42 So you know I used to work in computing services - you used to work in a library 

environment - and we'd have our own conferences that we'd go to. But that would be in a 
mature profession. 

43 Interviewer: Right 
44 Whereas for the web editor there was nothing. 
45 Interviewer: Sure 
46 And they didn't really know who their peers were. So in some situations it would be IT 

services, and others it might be library and otherwise and others you know it might be you 
know PR and marketing. Etc etc. 

47 Interviewer: Sure 
48 So there was no natural erm grouping by which people could get together and you know 

listen to the best practices. But then have the discussion groups, and have a few pints and 
have a moan - get things off your chest and then realise maybe things arent so bad. And 
maybe I'm doing things right and etc etc 

49 Interviewer: Right 
50 So for me that was a really important part of the workshop and that's one reason why I've 

been very keen on having you know a very active and participative element so we've 
actually you know - we keep dropping down the plenary talks 

51 Interviewer: Right 
52 and having more and more of the discussion group sessions of the parallel workshops which 

are smaller and supposed to allow everybody to engage, contribute actively to the events. 

89 Interviewer: But I'm quite interested in that because its like - in a way - what is the 
motive to give a talk - have you opinions on that 

90 Yer, well it. That's a very interesting one, there's a minor perk - you know there's a slight 
subsidy for speakers and workshop facilitators. But that's not a perk for the individual 
because the individuals don't pay. But we do try and provide a small present for speakers 
and facilitators and that's been a bottle of whisky, or last year google er provided a you 
know a book token, book voucher, 20 or 30 book voucher for facilitators and speakers. 
But that's not the main thing -I think the main thing is it's its this willingness to want to 
share and work together. Which I think is you know a part of being in the educational 
sector. So we're not there to make loads of money, we're not there to be - to beat the 
competition 

91 Interviewer: Sure 
92 we're there working together with our fellow peers 
93 Interviewer: Sure 
94 And you could ask the same thing - why are people so willing to erm to answer queries on 

the web support mailing list ? 
95 Interviewer: Indeed 
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96 They don't have to but they do ((with feeling)). And that's you know a really great thing 
about the community. 

97 Interviewer: Sure 
98 And its been there all the time Ive been around its been there, its part of initially in the IT 

services, IT support community we've been sharing and having national events and the 
national events allow us to meet the people who we see on the mailing lists. 

99 Interviewer: Sure 
100 So I think that culture has always been a part of what we're doing. And I think I was quite 

- well in a way I was lucky that it continued across the web management community, 
which embraced sectors that were new to me, so it was embracing people who might be in 
a PR and marketing community 

101 Interviewer: Sure 
102 So sometimes you know you get people saying Oh no you know we're going to keep our 

idea secret and not tell anybody else. I have met a small number of people who have that 
view. But to be honest it is a very small number. 

103 Interviewer: Do you think it's a particular web thing? 
104 Erin no I don't because as I was saying I got that before there was a web and I worked in 

IT services departments and I was an information officer at Loughborough university. No, 
not at Loughborough I worked at Loughborough I worked as information officer at 
Liverpool and Leeds universities. 

105 Interviewer: Sure 
106 and yer the information and training officer community went to conferences and were 

sharing were talking and actually in a way my approach to the more participative parallel 
sessions I really got from the information officer conferences that I used to go to 

107 Interviewer: Oh right 
108 Because basically these were information and training people 
109 Interviewer: Sure 
110 we were aware of sort of training issues and approaches and you know learning models etc 

etc 
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