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Abstract 

Traditionally, IT artefacts have been examined as instruments for the successful and accurate 
completion of work-related tasks. As such, extant literature has focused primarily on utilitarian-
related factors. Yet, over the recent years, technology has moved beyond the work environment and 
penetrated that of the user’s personal everyday life. At the same time, technological advances have 
made possible the launch of numerous IT artefacts, vying for the consumer’s attention. As a result, 
designers are required to offer distinct experiences and fascinate users, in order to be successful 
against the competition. Specifically, it has been argued that, users may adopt and remain engaged 
with an IT artefact simply because they find the interaction and the artefact itself irresistible 
(Overbeeke, Djajadiningrat, Hummels, Wensveen, & Frens, 2005a). 

Therefore, the shift in the use context, together with the need to create attractive IT artefacts explains, 
to a certain extent, the ever-growing interest on the study of user experience. Indeed, extant literature 
on this field is certainly rich. However, the majority of studies adopt the quantitative approach, and 
emphasise the measurement of impact of cognitive and affective factors on user satisfaction. 
Moreover, in several occasions, user experience is investigated through the lens of usability, as it is 
often considered the latter’s offspring, which makes the differentiation between the two quite difficult 
(Law, 2011). Most importantly however, such approaches lead inevitably to results that remain silent 
on people-product relationships and “the wider role that products play in users’ lives” (Jordan, 2000). 
Not unexpectedly, there are numerous, qualitative-based studies, as well. Yet, they tend to focus on 
specific aspects of the experience, as for example, enchantment and engagement, and typically they 
typically deal with positive and pleasurable experiences.  

In light of this, the present thesis adopts an interpretive approach towards investigating users’ 
experience with the tablet, a portable touch-focused IT artefact, which has been relatively recently 
popularised with the advent of the iPad and similar devices. The main objective is to understand in 
detail how users use the tablet and the role the tablet plays in their lives, in order to understand 
additional issues governing the relationship between users and portable IT artefacts, a central 
challenge for the user experience literature and practice.  

The thesis is structured around an interpretive embedded single case study, investigating user 
accounts as documented through unsolicited blogposts. Specifically, it follows three distinct, yet 
interconnected paths. First, the analysis traces user sensemaking with the IT artefact, with the 
objective to understand the process through which users formulate and interpret their own, private 
experiences, without separating the investigated phenomenon from the context within which it 
unfolds. Second, it focuses on the fact that even the most advanced information systems may fail to 
meet user expectations; therefore, it investigates user sensemaking specifically under uncertain, 
unfamiliar and even problematic episodes that may take place during one’s interaction with the tablet; 
therefore, it investigates user sensemaking, seeking to examine how such episodes may affect the 
overall user experience. Third, it describes and delineates the impact of the various components of 
experience on each other and on the user’s emotions, placing particular emphasis on the dynamic 
nature of the experience, investigating in detail its spatiotemporality, and the semantic charge of the 
interaction, as perceived through the aesthetics of the IT artefact and the various stimuli 
communicated through the human factors and the cognitive ergonomics. 

The study’s results show that making sense of experience with technology, and specifically with the 
tablet, is a highly dynamic process, and begins from the early stages of users’ considering to acquire it 
or anticipating their interaction. With regards to uncertain conditions, there is ample evidence that 
workarounds are in no way related to resistance-related intentions, and that in several occasions, when 
the IT artefact seems to fail initially set goals, users may choose to adapt themselves to the tablet 
rather than replace it with a different computing device, simply because the overarching resulting 
experience is pleasurable; they thus proceed to minimise the importance of the witnessed discrepancy.  
In addition, findings illustrate that the tablet can acquire several roles within everyday life, none of 
which is mutually exclusive. In other words, the tablet transcends the boundaries between the work 
and the home environment, and is used interchangeably in a myriad of ways. While examining user 
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narratives, results have shown that, all the components are important for the formulation of the user 
experience. Yet, the semantic charge, i.e., the experience of meaning is particularly significant, since 
several users develop strong associations and even personify the device; both behaviours leading to a 
unique experience. 

The central contribution of the study is that it has approached experience with technology holistically, 
without focusing on snapshots of the phenomenon, by examining it through the user’s viewpoint, 
within the sociocultural context it unfolds. In contrast to the majority of research on experience with 
technology, it has focused on the process of making sense of experience from the early stages of 
interacting with the IT artefact, up to the point of technology failing users’ expectations. Therefore, it 
has offered insightful results in relation to user practices at the individual level without adopting a 
strict task- or hedonic-specific perspective. This is in contrast to most studies, which adopt an 
organisational or task-specific perspective, awarding the individual or the technology with a fixed 
role.  
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Επιτελική Σύνοψη 

Παραδοσιακά, τα υπολογιστικά τεχνουργήµατα εξετάζονταν ως εργαλεία για την επιτυχέστερη και 
ακριβέστερη ολοκλήρωση εργασιοκεντρικών δραστηριοτήτων. Κατά συνέπεια, η µέχρι σήµερα 
βιβλιογραφία εστιάζει πρωτίστως στην διερεύνηση ωφελιµιστικών παραγόντων. Όµως, τα τελευταία 
χρόνια, η τεχνολογία έχει ξεπεράσει τα όρια του εργασιακού περιβάλλοντος κι έχει εισχωρήσει στο 
προσωπικό περιβάλλον, κατακτώντας µια θέση στην καθηµερινότητά µας. Ταυτόγχρονα, οι 
τεχνολογικές εξελίξεις έχουν επιτρέψει την δηµιουργία πολλών υπολογιστικών τεχνουργηµάτων, και 
τα οποία ανταγωνίζονται αναµεταξύ τους για την προσοχή του καταναλωτή. Έτσι, οι σχεδιαστές 
υποχρεούνται πια να σχεδιάζουν προϊόντα πληροφορικής τα οποία θα προσφέρουν ξεχωριστές 
εµπειρίες και θα εντυπωσιάζουν τους χρήστες, ώστε να είναι ανταγωνιστικά.  

Με αυτά ως δεδοµένα, η παρούσα διδακτορική διατριβή υιοθετεί την ερµηνευτική προσέγγιση ώστε 
να διερευνήσει την εµπειρία των χρηστών µε την ταµπλέτα, µία φορητή συσκευή µε τεχνολογία αφής 
και η οποία σχετικά πρόσφατα έγινε ιδιαίτερα δηµοφιλής χάρης στην κυκλοφορία του iPad. 
Αντικειµενικός στόχος είναι η λεπτοµερής κατανόηση των διαφόρων χρήσεων της ταµπλέτας και του 
ρόλου της στη ζωή του χρήστη, ώστε να διευκρινιστούν τα γενικότερα ζητήµατα που διαµορφώνουν 
τη σχέση χρηστών και υπολογιστικών τεχνουργηµάτων, και το οποίο αποτελεί κεντρική πρόσκληση 
για την βιβλιογραφία και την πρακτική γύρω από την εµπειρία χρήσης.  

Στα πρώτα στάδια της διδακτορικής διατριβής, γίνεται µία βιβλιογραφική επισκόπηση γύρω από τις 
θεµατικές της, ώστε να εντοπισθούν τα κενά στην υπάρχουσα βιβλιογραφία καθώς και να 
αποσαφηνισθούν τα κεντρικά ζητήµατα τα οποία η διατριβή πραγµατεύεται. Έτσι, η συζήτηση 
περιστρέφεται γύρω από το σύγχρονο υπολογιστικό τεχνούργηµα, έτσι όπως χρησιµοποιείται από 
τους χρήστες σήµερα στα πλαίσια καθηµερινών δραστηριοτήτων τους. Μάλιστα, δίνεται ιδιαίτερη 
έµφαση στις συσκευές οι οποίες χρησιµοποιούν τεχνολογίες αφής και στις ταµπλέτες, καθώς και στις 
ιδιαιτερότητες διάδρασης µε αυτή την κατηγορία συσκευών. Παράλληλα, παρουσιάζονται 
προγενέστερες µελέτες οι οποίες είτε έχουν προσεγγίσει τον τρόπο εννοιολογικής δόµησης είτε έχουν 
εξετάσει τον τρόπο µε τον οποίο δοµείται και γίνεται αντιληπτή η εµπειρία χρήσης της εκάστοτε 
τεχνολογίας. Αξίζει να σηµειωθεί πως εξετάζονται τόσο ποσοτικές όσο και ποιοτικές µελέτες, µε 
έµφαση βεβαίως στις τελευταίες, λόγω της ερµηνευτικής προσέγγισης που ακολουθείται στο στάδιο 
της ανάλυσης.  

Καθώς στο επίκεντρο του ενδιαφέροντος της διατριβής βρίσκεται τόσο η θετική και ευχάριστη 
εµπειρία χρήσης όσο και η ενδεχοµένως προβληµατική, στα πλαίσια της βιβλιογραφικής 
επισκόπησης εισάγονται δύο θεωρητικά εργαλεία και τα οποία χρησιµοποιούνται για την περαιτέρω 
διερεύνηση του φαινόµενου. Το πρώτο στοχεύει στην κατανόηση της διαδικασίας διαµέσου της 
οποίας οι χρήστες δοµούν και κατανοούν την προσωπική τους εµπειρία, όπως αυτή αναπτύσσεται στα 
πλαίσια της καθηµερινότητάς τους και κατά την διάδρασή τους µε το υπολογιστικό τεχνούργηµα. 
Αντίστοιχα, το δεύτερο στοχεύει στην ενδελεχή σκιαγράφηση της εµπειρίας µε την τεχνολογία και 
τον τρόπο µε τον οποίο ο χρήστης την αντιλαµβάνεται συγκεκριµένα κατά την διάρκεια 
προβληµατικών ή απροσδόκητων επεισοδίων, καθώς και τις συµβιβαστικές ή/και διευκολυντικές 
πρακτικές, τις οποίες εν τέλει καταφέρνουν να αναπτύξουν ή όχι. 

Έτσι, η διδακτορική διατριβή δοµείται γύρω από µία µελέτη περίπτωσης (ενσωµατωµένη µοναδική 
περίπτωση, βάσει της ερµηνευτικής προσέγγισης), και εξετάζει απολογισµούς χρηστών, όπως αυτοί 
έχουν καταγραφεί µέσω ανίκευτων καταχωρήσεων σε προσωπικά ιστολόγια (blogposts). Οι 
καταχωρήσεις αυτές πραγµατεύονται την εµπειρία χρήσης των χρηστών µε ταµπλέτες αφής, όπως 
αυτή έχει καταγραφεί χωρίς την παρέµβαση του ερευνητή. Κατά συνέπεια, σε αυτά τα ιστολόγια 
αποτυπώνονται τα στοιχεία εκείνα που ο εκάστοτε χρήστης θεωρεί σηµαντικά και αξιοµνηµόνευτα. 
Οι ηλεκτρονικές αυτές καταχωρήσεις αφορούν συγκεκριµένα την εµπειρία χρήσης µε το iPad, καθώς 
αφενός η εν λόγω συσκευή άµα τη εµφανίσει της έφερε στο προσκήνιο την ταµπλέτα ως ένα 
καθηµερινό, καταναλωτικό αγαθό, και αφετέρου, προσφέρει σταθερή και συνεπή εµπειρία χρήσης, 
ανεξάρτητα από το εκάστοτε µοντέλο που χρησιµοποιεί ο χρήστης. 
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Στο στάδιο της ανάλυσης, γίνεται καταρχήν µία καταγραφή του προφίλ των χρηστών, καθώς και µια 
αναλυτική διερεύνηση των διάφορων σεναρίων χρήσης της ταµπλέτας. Καταρχήν, παρατηρείται πως 
πράγµατι, η διάδραση µε ένα υπολογιστικό τεχνούργηµα είναι ιδιαίτερα υποκειµενικό, κάτι που 
δυσχεραίνει σηµαντικά τον σχεδιασµό συσκευών οι οποίες θα στοχεύουν εξαρχής την δηµιουργία 
συγκεκριµένων εµπειριών χρήσης.  

Ειδικότερα, τα αποτελέσµατα της ανάλυσης ως προς τον άξονα των δηµογραφικών και του 
γενικότερου προφίλ των χρηστών, έδειξαν πως κατά κύριο λόγο, αυτοί είναι άνδρες, προερχόµενοι 
από τη Βόρεια Αµερική. Ως προς το επαγγελµατικό τους προφίλ, σηµαντικό είναι να επισηµανθεί πως 
αν και στο δείγµα περιλαµβάνονται Μηχανικοί, Συντάκτες ηλεκτρονικών µέσων και Καθηγητές 
Πανεπιστηµίων, στην σηµαντική πλειοψηφία τους, οι χρήστες είναι στελέχη εταιριών και 
προέρχονται από τον ευρύτερο χώρο της διοίκησης. Κατά συνέπεια, το δείγµα είναι αρκετά 
συγκεκριµένο. Η αντιπροσωπευτικότητά του όµως θα πρέπει να εξετασθεί σε συνδυασµό µε τα 
δηµογραφικά στοιχεία του πληθυσµού των δηµιουργών ιστολογίων (bloggers), καθώς ουσιαστικά το 
δείγµα προέρχεται από την τοµή των δύο, Παράλληλα, θα πρέπει η αντιπροσωπευτικότητα να 
ελεγχθεί µε βάσει την διείσδυση της ταµπλέτα στην αγορά την δεδοµένη χρονική περίοδο σύνταξης 
των ιστολογιών. Έτσι, η παρατηρούµενη στρέβλωση ως προς το δείγµα, αµβλύνεται αρκετά εάν  
ελεγχθούν και οι τρεις παράγοντες ταυτόγχρονα. 

Σε ό,τι αφορά τα σενάρια χρήσης, τα αποτελέσµατα ευθυγραµµίζονται µε τις υπάρχουσες µελέτες 
αγοράς, κάτι το οποίο επιτρέπει µεγαλύτερη εµπιστοσύνη για την ερµηνεία τους και την εξαγωγή 
συµπερασµάτων. Το σηµαντικότερο όµως είναι πως προσφέρουν µια πλουσιότερη και πιο λεπτοµερή 
καταγραφή για το εκάστοτε καταγεγραµµένο σενάριο σε σχέση µε τις παραδοσιακές µελέτες αγοράς. 
Παράλληλα, επιτρέπουν την καταγραφή σηµαντικών λεπτοµερειών της διάδρασης µε την ταµπλέτα 
και της συµπεριφοράς του χρήστη, κάτι το οποίο είναι ιδιαιτέρως σηµαντικό για τα επόµενα βήµατα 
της ανάλυσης. Πιο συγκεκριµένα λοιπόν, τα σενάρια χρήσης µπορούν να οµαδοποιηθούν σε τρεις 
µεγάλες κατηγορίες: την δηµιουργία περιεχοµένου, την κατανάλωση περιεχοµένου και την 
ανταλλαγή περιεχοµένου. Στην κατανάλωση εµφανίζονται κατά κύριο λόγο η ανάγνωση βιβλίων, 
ηχητικών ή και βιβλίων συνταγών, η ανάγνωση ιστολογίων, περιοεδικών, PDFs, αλλά και η βίβλος, 
προσευχητάρια και άλλα αναγνώσµατα που απευθύνονται σε ειδικές κατηγορίες κοινού. Σηµαντική 
κατηγορία περιεχοµένου προς κατανάλωση είναι φυσικά και τα πολυµέσα (ταινίες, σειρές, µουσική, 
podcasts, βίντεο κλπ). Τέλος, παρουσιάζεται και µια γενικότερη κατηγορία πλοήγησης στο διαδίκτυο, 
χωρίς όµως να αποσαφηνίζεται κάποιος συγκεκριµένος σκοπός. Στη συνέχεια, η δηµιουργία 
περιεχοµένου, αφορά στη σύνταξη µικρών (ή και µεγαλύτερων) κειµένων, η σύνταξη αναρτήσεων 
για ιστολόγια, η καταγραφή σηµειώσεων κλπ. Ενδιαφέρον είναι το ότι οι χρήστες χρησιµοποιούν την 
ταµπλέτα και για την δηµιουργία πολυµεσικού περιεχοµένου, όπως µουσικής, βίντεο και εικόνας, και 
η οποία περιλαµβάνει τόσο την λήψη όσο και την επεξεργασία. Η τρίτη και τελευταία κατηγορία, η 
ανταλλαγή περιεχοµένου αποτελεί ουσιαστικά την τοµή κάποιων από τον προαναφερθέντων 
σεναρίων, κατά τα οποία οι χρήστες αφενός παράγουν κάποιο περιεχόµενο, αφετέρου δε, µπορούν 
και να το καταναλώσουν, τόσο οι ίδιοι όσο και τρίτοι, µε τη βοήθεια του ίντερνετ. Εδώ λοιπόν 
οµαδοποιούνται τα σενάρια που αφορούν στην ηλεκτρονική αλληλογραφία, την ανταλλαγή 
φωτογραφιών δια µέσου του διαδικτύου καθ’ οποιονδήποτε τρόπο, αλλά και η χρήση των ψηφιακών 
κοινωνικών δικτύων. Συµπεραίνουµε λοιπόν, πως αν και η ταµπλέτα έχει χαρακτηρισθεί ως µία 
συσκευή η οποία κατά κύριο λόγο εξυπηρετεί για την κατανάλωση περιεχοµένου, µπορεί να 
εξυπηρετήσει εξίσου καλά τον χρήστη και για άλλες, πιο περίπλοκες διαδράσεις µε το διαθέσιµο 
περιεχόµενο. 

Στη συνέχεια, η ανάλυση ακολουθεί δύο ξεχωριστές, αλληλοσυνδεόµενες όµως κατευθύνσεις. 
Καταρχήν, η διατριβή ιχνηλατεί τον τρόπο µε τον οποίο ο χρήστης αντιλαµβάνεται το υπολογιστικό 
τεχνούργηµα µε στόχο να γίνει η αντιληπτή η διαδικασία µέσω της οποίας ο χρήστης δοµεί 
εννοιολογικά την προσωπική του εµπειρία µε την τεχνολογία, χωρίς να παραγνωρίζεται το πλαίσιο 
µέσα στο οποίο αυτή εξελίσσεται. Η διερεύνηση αυτή στηρίζεται στην εργασία των ΜcCarthy και 
Wright (McCarthy & Wright, 2004b), η οποία εξετάζει την εµπειρία ως το αποτέλεσµα τεσσάρων 
συνιστωσών: της αισθητικής (sensual), της συναισθηµατικής (emotional), της συνθετικής 
(compositional) και της χωροχρονικής (spatiotemporal). Η αλληλεπίδραση αυτών των συνιστωσών 
είναι ιδιαίτερα σηµαντική για την κατανόηση της εµπειρίας, και στα πλαίσια της παρούσας διατριβής, 
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το εννοιολογικό περιεχόµενο των συνιστωσών έχει εµπλουτιστεί περαιτέρω από την υπάρχουσα 
βιβλιογραφία. 

Αναφορικά λοιπόν µε την ανάλυση των προσωπικών ιστολογίων και τα αποτελέσµατα της έρευνας 
ως προς την προαναφερθείσα διάσταση, φαίνεται πως στα πλαίσια της οργανικής, της µη οργανικής 
και της µη φυσικής διάδρασης µε την συσκευή, οι χρήστες διαµορφώνουν την εµπειρία τους µέσα 
από έξι φάσεις εννοιολογικής δόµησης. Συγκεκριµένα, ο µηχανισµός δόµησης απαρτίζεται από την 
προσµονή, την σύνδεση, την ερµηνεία, τον συλλογισµό, την υιοθέτηση και την αφήγηση. Πρέπει να 
σηµειωθεί πως, αυτές οι έξι φάσεις δεν λαµβάνουν χώρα γραµµικά, αλλά ενδεχοµένως κάποιες 
µπορούν να παρατηρηθούν πλέον της µίας φοράς, να συµβαίνουν ταυτόγχρονα, ενώ σε κάποιες 
περιπτώσεις χρηστών, άλλες φάσεις να µην παρουσιάζονται καθόλου. Τα αποτελέσµατα σε µεγάλο 
µέρος επιβεβαιώνουν παλαιότερες έρευνες και οι οποίες έχουν βασισθεί στο ίδιο θεωρητικό πλαίσιο. 
Παράλληλα όµως τα αποτελέσµατα εµπλουτίζουν την βιβλιογραφία. Συγκεκριµένα, στη φάση της 
προσµονής διάδρασης µε τη συσκευή, µιας κατά κύριο λόγο µη φυσικής διάδρασης, οι προσδοκίες 
του εκάστοτε χρήστη διαµορφώνουν σε µεγάλο µέρος την µελλοντική εµπειρία. Στα πλαίσια της 
έρευνας, φαίνεται πως τέτοιες προσδοκίες ξεπερνούν τα όρια της αναµονής για την απόκτηση της 
ταµπλέτας και την έναρξη της οργανικής διάδρασης µε αυτήν. Αντίθετα, οι χρήστες προσµένουν την 
έναρξη της διάδρασης ώστε να διαπιστώσουν εάν και πόσο η ταµπλέτα µπορεί να ικανοποιήσει τους 
προκαθορισµένους, χρηστικούς ή/και εργασιοκεντρικούς συνήθως, στόχους τους. Στη φάση της 
σύνδεσης µε την ταµπλέτα, οι χρήστες διαµορφώνουν άµεσες αντιδράσεις, χωρίς να προβαίνουν σε 
κρίσεις απολογιστικού αλλά αισθητικού χαρακτήρα, καθώς εστιάζουν στην φόρµα και την όψη. Ένα 
από τα σηµαντικότερα αποτελέσµατα σε αυτό το στάδιο της ανάλυσης είναι οτι, αν και οι υπόλοιπες 
φάσεις µπορούν και να επαναλαµβάνονται στη διαδικασία της εννοιολογικής δόµησης, η φάση της 
σύνδεσης είναι για κάθε χρήστη και σε σχέση µε τη συσκευή, µοναδική, καθώς οι χρήστες έχουν µία 
και µόνο ευκαιρία να εξετάσουν την ταµπλέτα και την διάδρασή τους ως προς τα αισθητικά κριτήρια.  

Ως προς τον µηχανισµό δόµησης και αντίληψης της εµπειρίας, ένα ακόµα ενδιαφέρον αποτέλεσµα 
έχει να κάνει µε την φάση της αφήγησης. Αυτή η φάση σχετίζεται µε την εξιστόρηση της εµπειρίας 
σε τρίτους, καθώς ο χρήστης περιγράφει και προσπαθεί να επικοινωνήσει την εµπειρία του σε 
συγγενείς, φίλους και άλλους ενδιαφερόµενους. Κατά τη διάρκεια αυτής της φάσης, ο χρήστης έχει 
τη δυνατότητα να ξαναζήσει την εµπειρία του µε τη συσκευή, ουσιαστικά µέσα από την ίδια την 
αφήγηση και καθώς την επικοινωνεί και την µοιράζεται, µπορεί να του δοθεί η δυνατότητα να 
ανακαλύψει νέες οπτικές ανάγνωσής της. Το σηµαντικό που προκύπτει από την εν λόγω ανάλυση, 
πέραν των προαναφερθέντων, είναι οτι καθώς τα πρωτογενή δεδοµένα προέρχονται από προσωπικά 
ιστολόγια χρηστών και τα οποία εξ ορισµού έχουν δηµιουργηθεί µε σκοπό τον διαµοιρασµό τους σε 
ένα συνήθως ευρύ κοινό, η κάθε µία συλλεγµένη ανάρτηση για τον κάθε χρήστη αποτελεί δείγµα της 
φάσης της αφήγησης. 

Στη συνέχεια, αναγνωρίζοντας πως ακόµα και τα πιο εξελιγµένα πληροφοριακά συστήµατα µπορούν 
να αποδειχτούν κατώτερα των προσδοκιών των χρηστών τους, η ανάλυση εστιάζει στην εννοιολογική 
δόµηση της εµπειρίας χρήσης όταν η διάδρασή µε την ταµπλέτα λαµβάνει χώρα υπό αβέβαιες και 
προβληµατικές συνθήκες. Έτσι, εξερευνάται η διαδικασία δόµησης εννοιολογικών αναπαραστάσεων, 
στοχεύοντας στην αξιολόγηση της επίδρασης προβληµατικών συνθηκών στην συνολική εµπειρία 
χρήσης. Αυτή η διάσταση της ανάλυσης βασίζεται στο θεωρητικό εργαλείο των Klein et al. (Klein, 
Moon, & Hoffman, 2006). Το εργαλείο αυτό, όπως και αυτό των McCarthy και Wright, εξετάζει την 
εµπειρία µέσα από µη γραµµικά διαδοχικές φάσεις. Η διαφορά όµως έγκειται στο ότι η εργασία των 
Klein et al. αφορά συγκεκριµένα την κατανόηση προβληµατικών επεισοδίων, κι έτσι οι 
προτεινόµενες φάσεις λαµβάνουν υπ’ όψιν για παράδειγµα την αντίληψη, και την αξιολόγηση 
εναλλακτικών λύσεων στα πλαίσια της διάδρασης µε στόχο την ολοκλήρωση µιας συγκεκριµένης 
εργασίας. 

Βάσει των αποτελεσµάτων, διαφαίνεται πως σε αυτές τις περιπτώσεις οι χρήστες δοµούν την εµπειρία 
τους διαµέσου πέντε εναλλακτικών διαδικασιών εννοιολογικής δόµησης, και οι οποίες οδηγούν είτε 
στην περαιτέρω επεξεργασία της αρχικής αντίληψής του για το προβληµατικό συµβάν είτε στην 
επανατοποθέτηση τους σε σχέση µε αυτό. Με άλλα λόγια, όταν οι χρήστες αντιλαµβάνονται πως η 
συσκευή δεν ανταποκρίνεται στις προσδοκίες τους ή έρχονται αντιµέτωποι µε κάποιο πρόβληµα στα 
πλαίσια της διάδρασής τους, προσπαθούν να αντιληφθούν ακριβέστερα το πρόβληµα ακολουθώντας 
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διαφορετικές διαδικασίες και είτε επαναπροσδιορίζουν τους στόχους τους είτε προσπαθούν να 
αντλήσουν περισσότερες πληροφορίες και επεξεργάζονται περαιτέρω την κατανόηση τους. Σαν 
αποτέλεσµα, βρίσκονται συχνά παγιδευµένοι σε µια στρεβλή ερµηνεία του προβλήµατος ή 
απορρίπτουν ασυνείδητα τις διάφορες εναλλακτικές λύσεις που υφίστανται. Παράλληλα, η ίδια η 
διαδικασία της εννοιολογικής δόµησης της εµπειρίας είναι αυτή που οδηγεί τους χρήστες να 
αναζητήσουν και να εντοπίσουν εναλλακτικές λύσεις, να εκτιµήσουν το ενδεχόµενο να 
προσαρµόσουν την ταµπλέτα στις ανάγκες τους, ή τελικά ακόµα και να προσαρµόσουν τις συνήθειές 
τους και την διάδρασή τους στις δυνατότητες της συσκευής. 

Στις περιπτώσεις κατά τις οποίες ο χρήστης αντιλαµβάνεται πως πράγµατι υπάρχουν δυνατές, 
εναλλακτικές λύσεις, η ανάλυση των αποτελεσµάτων δείχνει πως υπάρχουν διάφορες συµβιβαστικές 
ή/και διευκολυντικές πρακτικές. Ειδικότερα, ο χρήστης µπορεί να αναπτύξει µεθόδους για να 
ξεπεράσει προβλήµατα και περιορισµούς, µε τη βοήθεια τεχνολογικών αρωγών και εφαρµογών από 
τρίτους κατασκευαστές. Κάθε φορά, αυτό έχει σαν στόχο την αφοµοίωση της ταµπλέτας στην 
ρουτίνα του χρήστη. Μάλιστα, αυτές οι µέθοδοι παρουσιάζονται επίµονες και σταθερές στον χρόνο, 
χωρίς να παραβαίνουν κατ’ ουσίαν τις αρχές της διάδρασης. Έτσι, πρόκειται για ουσιώδης 
συµβιβαστικές πρακτικές (Azad & King, 2011), µε σκοπό την διευκόλυνση της διάδρασης, την 
αύξηση της αποδοτικότητας και είναι πλήρως διαφορετικές από τυχόν άµεσες/έµµεσες ή 
θετικές/αρνητικές πρακτικές αντίστασης ως προς την υιοθέτηση της συσκευής. 

Τέλος, η διατριβή εστιάζει στην σκιαγράφηση της αλληλεπίδρασης των διαφορών συστατικών της 
εµπειρίας και το αντίκτυπό τους στα συναισθηµατική κατάσταση του χρήστη, όπως αυτή 
διαµορφώνεται µέσα από την εµπειρία χρήσης. Έτσι, δίνεται έµφαση στο δυναµικό χαρακτήρα της 
τελευταίας, διερευνώντας λεπτοµερώς το χώρο και το χρόνο, τη σηµασιολογική φόρτιση όπως 
συνδιαµορφώνεται από την αισθητική της συσκευής και τα λοιπά ερεθίσµατα, όπως αυτά 
αποδίδονται συχνά διαµέσου των αλληλεπιδράσεων και διεπαφών. 

Καθώς η διάδραση λαµβάνει χώρα στο στατικό εργασιακό περιβάλλον, και περνάει στο ‘κινητό’ 
γραφείο, σε ‘τρίτους’ χώρους, όπως καφετέριες και µέσα µαζικής µεταφοράς, και τελικά 
εκτυλίσσεται και εντός του προσωπικού περιβάλλοντος της κατοικίας, οι χρήστες αναγνωρίζουν στην 
ταµπλέτα πολλαπλούς ρόλους. Συγκεκριµένα, µπορεί να λειτουργήσει ως παραγωγικό εργαλείο, σαν 
µια οικιακή συσκευή, καθώς οι χρήστες το χρησιµοποιούν ως σταθµό αναπαραγωγής πολυµέσων και 
ως κοινόχρηστη συσκευή, την οποία µοιράζονται όλα τα µέλη µιας οικογένειας. Παράλληλα, 
λειτουργεί και σαν εργαλείο κοινωνικής διασύνδεσης, µιας και η ταµπλέτα αποδεικνύεται ικανή να 
ενισχύσει τον κοινωνικό χαρακτήρα δραστηριοτήτων οι οποίες προηγουµένως θεωρούνταν ως 
επικίνδυνες για την ιδιωτικότητα, όπως για παράδειγµα την κοινόχρηστη χρήση ενός κινητού 
τηλεφώνου. 

Εξετάζοντας την σχέση µεταξύ της αισθητικής και της εµπειρίας χρήσης, ήταν αναµενόµενο πως τα 
σχεδιαστικά στοιχεία και η συνολική ελκυστικότητα θα επηρέαζαν την διαµόρφωση της εµπειρίας. 
Τα αποτελέσµατα της διατριβής όµως είναι ιδιαίτερα διαφωτιστικά ως προς τα ειδικότερα αισθητικά 
χαρακτηριστικά στα οποία εστιάζουν οι χρήστες. Η ελκυστικότητα και τα επιµέρους σχεδιαστικά 
στοιχεία επηρεάζουν την εµπειρία κατά τις φάσεις της σύνδεσης, της ερµηνείας και του συλλογισµού. 
Κατά τη σύνδεση, καθώς η συνιστώσα της αισθητικής θέτει σε λειτουργία τις αισθητήριες 
λειτουργίες του χρήστη, η συνολική αισθητική της συσκευής προκαλεί την άµεση αντίδρασή του. Στη 
συνέχεια, η αισθητική εµφανίζεται και στις λοιπές φάσεις, όµως το αντίκτυπό της είναι αρκετά 
µικρότερο. Ενδιαφέρον προκαλεί όµως η εστίαση των χρηστών στην υφή της συσκευής. Καθώς 
διαµέσου των αισθητήριων λειτουργιών, οι χρήστες αντιλαµβάνονται τα επιµέρους χαρακτηριστικά - 
για παράδειγµα, µέσω της όρασης αντιλαµβάνονται την οµορφιά και µέσω της αφής τα 
χαρακτηριστικά των υλικών – τόσο η όραση όσο και η οπτική εµπειρία όσο και η εµπειρία της αφής 
είναι τυπικά περιστατικά καθ’ όλη τη διάρκεια της ηµέρας. Ειδικότερα όµως για την εµπειρία της 
αφής, η υπάρχουσα βιβλιογραφία σηµειώνει πως οι άνθρωποι σπάνια µιλάν για αυτή (Sonneveld & 
Schifferstein, 2008).  Έτσι, τα αποτελέσµατα της διατριβής ως προς αυτή τη διάσταση αποτελούν µια 
σηµαντική διαφοροποίηση, καθώς η εµπειρία της αφής, όπως φαίνεται από τα προσωπικά ιστολόγια, 
είναι ένα από τα πιο πολυσυζητηµένα κοµµάτια της διάδρασης. Συµπεραίνεται λοιπόν πως η υφή, τα 
χαρακτηριστικά των υλικών και η αίσθηση της αφής, σε ό,τι αφορά τουλάχιστον την ταµπλέτα, και 
κατ’ επέκταση τις συσκευές µε τεχνολογίες αφής, έχουν λάβει µία ξεχωριστή θέση στην αντίληψη 



 

Efpraxia D. Zamani | Doctoral Thesis  7 

των χρηστών. Μάλιστα, πιθανολογείται πως αυτό οφείλεται στην απουσία βοηθητικών συσκευών για 
την διάδραση, όπως παραδοσιακά υπήρξαν τα ποντίκια, τα πληκτρολόγια και οι γραφίδες. Καθώς 
αυτά πλέον απουσιάζουν και απαιτείται από το χρήστη να ελέγξει τη συσκευή µε τη βοήθεια των 
δαχτύλων του, οι συσκευές που λειτουργούν µε τεχνολογία αφής έχουν έρθει πλησιέστερα στο 
ανθρώπινο σώµα.  

Τέλος, σε ό,τι αφορά την εµπειρία νοήµατος, η ανάλυση προσφέρει πούσια αποτελέσµατα σε µια 
πλειάδα διαστάσεων. Οι χρήστες αναπτύσσουν συσχετίσεις και αναγνωρίζουν στην ταµπλέτα 
προσωπικότητα, προσωπική και συµβολική σηµασία, ενώ παράλληλα προβαίνουν στη δηµιουργία 
και αναγνώριση µεταφορών. Για παράδειγµα, πολλοί προσωποποιούν την ταµπλέτα και την 
αναγνωρίζουν ως ένα έτερον ήµισυ, το οποίο καταφέρνει να ικανοποιεί τις προσωπικές ανάγκες και 
αξίες τους, οδηγώντας έτσι στην προσήλωσή τους στην ταµπλέτα. Παράλληλα, για πολλούς έχει µια 
συµβολική αξία, καθώς θεωρείται ως ένα αντικείµενο πολυτελείας, µία φουτουριστική συσκευή ή 
σαν κάτι ικανό να αλλάξει τον τρόπο που µέχρι σήµερα χρησιµοποιούνταν τα υπολογιστικά 
τεχνουργήµατα. Τόσο η προσωποποίηση όσο και η προσωπική σηµασία θεωρούνται ως αρκετά 
σηµαντικά αποτελέσµατα, καθώς διαφέρουν σηµαντικά από τα ευρήµατα προγενέστερων µελετών. 
Παλαιότερα, οι υπολογιστικές συσκευές θεωρούνταν οτι πρόσφεραν συντροφικότητα (Turkle, 
2008a), ενώ προσεγγίζονταν ως ένας τρόπος επικοινωνίας της ταυτότητας και σαν αποτέλεσµα 
καταναλωτικής πίστης προς κάποια συγκεκριµένη εταιρεία ή φίρµα (Belk & Tumbat, 2005). Η 
παρούσα διατριβή όµως δείχνει πως οι χρήστες αναγνωρίζουν τις παραπάνω χαρακτηριστικά χάριν 
στην ικανότητα της ταµπλέτας να ικανοποιεί τις προσωπικές ανάγκες τους. Επιπλέον, οι ασυνήθιστες 
ιδιότητες, τις οποίες οι χρήστες θεωρούν πως αυτή η συσκευή κατέχει, πηγάζουν από το ίδιο το 
λογισµικό που στηρίζεται στην αφή. Κατ’ ουσίαν, οι χρήστες θεωρούν πως σχεδόν ως δια µαγείας η 
συσκευή καταφέρνει να ανταποκρίνεται στο άγγιγµα τους, ενώ οι χρησιµοποιούµενες διεπαφές 
κρίνονται ως ιδιαίτερα ενστικτώδεις, προσοµοιάζοντας γνωστά παραδείγµατα από τον φυσικό κόσµο. 

Συνοψίζοντας λοιπόν, η εννοιολογική δόµηση της εµπειρίας µε την τεχνολογία, και συγκεκριµένα µε 
την ταµπλέτα, είναι µια εξαιρετικά δυναµική διαδικασία, η οποία ξεκινά από τα πρώτα στάδια, κατά 
το οποίο ο χρήστης απλά και µόνο µελετά την απόκτηση της συσκευής ή αναµένει την πρώτη του 
διάδραση µε αυτή. Σε ό,τι αφορά τις αβέβαιες και προβληµατικές συνθήκες, η έρευνα καταδεικνύει 
πως οι διάφοροι τρόποι αποφυγής προβληµάτων δεν σχετίζονται µε απροθυµία χρήσης της συσκευής. 
Επίσης, φαίνεται πως ότι αρκετές φορές, όταν η συσκευή δεν ικανοποιεί τους προκαθορισµένους 
στόχους και ρόλους, οι χρήστες µπορεί να επιλέξουν να προσαρµόσουν τη διάδρασή τους στις 
δυνατότητες της ταµπλέτας, αντί να την αντικαταστήσουν µε κάποια άλλη συσκευή, χάρις στην 
γενικότερη ευχάριστη εµπειρία χρήσης. Συνεπώς, επιλέγουν να υποτιµήσουν τη σηµασία του 
προβληµατικού επεισοδίου. Επιπλέον, βάσει των αποτελεσµάτων, η ταµπλέτα καταφέρνει να 
εκπληρώνει πολλαπλούς, ετερόκλητους ρόλους στην καθηµερινότητα του χρήστη, οι οποίοι όµως δεν 
είναι αµοιβαία αποκλειόµενοι. Με άλλα λόγια, η ταµπλέτα, µία συσκευή η οποία θεωρούνταν αρκετά 
εξειδικευµένη κατά το παρελθόν, σήµερα διαπερνά και διατρέχει τα όρια µεταξύ του εργασιακού, του 
οικιακού και του προσωπικού πλαισίου χρήσης, και χρησιµοποιείται µε πολλαπλούς τρόπους. 
Εξετάζοντας µαρτυρίες χρηστών, τα αποτελέσµατα υπογραµµίζουν την σηµασία όλων των 
συστατικών για την διαµόρφωση και διατύπωση της εµπειρίας χρήσης. Όµως, η σηµασιολογική 
φόρτιση, δηλαδή η εµπειρία του νοήµατος είναι ιδιαίτερα σηµαντική, αφού οι χρήστες αναγνωρίζουν 
και αναπτύσσουν ιδιαίτερα δυνατές συσχετίσεις µε την συσκευή, φτάνοντας ακόµα και στα όρια της 
προσωποποίησης της, στοιχεία τα οποία οδηγούν στην αξιολόγηση της εµπειρίας ως «ουτοπική». 

Η συνεισφορά της παρούσας διατριβής στην βιβλιογραφία είναι πολλαπλή. Το σηµαντικότερο όµως 
είναι το ότι προσεγγίζει την εµπειρία µε την τεχνολογία συνολικά, χωρίς να εστιάζει σε ‘στιγµιότυπα’ 
του φαινοµένου, εξετάζοντας το ουσιαστικά από την οπτική του χρήστη και το κοινωνικοπολιτιστικό 
πλαίσιο µέσα στο οποίο λαµβάνει χώρα. Σε αντίθεση µε την πλειονότητα της υπάρχουσας 
βιβλιογραφίας στον χώρο της εµπειρίας µε την τεχνολογία, η παρούσα έρευνα εστίασε στην 
διαδικασία εννοιολογικής δόµησης της εµπειρίας από τα πρώτα στάδια διάδρασης µε το υπολογιστικό 
τεχνούργηµα, περιλαµβάνοντας ακόµα και επεισόδια κατά τα οποία ο χρήστης διαπιστώνει πως το 
τεχνούργηµα αυτό είναι κατώτερο των προσδοκιών ή των πραγµατικών αναγκών του. Έτσι, η έρευνα 
προσφέρει σηµαντικά αποτελέσµατα σε ό,τι αφορά τις πρακτικές των χρηστών σε ατοµικό επίπεδο, 
χωρίς να υιοθετεί ένα αυστηρό εργασιοκεντρικό ή ωφελιµιστικό πλαίσιο µελέτης. Αυτός έρχεται σε 
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αντίθεση µε την πλειοψηφία των µελετών, οι οποίες εξετάζουν το φαινόµενο σε οργανωσιακά ή 
εργασιοκεντρικά πλαίσια, απονέµοντας µοιραία στον χρήστη ή/και στην τεχνολογία έναν 
συγκεκριµένο και σαφή ρόλο.  
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1. Introduction 

This research deals with experience with technology, aiming to examine the broader perspectives and 
components of the phenomenon in detail. The central objective of this study is to investigate 
experience with IT artefacts from the user’s perspective, within the natural context interaction takes 
place and without delimiting the phenomenon to solely positive occurrences. Instead, the study aims 
to examine how users construct and comprehend their own, private experiences even when 
technology seems to fail their expectations.  

In what follows, this chapter details the motivation for the research and provides the underlying 
research questions. Next, it summarises the method followed and offers a guide to the manuscript. 

1.1. Motivation for Research 

“In order to find a way into the wider issues of people-product relationships, it is 
necessary not only to have an understanding of how people use products, but also of the 

wider role that products play in users’ lives”  

(Jordan, 2000) 

 

Traditionally, information systems have been considered as instruments, enabling the faster and more 
accurate completion of tasks, and, therefore, the relevant literature has been emphasising utilitarian-
related aspects, such as usability, task-technology fit, and productivity gain, among others (Yoo, 
2010). However, Jordan, with the quote above, highlights one of the challenges for designing products 
that are not merely usable but also pleasurable; in essence, he suggests that, in order to “move beyond 
usability”, the relationship that people develop with products needs to be addressed holistically 
(Jordan, 2000). This phrase also denotes the growing interest over the recent years for designing for 
pleasurable experiences, rather than creating solely useful and usable computing devices (Lin, Lin, 
Shiao, & Lin, 2009). 

Indeed, it is often argued that user experience is one of the most essential aspects for considering an 
IT artefact as a successful product (van der Bijl-Brouwer & Boess, 2010), and as technological 
advances make available more and more sophisticated features and services across all devices, and 
platforms, it is quickly becoming a decisive factor, driving users’ choices and preferences. Norman 
has insightfully noted that, even though, in the past, products were being designed in order to perform 
particular tasks, closely following Sullivan’s “Form Follows Function” (Sullivan, 1896) famous 
quote, this is no longer the case, nor can it be the sole basis for a company’s strategy. In contrast, he 
argues that, since most companies can now develop products, which can execute the same tasks and 
function more or less in the same way, a company (or manufacturer) that succeeds in providing 
“pleasure and enjoyment while maintaining the power” over its customers will be the one that 
succeeds in gaining and maintaining competitive advantage (Norman, 2010). 

Positioning this within the context of human-computer interaction and information systems, 
Tractinsky has similarly argued that IT artefacts satisfy most user requirements; therefore, they are 
often differentiated by the user experience they offer (Tractinsky, 2004). As such, designers are 
burdened with designing for pleasurable or unique experiences. This is undoubtedly an important 
challenge, since “experience is (…) beyond designers’ complete control” (Blythe, Hassenzahl, & 
Law, 2009), demanding that the designer is well aware of the various values and meanings, 
communicated through and identified in IT artefacts, as well as of the sociocultural and material 
context within which experience unfolds (Battarbee & Koskinen, 2008). Indeed, the industry 
corroborates these assertions; Beauregard et al. (2007), members of the Channel Platform Group of 
the Intel Corporation, point out that user experience is an important consideration when it comes to 
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the design of any technology. In turn, Apple Inc., a heralded company as far as user experience is 
concerned, provides its developers with a detailed set of guidelines regarding user experience (Apple, 
2014), while Nokia has a long history in user experience evaluation studies during the various phases 
of product development (Roto, Ketola, & Huotari, 2008). 

Within this context, there is great interest for the delineation of positive user experiences with 
computing devices and other interactive products (Hassenzahl & Tractinsky, 2006; Law & van 
Schaik, 2010). Evidently, and drawing from the above, this goes beyond usability and includes the 
examination of cognitive, affective and social qualities (Law & van Schaik, 2010). Technological 
advances have enabled the various expressions of technology to serve equally well task-driven and 
task-agnostic purposes. In essence, computing has moved away from the work environment and the 
desktop and has ‘invaded’ everyday life, being used interchangeably for both hedonic and utilitarian 
purposes (Fogarty, Forlizzi, & Hudson, 2001). Mobile and portable IT artefacts in particular offer new 
means of connectivity and are used within ever changing and diverse contexts, while their actual use 
may only be a secondary activity.  

Understandably, the ubiquitous presence of IT artefacts within everyday has transformed the way 
individuals interact with them, leading to a growing body of research on user experience. For 
example, several researchers have examined the processes through which users make sense of the 
experience (e.g., Anttonen & Jumisko-Pyykkö, 2008; Hassenzahl, 2007; McCarthy & Wright, 2004b), 
attach meaning (e.g., Hassenzahl, Diefenbach, & Goritz, 2010; Turkle, 2007b, 2008b), or evaluate the 
interaction (e.g., Benford, Giannachi, Koleva, & Rodden, 2009; Vermeeren et al., 2010). In addition, 
others have focused on investigating the processes through which users personalize or attach meaning 
to their computers and mobile phones. Turkle (2008a), for example, discusses various cases in which 
users may feel at one with their personal computers. Blom & Monk (2003) have discussed the reasons 
users may personalize their mobile phones and computers, while Wehmeyer has explored one’s 
attachment to the mobile phone or PDA, by assessing notions such as the expression of one’s 
personality (Wehmeyer, 2007). 

Yet, all the while, new forms of computing devices have been popularized, as for example the tablet, 
revolutionizing the landscape. First introduced by Kay (1972), the tablet was also one of the devices 
materializing Weiser’s vision; under the name ‘pad’, a tablet was meant to be something between a 
sheet of paper and the then contemporary laptops (Weiser, 1991). Regardless of the various 
innovations the tablet may be bringing, what is important is its appeal among individual, average 
users; previously used primarily for professional purposes and classified as a niche market (Ozok, 
Benson, Chakraborty, & Norcio, 2008), the tablet has now entered the vernacular and the everyday, 
even though its usefulness and pragmatic qualities have been (Atkinson, 2008) and often still are 
doubted. What the advent of the tablet signifies is that technological advances have changed IT 
artefacts considerably; while in the beginning the discussion used to be centred around desktop 
computers and, ultimately, around smartphones, several reports illustrate that the new computing 
genre of the tablet receives significant attention, disrupting the markets of the netbook, the gaming 
console and even that of the printer, having sparked the fascination of users 
(Morgan_Stanley_Research, 2011). Indeed, the particular type of computing devices seem to have 
sparked the fascination of users and people are seen using tablets over netbooks or laptops during 
meetings, in coffee shops, while commuting and so forth. 

As a result, the research field of user experience is far from saturated. The diffusion of technology and 
the immense popularisation of the tablet have led to the expansion of the market base, since IT 
artefacts are used by all demographics for various purposes, and while consumers seek a satisfying 
user experience regardless of the context. In addition, one could argue that touch computing, through 
the tablet paradigm, has transformed human-computer interaction, making it even more “embedded 
within our everyday experience, lying closer to our skin” (Schiphorst, 2009). It has also offered the 
opportunity “to design and develop new, unique, and richer design patterns and approaches”, building 
upon touch-focused devices and gesture-based interaction modalities (Wigdor & Morrison, 2010). 
Indeed, it may be said that, through the popularisation of new device genres and new interaction 
paradigms, the landscape of everyday computing has been revolutionised.  
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Consequently, concepts such as aesthetics, emotions, semantics, integral in many definitions of user 
experience (Law, Roto, Hassenzahl, Vermeeren, & Kort, 2009b), are more than likely to differ in 
importance and meaning for the user, within the context of interacting with portable, touch-focused IT 
artefacts. At the same time, some argue that individuals may adopt and remain engaged with an IT 
artefact, not because of its utilitarian aspects, but because they find the interaction and the artefact 
itself irresistible (Overbeeke et al., 2005a). The case of the tablet provides fertile ground for 
investigating the aforementioned issues, since it exhibits two conflicting characteristics; the actual 
usefulness of tablets is often questioned, while consumers seem to be quite eager to acquire them. 
This suggests that presumably, the anticipated interaction with this new IT artefact holds a user 
experience perceived as rich, or that adoption and continuance usage intention are driven mainly by 
affective and hedonic rather than utilitarian factors. 

1.2. Research Questions 

Extant literature on user experience is certainly rich. However, most studies tend to adopt the 
quantitative stream of research, essentially emphasising the measurement of impact of several 
cognitive and affective factors on the user behaviour and overall satisfaction (e.g., Hassenzahl et al., 
2010; Lindgaard & Dudek, 2003). In addition, in more than several occasions, user experience is 
often approached through usability, with researchers considering it as the latter’s offspring, thus 
making the differentiation between the two difficult (Law, 2011). Most importantly however, such 
approaches lead inevitably to results that remain silent on people-product relationships and “the wider 
role that products play in users’ lives” (Jordan, 2000).  

As such, the overarching principle guiding this research, and the essential argument for pursuing 
research within the field of user experience with technology is that prior studies have resulted into a 
repository of knowledge, which is fragmented, by studying each time only a few of the phenomenon’s 
dimensions and often examining it in isolation from the actual context of use (Bargas-Avila & 
Hornbaek, 2011). Instead, the present thesis studies the broader perspectives of experience, examining 
the various ways people use technological products and the roles users identify in them, in order to 
reveal the relationship users develop with them. Therefore, taking the above into consideration, the 
main research question is as follows: 

 

Initial Research Question 

What is the relationship that individuals develop with IT artefacts in everyday life and how does it 
affect the overall user experience? 

 

This question has been refined based on some important issues, pertaining to the literature on user 
experience and which are discussed next.  

First of all, it is often argued that experience needs to be investigated holistically, without reducing its 
experiential qualities into numbers, nor by focusing on some of its building blocks (Law, 2011). 
Indeed, there are several – mostly qualitative – studies, which examine experience with technology in 
a more holistic fashion. However, these mostly endeavour to study experience within its natural 
setting, i.e., where it is individually constructed by the user, by focusing however on some of the 
various aspects of the experience, as for example engagement (e.g., O'Brien & Toms, 2008), 
reflections on usage (e.g., Rogers et al., 2007), enchantment (e.g., McCarthy & Wright, 2005a; 
McCarthy, Wright, Wallace, & Dearden, 2006), shared and co-experiences (e.g., Battarbee & 
Koskinen, 2005; Battarbee & Koskinen, 2008; Korhonen, Montola, & Arrasvuori, 2009). 

In addition, within this research field there are several competing theories with regards to user 
experience, which can be categorised as attribute-based and process-based models. As O’Brien 
argues, the first type refers to those models, which are conceived as identifying important dimensions 
or characteristics of user experience, while process-based models examine user experience as a 
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dynamic phenomenon, which changes over time, across spaces etc. (O’Brien, 2011). Yet, if one is to 
examine experience with technology holistically, then “the very nature of human action [should] be 
seen as the different basic modes of being, each contributing to some extent to a continuum of an 
active process within which the human being as a whole is actively experiencing ICTs.” (Isomäki, 
2009). Therefore, this is a consideration that should inform the main research question and refine it 
accordingly.  

Finally, extant studies typically emphasise positive and pleasurable experiences (Hassenzahl & 
Tractinsky, 2006). This is expectable and warranted, because “[p]ositive user experience (…) acts as a 
differentiator which can determine a product’s success on the mature market” (Yogasara, Popovic, 
Kraal, & Chamorro-Koc, 2012). Yet, by delimiting the investigated phenomenon within a rather 
restricted boundary, it may be possible that user experience is not truly examined holistically, by 
taking into consideration the impact of a given IT artefact’s both pragmatic and hedonic attributes on 
the user’s interaction. Indeed, even the most positive experiences with technology may contain some 
negative aspects or unpleasant surprises during interaction, as it has been shown during the course of 
this study (Zamani, Giaglis, & Pouloudi, 2013). 

As a result, the previous discussion and findings that became available in the course of the research 
led to the refinement of the research question: 

 

Refined Research Question 

How do individuals construct their experience with an IT artefact within their actual life setting, and 
how may this experience be affected by the IT artefact’s pragmatic and hedonic attributes? 

 

Therefore, the thesis seeks to examine the experience with IT artefacts within the context of 
technology adoption under the user’s volitional control, by focusing specifically on portable touch-
focused devices, i.e., tablets. Further to this, this study will seek to examine both the context of use 
and previously disregarded aspects of the interaction, as for example perceptions formed during the 
non-instrumental and non-physical interaction, and expectations shaped while still anticipating use 
(Bargas-Avila & Hornbaek, 2011). In more detail, it will examine the mechanisms based on which 
users actively construct their experience, by delineating the process through which individuals 
interpret it and while examining how problematic or unexpected episodes may affect it. This suggests 
that first of all, one needs to focus on how individuals actually use the tablet, as this can be telling 
with regards to user goals and requirements, and overall behaviour. In turn, it entails that one needs to 
focus on the relationships among the various building blocks of the experience, i.e., its components, 
by examining the spatiotemporal character of the interaction, the aesthetics as perceived through the 
various stimuli, and the semantic charge. Finally, one needs to consider also the overall impact on 
user experience, as communicated through user emotions. 

In other words, among the main objectives is to show that, while previous research has offered 
valuable insight into the formulation of experience, the advent of touch tablets requires that we revisit 
the way users make sense of their experience and its components. Hence, the thesis has three main 
objectives, which can be seen as nesting within the refined research question: 

 

Nested Research Questions 

• Which are the various use scenarios and situational uses of the tablet within users’ everyday? 

• How do users construct their experience with the tablet and how do they make sense of 
uncertain conditions and/or problematic events? 

• How do the various components of experience affect each other and are affected by the 
features of the tablet? 
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1.3. Methodology 

Any research is typically formulated around a central question (e.g., questions concerning a topical 
issue, a newly emerging phenomenon or one that is still not well understood), the design based on 
which it seeks to answer it, i.e., the research protocol, which includes the philosophical perspectives 
and assumptions, the research method, the data collection technique and the mode of analysis (Myers, 
1997), and, finally, the analysis of the findings based on prior knowledge. Therefore, having 
discussed the research questions of this thesis, what follows is an overview of the methods adopted 
for approaching and understanding issues pertaining to users’ relationship with portable IT artefacts, 
and more specifically with tablets. 

This thesis places equal emphasis on the social and cultural context within which the user operates, 
her/his background and the IT artefact itself and it follows a qualitative research approach. 
Specifically, it adopts the epistemological stance of interpretive philosophy, which espouses a 
nondeterministic perspective towards understanding a phenomenon within its cultural and contextual 
circumstances (Orlikowski & Baroudi, 1991), following the assumption that access to reality is only 
possible through the shared social constructions (e.g. language, consciousness and shared meanings) 
that people inevitably create and assign to the examined phenomena, while interacting with one 
another, with objects and the world around them (Myers, 1997). The underlying philosophy guiding 
the research is that of Gadamer’s philosophical hermeneutics (Gadamer, 1976b), which focuses on 
understanding the meaning of a text or of a text analogue, as intended by the author, and which 
requires the reader to abandon her/his own prejudices solely for the purpose of starting a constructive 
dialogue with the empirical material, in order to arrive to a genuine understanding (Prasad, 2002). 

Given that the present thesis aims at delineating how users construct and make sense of their 
experience with IT artefacts, within the context of their everyday life, and to further investigate the 
impact of both pragmatic and hedonic features, placing particular emphasis on the affective aspect of 
interaction, the study examines interaction on a general and more detailed level. In other words, it is 
structured around the examination of situational uses, uncovering several use scenarios in order to 
unveil how users actually use their computing devices (Chapter 4). Then, based on the identified use 
scenarios, it outlines the process based on which users make sense of their interaction and experience 
(Chapter 5.1), emphasizing in addition on how sensemaking form under problematic situations 
(Chapter 5.2). Finally, the study focuses on the particularities of users’ interaction, and the 
components of experience, shedding light on the impact of spatiotemporality, aesthetics, and 
semantics, and the communication of experience through emotions (Chapter 6). 

The aforementioned issues have been approached and examined through an interpretive embedded 
single-case study. This was a choice deriving essentially from the context of the research and the 
research question. In more detail, as the thesis aims at investigating the relationship individuals 
develop with portable IT artefacts, and specifically tablets, in everyday life and its impact on the 
overall user experience, it is entailed that one needs to explore how individuals construct their 
experience with an IT artefact, within their actual life setting, while exploring how this experience 
may be affected by pragmatic and hedonic attributes (of the specific artefact). These require the in-
depth exploration of a phenomenon, within its natural setting, while evidently the boundaries between 
the context and the phenomenon itself are not quire clear. In such a research context, and when the 
research questions take the form of “how” and “why”, the research method that is best suited is that of 
the case study (Baxter & Jack, 2008; Yin, 2003). Next, the research question involves issues, which 
are relevant to user interaction. In more detail, while exploring experience with the tablet, the focus 
needs to move between the IT artefact (e.g., design aesthetics, performance) and the user-tablet 
interaction (e.g., user sensemaking of the experience), and later on elaborate more on uncertain 
conditions (e.g., make sense of problematic episodes). As a result, the design that meets best the needs 
of this research is that of the embedded single-case study, based on an overarching single unit of 
analysis (interaction with the tablet), which becomes more abstract or detailed, depending on the stage 
of the study, thus allowing the examination of complementary questions. 
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Next, given that this thesis builds upon interpretivism within the qualitative stream of research, 
naturally, the empirical material is qualitative. Moreover, as the research method has an impact on 
how and what type of material is to be collected, and since the chosen method is that of the case 
study, the empirical material of this thesis are unsolicited textual records of experiences with the 
tablet, as documented by users within their personal blogs. These have been approached and analysed 
in a manner similar to personal diaries. This type of material was preferred over e.g., interviews, 
which are quite common for case study research, because blogs allow for plurality, with regards to 
geographical locations and nationalities. In addition, since they have been prepared on the authors’ 
volitional control rather than following the solicitation by e.g., the researcher or the manufacturer, 
they are bound to incorporate what the authors consider important and offer the authors’ personal 
viewpoint on their experience, as lived and felt, and which is the main objective of this thesis. 

1.4. Structure of the Thesis 

The research is organised into seven chapters. The following chapter, Chapter 2, provides a discussion 
on the IT artefact and an overview of the extant literature on experience and sensemaking aiming to, 
firstly, understand the challenges introduced by touch computing and contemporary user 
requirements, and, secondly. The second objective is to decipher the term ‘experience’, so as to set the 
context and the boundaries of the investigation. Therefore, this chapter also presents an overview of 
extant studies on user experience, drawing from both the qualitative and the quantitative stream, 
pinpointing their advantages and their disadvantages, while highlighting the gaps in knowledge. The 
reason for this approach is two-fold; exemplifying advantages and disadvantages of studies from both 
research streams is necessary so as to justify the approach of the ensuing discussion, while the 
documentation of the various knowledge gaps aims at identifying the sensitising devices for the 
analysis of the empirical material, and thus provide the theoretical foundation for the thesis. 

Chapter 3 provides a detailed discussion on the research strategy adopted for the purposes of this 
study. It offers a thorough description of the thesis’ ontology and epistemology, and of the various 
methods applied in order to answer the proposed questions. In addition, as the thesis follows a 
qualitative approach, it offers several descriptors for its evaluation and for assessing its rigour. 

Chapter 4 discusses and analyses user narratives along situational uses and use scenarios regarding 
content-dependent use of the tablet, in conjunction with the profile of users and available market 
reports, so as to provide a rich description of the case study, further elaborate on the thesis’s questions 
and facilitate the understanding of user sensemaking. 

Chapter 5 focuses on how users make sense of their experience with the IT artefact. On the first 
section of the chapter, this is done by examining user sensemaking in a general manner, and by 
seeking to investigate how sensemaking may help users in formulating and understanding their own 
personal experience, and eventually communicate it to others. The second section is dedicated to 
understanding user experience with the device when experience appears to be problematic; the section 
focuses on episodes that users evaluate as troublesome or unexpected, failing their initial 
expectations, and investigates user accommodating practices through the lens of sensemaking.  

Chapter 6 presents in detail the various components of the experience, investigating each of them 
separately and discussing important interdependencies. This discussion is guided by the previously 
identified sensitising devices and the chapter concludes with a discussion on explicit user evaluations 
of experience with the IT artefact, through the emotional component, aiming to understand how the 
various component affect the overall experience.  

Chapter 7 presents the conclusions of the research and summarises the thesis’ findings, presents its 
contributions, while highlighting its limitations, and identifies avenues for future research in this field 
and other interconnected areas.  
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2. Entering the field of User Experience: A Literature Review  

2.1. Introduction 

The purpose of this chapter is to discuss the relevant literature that pertains to the main aspects of this 
thesis, so as to set the context for all ensuing analyses and discussions in §4, §0 and §6. Primarily, the 
chapter aims to identify gaps in the extant literature in order to adequately illustrate the issues this 
research seeks to tackle. Additionally, as this is an interpretive-focused thesis, any relevant literature, 
especially prior studies examining the formulation and the understanding of experience (2.5), act in 
addition as sensitizing devices (Barrett & Walsham, 1999; Pozzebon & Pinsonneault, 2005) for the 
examination of the empirical material presented in the following chapters. 

As a result, this chapter begins with the presentation of the IT artefact, as used today in users’ 
everyday activities, specifically examining touch-focused devices and tablets and the particularities of 
interaction with them. The discussion then moves on to user experience and its definition, and in 
particular user experience with computing devices that have a ubiquitous presence, such as 
smartphones, laptops, tablets and other everyday appliances. This is followed by a presentation of the 
extant research from both the quantitative and the qualitative research streams. As the focus of the 
thesis is the relationship of users with IT artefacts and the formulation of positive experiences with 
technology, what follows focuses on the components of user experience, discussing relevant literature 
and main conceptualisations. The chapter closes by introducing two research frameworks for the 
assessment and the understanding of user experience from the viewpoint of users, in an effort to open 
up the concept of experience to researchers through the lens of sensemaking; the first aims at making 
available the process through which users make sense of their experience with technology in everyday 
occurrences, while the second aims at delineating experiences with technology and user 
understanding during problematic episodes, as well as the various accommodating practices. Both 
frameworks help, directly or indirectly, during the analysis of the empirical material. 

2.2. The IT artefact 

The thesis is interested in IT artefacts. ‘Artefact’, according to the Oxford Dictionary, deriving from 
the Latin ‘arte factum’, is roughly translated as ‘made by art’ and interpreted as ‘a product of human 
art or craftsmanship’ ("Oxford Dictionary," 2010). The term therefore refers to anything that is 
created, rather than naturally present (Krippendorff & Butter, 2008). 

Benbasat & Zmud define IT artefact as “the application of IT to enable or support some task(s) 
embedded within a structure(s) that itself is embedded within a context(s)” (Benbasat & Zmud, 2003). 
In addition, Finneran & Zhang (2003) point out that the specific term signifies an information system 
of a more neutral character when compared to terms such as ‘toy’, referring to an information system 
“used for own sake” (Malone, 1981), or ‘tool’, which has a strong sense of instrumentality, denoting 
an information system “used for external sake” (Malone, 1981). However, the term doesn’t disregard 
the instrumental role of an information system. Hassenzahl (2004), while discussing interactive 
information systems, underlines that all artefacts have both pragmatic and hedonic qualities. By 
pragmatic, he refers to the qualities that address one’s behavioural goals, such as utility and usability, 
and by hedonic to those that appeal to one’s basic human needs, as for example stimulation and 
identification (Hassenzahl, 2004). Therefore, the term ‘IT artefact’ is used in this thesis so as to allow 
the discussion of information systems without having to characterise them as either utilitarian or 
hedonic. 

This is purposefully so chosen. Nowadays, IT artefacts claim their presence in all the facets of human 
activity. On the one hand, their portability, the possibility of seamlessly embedded devices into the 
user’s private environment and their ever-increasing market penetration (e.g. smartphones, tablets 
etc.), have led IT artefacts to become integral parts of everyday life, co-existing with the user and 
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having a ubiquitous presence. On the other hand, it is evident that the fast pace of technological 
advances has allowed IT artefacts to be used equally and interchangeably for both hedonic and 
utilitarian purposes. The best example for illustrating this could possibly be tablets, and specifically 
the iPad; even though the first market reports show that tablets are used primarily for media and news 
consumption (Budiu & Nielsen, 2011), there is evidence that people use them for work-related 
purposes (e.g. taking notes during meetings, receiving and composing e-mails, replacing textbooks in 
many schools etc.), while also taking advantage of their entertainment-related features (e.g., using 
them for reading and watching movies while in bed and so fort (Arthur & Fox, 2011; Murphy, 2011). 
As a result, it is rather difficult to categorise such IT artefacts as task- or hedonic-driven, since they 
may be used equally for both. One could argue that the classification could be possible if the context 
of use is well defined; however, this suggests that one characterises the context of use rather than the 
artefact itself.  

Nevertheless, it should be noted that, even though the term ‘IT artefact’ manages to remain neutral as 
far as its purposefulness is concerned, it is by no means neutral per se. Orlikowski & Iacono (2006) 
argue that, as IT artefacts are designed by and for people, they are shaped, and continuously reshaped 
through use, by the values, the expectations and the interests of their designers and users. They 
moreover underline that IT artefacts are bound to the sociohistorical context, rather than simply to the 
context of use; as they point out, even after the launch of an IT artefact, when it may be thought of as 
complete, additional features or technologies may become available and users may adapt the IT 
artefact to their particular needs. Therefore, an IT artefact cannot be thought of as a static or neutral 
object, detached from its sociocultural and temporal context, but solely as a dynamic one, strongly 
influenced by those who engage in its development, continuous reshaping and use. 

More recently, another view has emerged for the investigation of the IT artefact and which can be 
thought of as being complementary to that of Orlikowski & Iacono (2006). Al-Natour and Benbasat 
argue that users during their interaction with IT artefacts perceive them not only as “productivity-
enhancing tools” but “as social actors as well” (Al-Natour & Benbasat, 2009). Such a view further 
strengthens the social and dynamic character of the IT artefact, as it formally supports the concept of 
the IT artefact being bounded to the social, temporal and cultural context of use, and strongly 
dependent upon the specific interaction with the individual. 

The idea that IT artefacts may be more than mere tools is certainly not new. As all products, they too 
are equipped with symbolic features, which suggests that their use is not based exclusively on their 
usefulness, but on the social meaning they hold. Furthermore, similar to all other products, they, too, 
“should be personal pathways that allow individuals to find and create their own experiences” 
(Hummels, 2000b). All the while, as interfaces are becoming more and more intuitive, IT artefacts 
themselves afford to be used in ways their designers often did not cater for. As a result, this suggests 
that user interaction with IT artefacts is far more complex and not adequately assessed solely through 
the lens of instrumentality, possibly pinpointing a need to rethink on the artefact itself, in terms of its 
characteristics and features and how people interact with it.  

The following sections discuss the various ways of interaction, the new interaction modalities and 
finally focus on the tablet as the central IT artefact, which this thesis builds upon. 

2.2.1. Forms of Interaction 

People interact with IT artefacts, and every other product, within the context of their particular needs 
and goals, their expectations and the physical and social environment. Furthermore, the IT artefact 
itself influences the very interaction, through its tangible and intangible qualities (Boztepe, 2007). As 
a result, the examination of user experience requires a closer examination of one’s interaction with IT, 
together with the conditions within which the interaction takes place. This is particularly important 
since people, in many cases, may interact with an IT artefact in different and even unpredicted ways, 
thanks or due to the real or the perceived affordances of the computing device (Boess & Kanis, 2008; 
Maier & Fadel, 2009). 
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In relation to this, Roto underlines that user experience involves not only the actual interaction with 
the IT artefact, but also the intention of interacting with it (Roto, 2007). This concept is shared with 
Desmet & Hekkert (2007), who posit that interaction takes places on more than one levels. Namely, 
the authors suggest that interaction may occur in an instrumental way, while the user directly operates 
the IT artefact. For example, one may interact with a smartphone and, assuming that the latter 
promptly responds to user commands, the user may experience satisfaction, as the artefact is 
perceived well designed. Next, interaction may be non-instrumental, while the user experiences the IT 
artefact through the sensory modalities, as for example feeling through touch the sleek screen of a 
fashionable smartphone or admiring the beauty and minimalism of an iMac. Finally, interaction may 
take a non-physical form, as the user merely anticipates it or fantasizes about it, as for example owing 
an expensive laptop or the latest generation of a much-expected tablet.As far as these levels of 
interaction are concerned, Desmet and Hekkert highlight that only two appeal to the affective aspect 
of the user experience, i.e. the non-instrumental and the non-physical, with the instrumental residing 
within its cognitive aspect (Desmet & Hekkert, 2007). 

Following a more designed-based approach, Popovic (2002) describes interaction with artefacts as 
direct, remote or virtual. Direct interaction is similar to Desmet’s and Hekkert’s instrumental 
interaction, and refers to those which require the user’s direct engagement, e.g., using a hammer. 
Remote interaction refers to an interaction that takes place through remote control or by using a 
proxy, i.e., asking someone else to do it instead. Finally, virtual interaction takes place within virtual 
environments and while an artefact is manipulated through its avatar or digital counterpart (Popovic, 
2002). On the other end, Forlizzi and Batterabee (2004) differentiate interaction based on the focus of 
attention and set forth three different types. They discuss fluent interaction, which is mostly 
automatic, without requiring much attention on behalf of the user, as for example the preparation of 
coffee; cognitive interaction, which places focus on the IT artefact and which suggests that the user 
has little or no prior experience with it; and expressive interaction, which assists in forming 
relationships with products and IT artefacts, while the user invests effort, personal time etc. so as to 
adjust them to their personal demands. 

In all cases, however, all forms have an impact on the experience of using an IT artefact; experience 
develops based on and through interaction, and between the user and the IT artefact. Therefore, 
interaction is what produces and affects the quality of an experience (Vyas & van der Veer, 2006). 
However, as Al-Natour and Benbasat note, “[t]he characteristics of a certain artifact, such as the 
features it offers, generate options concerning how it can be used. Yet, it is users’ choices in terms of 
how to utilize the artifact that determine the relevance of the evaluative criteria used to assess that 
artifact, and the type of perceptions users form about the artifact during their interaction” (Al-Natour 
& Benbasat, 2009). As a result there is an increasing interest on how people use a computing device, 
rather than simply on the device’s individual features, as these may be ignored, misunderstood or pass 
entirely unnoticed. 

2.2.2. Touch-Focused Modalities of Interaction 

Since people experience the world through all their senses and, holistically, through their entire body, 
the environment may act as a large set of stimuli (Winkler, 2002). Therefore, human-computer 
interaction may take place with more than one ways, using novel methods and approaches. Indeed, 
progress in haptic (e.g., Withana et al., 2010) and tangible (Back, Matsumoto, & Dunnigan, 2009; 
Buxton, 2008) computing allows users to take advantage of their senses, and, instead of using 
traditional input and output interfaces, they can employ new modalities,  such as gestures and physical 
interaction modalities. Although previously input would be restricted to keyboards, mice, and writing 
tablets, motion input, for example, is now also possible, as the user can move the device for 
interaction, while galvanic skin response and the use of biometric sensors working in concert are 
posited to correspond to a combination of the human senses (Jaimes & Sebe, 2007). 

Not withstanding, simpler interaction modalities are also at the user’s disposal. Touch computing in 
particular has transformed human-computer interaction, making it even more “embedded within our 
everyday experience, lying closer to our skin” (Schiphorst, 2009). Indeed, the sense of touch is our 
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“only non-distal sense” (Shaer & Hornecker, 2009) (i.e., active and passive touch) and, through it, we 
perceive our surroundings, the objects populating them and their material properties, thus developing 
feelings of pleasure or discomfort. This form of computing has offered the opportunity “to design and 
develop new, unique, and richer design patterns and approaches”, building upon touch-focused 
devices and gesture-based interaction modalities (Wigdor & Morrison, 2010).  

The popularity of tablets and tabletops has attracted the interest of several researchers focusing on 
interaction techniques, multi-modal interactions and cognitive ergonomics. Marquardt et al. (2011) 
discuss that most interaction to date tends to fall within two main categories of modalities; a) direct 
touch and multi-touch, using hand gestures or tangible objects, directly applied on the surface of the 
computing device and b) hand gestures employed above the surface of the device. Jaimes and Sebe 
(2007), follow a different approach and categorise interaction modalities, in particular multimodal 
techniques, depending on the resulting interface. They refer to a) perceptual interfaces as those that 
use input and output in order to allow interaction beyond the use of standard interfaces and 
input/output devices (e.g., keyboard, mouse, monitor), to b) attentive, as those that are context-aware, 
relying on user’s attention for the primary input and for estimating how and when to communicate 
with her/him and to c) enactive interfaces, as those which are based on multisensory responses, using 
hands or the full body, for interacting with computers. Specifically for tabletop gestures, Wobbrock et 
al. (2009) developed a gesture taxonomy, categorizing them into ‘form’, ‘nature’, ‘binding’ and 
‘flow’. Gestures falling within the ‘form’ category describe static pose and static pose and path 
motions. Within the ‘nature’ category, they include those being visual depictions of objects, which 
users regard as symbolic gestures or in which they recognize metaphors. As ‘binding’, they refer to 
object-centric figures that require information about the object they manipulate, such as the pinch 
gesture for shrinking objects. Finally, in ‘flow’, they classify gestures that are “performed, delimited, 
recognized, and responded to as an event”, like the tracing of a question mark for requesting ‘help’. 

Nevertheless, and despite the abundance of available interaction techniques, hand input remains the 
dominant paradigm (Wobbrock et al., 2009). Perhaps this is due to the importance of habit in human-
computer interaction, as quite often users prefer to stick with familiar and well-known interaction 
methods, rather than move on to others, which may be and even assessed as easier or more useful 
(Lemmela, Vetek, Makela, & Trendafilov, 2008). In any case, as gestures exist along a spectrum of 
formality and speech-dependency, i.e., gesticulation, language-like gestures, pantomimes, emblems, 
and sign languages (Kendon, 1988), they may be seen as comprising of linguistic properties 
(Wobbrock et al., 2009) and their use may as well bring up associations to familiar concepts. 

Indeed, aside design semantics (Krippendorff, 1990), an important driver of meaning making with IT 
artefacts is the interaction they provide users with through their interaction modalities. As Lemmela et 
al. (2008) have shown, metaphors in gestures are indeed perceived by users. However, few studies 
explore the link between meaning and cognitive ergonomics. Hummels et al. (2007) posit that users 
construct meaning through interaction, while recognizing action possibilities. They explore several 
design tools and techniques for supporting designers towards the investigation and reflection of 
gestures and tangible interactions, among other paradigms. Wensveen et al. (2004) explored 
perceptual-motor skills, and the relationship between mood and interaction and they too found that 
interaction patterns may communicate meaning and emotions.  

Furthermore, with regards to specific gestures, Schiphorst et al. (2007), inspired by interactive 
artworks, focused on the interaction with multi-touch tabletop artworks, and investigated materiality 
and the semantics of caress, i.e., “the different meanings encoded in touch and gestures”. Among their 
findings, the authors discuss that users tend to use gentler and longer gestures under strong affect. 
Next, Lemmela et al. (Lemmela et al., 2008)  have shown that among the various metaphors, direct 
manipulation, rolling and the ‘weight’ of user interface items are those that primarily get noticed by 
users. Moreover, they have shown that vertical finger strokes (i.e., upwards and downwards) are 
considered natural and preferred to horizontal ones (i.e., to the left and right), possibly due to the way 
typical devices are held in hand. More recently, Park and Han found that users give meaning to 
gesture elements, often by developing metaphors and associations. For example, when required to 
refresh the mobile web browser, drawing an imaginary circle on the touch screen was among users’ 
top preferences, and the authors posit that this may be reference to Internet Explorer’s refresh symbol. 
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Also, the hand posture was found to express well the force of hand when dragging or toggling 
windows, similar to real-world movements (Park & Han, 2013). 

Nevertheless, as Wobbrock et al. (2009) highlight, users most often recognise metaphors or allegories 
in gestures depending on their own mental model and past experiences, rather than following a 
universal pattern. Specifically, in their study the authors discuss that while some users used more 
fingers in order to handle “larger objects”, assuming that these would require greater force, others 
were doing so for “enlarging actions”, i.e., enlarging objects, opening folders etc. or for ensuring 
contact with the tabletop. Interestingly enough, similar gestures were observed by Hinrichs and 
Carpendale (2011); however the authors note that 70% of all resizing in their study was done with two 
hands, and especially by children. They also observed a similar difference between adults and 
children for sweeping gestures, with adults using one hand and children using two. Finally, Hinckley 
and Song (2011) examined touch-enhanced motion techniques and motion-enhanced touch techniques 
in order to produce new and more expressive gestures. Along these lines, they investigated tilt-to-
zoom, pivot-to-lock, hold-and-shake, and tip-to-select, all of which are considered touch-enhanced 
motion techniques, as they require that touch becomes a parameter for a motion gesture. More 
interesting, however, were the motion-enhanced touch techniques (soft vs hard tap, swipe vs hard-
drag, context of touch), as they create more “nuances of touch”. Nevertheless, both sets of gestures 
were received as intuitive and easy, making the icons look more alive. 

To summarize, interaction modalities do influence user perceptions. They affect evaluations regarding 
the pragmatic- and hedonic-related qualities of an IT artefact and contribute towards meaning making 
and overall experiential appraisals. Furthermore, user perceptions regarding cognitive ergonomics and 
their appraisal are not independent of the context of use, or the individual user; instead, they are 
influenced by the social context, the user’s personal characteristics and the overall behavioural 
intentions (Hinrichs & Carpendale, 2011). 

2.2.3. The Tablet: a Ubiquitous Presence 

Recently, new forms of computing devices have been popularized, referring specifically to the tablet, 
which have effectively managed to revolutionise the landscape. First introduced by Kay (1972) in his 
paper “A Personal Computer for Children of All Ages”, the tablet, then termed as Dynabook, was 
portrayed as a ‘dynamic book’ that could be used by children and adults for educational activities. In 
its conceptualisation, the Dynabook was ingrained with insights from psychology on children’s 
learning (Holwerda, 2010). Technologically-wise, it was enhanced with voice data input, a touch-
based keyboard, a stylus and wireless connectivity, while Kay clearly describes in his article multi-
touch gestures. As far as its appearance is concerned, the Dynabook was rather similar to today’s 
tablets both in size and shape. Interestingly enough, the tablet was also one of the devices described 
by Weiser, which would materialize the ubiquitous computing paradigm; under the name ‘pad’, 
Weiser’s team at PARC developed several prototypes (Weiser, 1993b) that were something between a 
sheet of paper and the then current laptops and palmtops. However, users wouldn’t need to carry their 
personal tablets around, but rather use them as “scrap computers”, as found in the places they visited 
without any personalization (Weiser, 1991). 

Since the Dynabook, many tablet and tablet-like devices have entered the field of computing, thanks 
to pen interfaces, handwriting recognition, and lately touchscreen, which allowed computing devices 
to interpret and respond to direct manipulation (Atkinson, 2008). Apple for example, developed 
several slate-like concept devices between 1987 and 1991 and in 1992 eventually introduced the 
Newton MessagePad, which was based on the pen interface (Atkinson, 2008). Similarly, in 1999, 
Microsoft introduced a tablet PC, based on Transmeta’s early TM5800 processor, which nevertheless 
was not that successful commercially-wise (Prey & Weaver, 2007). Later, in 2001, Sony introduced a 
pen-based tablet PC, which was also discontinued a year later due to low sales (Atkinson, 2008). 

Several other companies, as for example IBM, continued on developing tablet- and slate-like devices 
over the years. However, up until 2002, when Microsoft released a commercial device, tablets 
remained a niche market (Ozok et al., 2008). Nevertheless, it should be noted that, that device too was 
in fact a tablet PC rather than an actual tablet. Specifically, Microsoft’s tablet PC was a portable 
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computer with increased functionalities and it could be used either as a slate or as convertible model. 
In the slate form, the device had no keyboard, while in its convertible form, it could be used both as a 
laptop and a tablet and it was equipped with a stylus (French, 2007). 

 
 

Figure 1. Apple Newton MessagePad 100 
(Rama, 2012) 

Figure 2. Microsoft’s 2002 tablet PC (Steele, 2011) 

Today, technological advances have resulted in the development of more sophisticated tablets, 
destined however for general use. Contrary to the past, input is now possible through touch, as the 
main characteristic of a typical tablet is that it uses a gesture-based touch screen for data input, 
whereas in the past this was possible solely through a stylus. Moreover, operating systems are being 
developed specifically, or successfully interpreted, for the tablet paradigm, and as evidenced through 
the various available tablets, each platform comes equipped with each own operating system and runs 
applications developed specifically for the particular operating system. In this general rule, Android 
OS is an exception as it is open-source software and can therefore be installed in several platforms, 
developed by different manufacturers. Next, their function is easier and their features are richer than 
ever, while they offer extreme mobility without bringing significant limitations as far as their 
processing power or the screen size are concerned. Finally, with regards to the form factor, a tablet is 
most often a sheet-sized computer, contained within a single panel. As a result, they are rather similar 
to Weiser’s conceptualisation of pads, whose form and size were similar to those of books or 
magazines (Weiser, 1991). Therefore, tablets may act as metaphors of the information displays of 
today’s ‘literacy technology’, i.e., posters, banners, books etc. and, thanks to their increasing number 
in various contexts and environments, they may become typical occurrences and, eventually, invisible 
to human awareness, following the ubiquitous computing paradigm (Weiser, 1993a).  

Regardless of the various innovations the tablet may be bringing, what is important is its appeal to the 
mass consumer market and the fascination it has sparkled among individual users. What was 
previously used primarily for professional purposes and classified as a niche market, has now entered 
the vernacular and the everyday life of many, even though its usefulness and pragmatic qualities are 
often questioned. The touch screen and the new interaction modalities have crossed out any 
intermediaries, such as the stylus or a physical keyboard, without causing accidental entries. This has 
brought the tablet closer to the individual, making it a more personal object than before. The number 
and the price of applications across the various application stores have added further advantages, 
increasing the usefulness of the tablet, while the devices’ ease of use has allowed even elderly people 
to use them (Blanchard, 2010). At the same time, they are used for professional purposes as well, 
especially in areas where being mobile is considered essential, like services and retail (Ozok et al., 
2008), with the sectors of insurance, healthcare, public safety, education and real estate being the first 
adopters (Prey & Weaver, 2007). More specifically, the tablet’s wide spread use is illustrated through 
its use for signature verification systems (Alonso-Fernandez, Fiérrez-Aguilar, & Ortega-Garcia, 
2005), e-reading and multimedia consumption (Arthur & Fox, 2011; Kallinen, Kallenbach, & Ravaja, 
2011), symptom management in health care (Mark, Fortner, & Johnson, 2008), and classroom 
teamwork, assignment grading, online tutoring etc. in higher education (Brodie & Loch, 2009; 
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Cromack, 2008; Prey & Weaver, 2007). Moreover, three airlines are in the process of replacing their 
pilots’ paper-based flight manuals with tablets, equipped with the companies’ dedicated applications 
(Arthur, 2011b), while artists use them for their work (Arthur & Fox, 2011). 

Therefore, there is a steady increase of the tablet’s market share. When Apple Inc. released the first 
iPad in April 2010, analysts from advisory companies were foreseeing that its circulation would have 
an impact on portable computers and other gadgets, highlighting that specifically sales of netbooks, e-
readers, gaming devices and media players would see a decrease over the next two years (Whitney, 
2010). Indeed, only a year later, in 2011, when the second generation of the iPad became available, 
market reports were predicting that the iPad sales would exceed PC’s by 60% by 2015 (Arthur, 
2011a). Along these lines, Nielsen reported the first signs of cannibalisation of other IT artefacts in 
the first quarter of 2011 (Q1 2011), with 77% of tablet users stating of using the tablet for activities 
for which they were previously using a laptop or a desktop (Nielsen, 2011a). 

 
Figure 3. Tablet’s impact on device usage (Nielsen, 2011a) 

 

 

Figure 4. Smartphone and Tablet Ownership (vertical axis: million users) (comScore, 2013) 

While there is still time to find out what will happen in 2015, it is telling that in 2011’s Western 
Europe, tablets were more popular than desktops, laptops and netbooks together, as their 2010 
shipments saw a 20% decrease, since consumers were choosing the iPad over them (Halliday, 2011). 
Furthermore, Nielsen reported for the first quarter of 2012 (Q1 2012), that, while TV viewing seemed 
to be in decline in USA (6 minutes less per day), overall viewing was growing, being shifted to the 
tablet, with 15% of US TV households being also tablet owners (Nielsen, 2012c). Today, comScore 
reports the tablet has proven to be the fastest selling device thus far, owned by more than 50 million 
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users. What is interesting is that while smartphones needed almost a decade to achieve wide adoption, 
tablets succeeded in this in just three years (Figure 4) (comScore, 2013). 

 
 

Figure 5. Tablet market share per manufacturer 
(comScore, 2013) 

Figure 6. Unique Tablets (000) by platform in USA (comScore, 
2013) 

ComScore also reports that, as far as the household tablet market (i.e., excluding business use) is 
concerned, Apple’s iPads have the lead over all other manufacturers, with a 43% of the market share. 
Amazon follows with its Kindle Fire tablets, reaching a 24% market share (Figure 5). Referring 
specifically to U.S. households, the landscape changes considerably, as Android models appear to be 
the most owned, owing their leadership primarily to the Amazon Kindle Fire tablet, while iPads 
follow suit (Figure 6) (comScore, 2013). 

In other words, not only are tablets well received by the mass consumer market, but Apple tablets in 
particular are those driving market penetration and user adoption on a global level. In addition, the 
availability of various alternatives by other manufacturers, sold at more affordable prices, has given a 
significant push to the tablet market. As a result, tablets today are found not only within work 
environments, but also within households, taking the place of other, previously cherished IT artefacts, 
having conquered a ubiquitous presence. 

2.3. Defining User Experience  

Undoubtedly, the investigation of the user experience is a highly complicated task. Wright et al. 
(2005a) argue that it is not quite clear what exactly constitutes the user experience and Dalsgaard 
(2008) points out that, despite the increasing interest from a multitude of perspectives and fields, the 
subject remains highly unresolved. Indeed, the numerous viewpoints on user experience and the 
vagueness of the term has led academics and practitioners alike to develop over the years different 
definitions and descriptions for the term, as shown in Table 1. 

Table 1. Definitions of User Experience 

Source Definition 

(Alben, 1996) 

“all the aspects of how people use an interactive product: the way it feels in their 
hands, how well they understand how it works, how they feel about it while they’re 
using it, how well it serves their purposes, and how well it fits into the entire context 
in which they are using it.” 

(Nielsen Norman 
Group, 1998) 
 

"User experience" encompasses all aspects of the end-user's interaction with the 
company, its services, and its products. The first requirement for an exemplary user 
experience is to meet the exact needs of the customer, without fuss or bother. Next 
comes simplicity and elegance that produce products that are a joy to own, a joy to 
use. True user experience goes far beyond giving customers what they say they want, 
or providing checklist features. In order to achieve high-quality user experience in a 
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company's offerings there must be a seamless merging of the services of multiple 
disciplines, including engineering, marketing, graphical and industrial design, and 
interface design. 

(Hassenzahl & 
Tractinsky, 2006) 

“a consequence of a user’s internal state (predispositions, expectations, needs, 
motivation, mood, etc.), the characteristics of the designed system (e.g. complexity, 
purpose, usability, functionality, etc.) and the context (or the environment) within 
which the interaction occurs (e.g. organisational/social setting, meaningfulness of the 
activity, voluntariness of use, etc.).” 

(Desmet & Hekkert, 
2007; Hekkert, 2006) 

“the entire set of affects that is elicited by the interaction between a user and a product 
including the degree to which all our senses are gratified (aesthetic experience), the 
meanings we attach to the product (experience of meaning) and the feelings and 
emotions that are elicited (emotional experience)” 

(Sward & MacArthur, 
2007) 

“the value derived from interaction(s) [or anticipated interaction(s)] with a product or 
service and the supporting cast in the context of use (e.g., time, location, and user 
disposition). User value can be actual value (e.g., efficiency and effectiveness), 
perceived value (e.g., trustworthiness, emotions, satisfaction, aesthetic, social 
rewards, behavior, entertainment, etc.), or a combination of both.” 

(Hassenzahl, 2008) 
“a momentary, primarily evaluative feeling (good-bad) while interacting with a 
product or service. By that, UX shifts attention from the product and materials (…) to 
humans and feelings – the subjective side of product use.” 

(ISO, 2010) “a person's perceptions and responses that result from the use or anticipated use of a 
product, system or service” 

The definitions are listed in chronological order and represent only a sample of those found in the extant literature. A more 
extensive list can be found in Law et al. (2009a).  
The definition in italics is the one used for the purposes of this research. 

 

As demonstrated, descriptions and definitions of user experience vary. Alben (1996) and Hassenzahl 
& Tractinsky (2006) offer quite similar descriptions as both account for the feelings and the 
expectations of the user, the characteristics and the features of the product, and the context of 
interaction. Both definitions acknowledge that, other things being equal, if the context changes, so 
will the user experience, since it is one of the central ingredients of the phenomenon. Hassenzahl 
(2008) describes it as an evaluative feeling that forms at one point in time, which may change or be 
revisited by the user, and he places greater emphasis on ‘temporality’ and ‘judgement’, arguing that 
user experience shifts attention away from the product itself and into its subjective use by the user. 
Following a somewhat similar approach, Sward & MacArthur (2007) describe it as the value a user 
derives from her/his interaction with a product and the anticipation of this interaction, while 
accounting for any perceived or actual derivatives. 

The industry, on the other end, approaches user experience, understandably, from a much different 
perspective. The Nielsen Norman Group (1998) argue that a good user experience requires meeting  
the needs of the user through the orchestration of multiple disciplines, even if at times the user may 
not know exactly what (s)he needs. They also underline that user experience doesn’t develop solely 
based on the interaction of the user and the end product, but that it relates to the entire interaction 
between the customer, the product and the company that works towards the product’s delivery.  

The definition shared by Desmet & Hekkert (2007) and Hekkert (2006) differs from the previously 
discussed in that they introduce the attribution of meaning as one of the components of user 
experience. Through the experience of meaning, the authors refer to the cognitive processes which 
assist users in accessing, assessing or developing metaphors, symbolic values and so forth, similar to 
Crilly et al.’s under s cognitive responses (Crilly, Moultrie, & Clarkson, 2004). While Hekkert and 
Desmet & Hekkert do not refer directly to the anticipation of the experience in their definition, as do 
Sward and MacArthur (2007), the authors describe interaction with products as taking place on three 
different levels; on the instrumental level, while the user directly operates the IT artefact, on the non-
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instrumental level, while the user interacts with it through e.g., vision, admiring its beauty, or touch, 
feeling its sleek screen, and the non-physical level, while the user anticipates the interaction, by 
wondering about its utilitarian aspects or the pride in owning it (Desmet & Hekkert, 2007). Next, 
while Desmet & Hekkert formally introduce the concept of aesthetics or aesthetic experience within 
their definition, several of the remaining definitions also take account of this attribute; however in a 
more subtle manner. Sward and MacArthur (2007) incorporate it as a perceived value, Hassenzahl & 
Tractinsky (2006) include it in the system’s characteristics, the Nielsen Norman Group (1998) refer to 
it through the system’s elegance, while Hassenzahl (2008) describes it in his study as one of the 
hedonic qualities. 

The definitions presented above illustrate clearly the complexity of the user experience. Users interact 
with IT artefacts in a particularly personal manner and as computing becomes more portable and 
mobile and acquires a truly ubiquitous presence, user experience becomes even more complex to 
grasp. Understandably, the abundance of definitions doesn’t make any easier the assessment of 
human-computer interaction or the evaluation of user experience.  

In the past, there have been efforts towards developing a common definition, with the most recent 
being perhaps that of Law et al. (2009a). The authors conducted a survey among researchers and 
practitioners to examine the then draft version of the relevant ISO standard (ISO DIS 9241-210: 2008) 
against the available definitions of the user experience. What is interesting is that, based on the 
study’s results, academics and practitioners alike seem to agree that it is a dynamic, context-based and 
highly subjective phenomenon that stems from a broad range of benefits deriving from one’s 
interaction with a product, service or system (Law et al., 2009a). However, the final version of the 
ISO standard, as Law underlines, is indeed “imprecise [and] abstract” (Law, 2011), by referring to the 
user experience as “a person's perceptions and responses that result from the use or anticipated use of 
a product, system or service” (ISO, 2010); while the notes that accompany the standard can offer 
guidance regarding the compositional features of user experience, the influence of external and 
personal factors and how it relates to usability, the definition itself does not do justice to the 
phenomenon. Even though most definitions formally address the context of interaction and the 
dynamic character of user experience, the ISO standard remains particularly vague regarding these 
concepts. 

This thesis adopts the definition proposed by Hekkert (2006), later embraced by Desmet and Hekkert 
(2007), as well. This definition has been criticised for addressing primarily one’s experience with 
products, thus limiting its scope to commercial, stand-alone objects, detached from service providers 
and ecosystems (Law et al., 2009a). Law et al. also argue that during one’s interaction with a product 
or service, one interacts also with a company, a designer or an employee, in a non-physical manner, 
and may disregard e.g., flaws in the product of a loved brand, or during the delivery of a service, and 
call these “brand experience” and “service experience”, respectively, arguing that they are beyond the 
scope of user experience, being much broader terms. As far as the term ‘product’ is concerned, it truly 
limits somewhat the scope of the chosen definition regarding the objects to which it may refer. As 
accurately discussed by Law et al. (2009a), the term addresses only commercial objects and excludes 
those that may have been found in nature or be self-made. Nevertheless, examining user experience 
within the framework of human-computer interaction, as ‘product’ one would refer to a computing 
device, which is commercially available and only in rare cases self-made, composed however with 
manufactured parts.  

Further to Law et al.’s comments on the chosen definition, during human-computer interaction, a 
given user interacts with other external systems; Law et al. specifically refer to telephone networks 
and iTunes as integral parts of the interaction. Indeed, such satellite systems, like iTunes, are central 
for the interaction with e.g., an iPod, iPhone, iPad etc., while a mobile phone is largely useless 
without a service provider. In other words, and as suggested by Olsson et al. (2013), IT artefacts today 
should be examined together with the ecosystem that surrounds them and should be approached as 
comprehensive agencies that consist of the device itself, the various technology enablers and 
accessories available, the operating system and other applications that may accompany the device or 
being downloadable through application stores and market places. Within this context, the definition 
proposed by Hekkert (2006) and Desmet & Hekkert (2007) doesn’t necessarily exclude such 
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extensions. Specifically, the authors discuss human-product interaction using TV and online booking 
systems as examples, among others. Obviously, they both rely on external resources (e.g. internet 
providers, broadcasting networks, electric power providers). Therefore, their use of the term ‘product’ 
is not limited to the object, but it incorporates the necessary dependencies. 

As far as the scope of user experience is concerned, this thesis doesn’t aim to discuss brand or service 
experience in isolation and in the strict sense described by Law et al. (2009a). However, it is posited 
that, while different from user experience, service and brand experience both nest within it; extant and 
prospective users will inescapably form their valuations of the device based on brand perceptions, and 
experiences on services received, since all the various features and components of a given IT artefact 
work together toward constructing a coherent whole, influencing the device’s use, having ultimately 
an impact on user experience.  

Therefore, to summarise, this thesis addresses user experience as “the entire set of affects that is 
elicited by the interaction between a user and [an IT artefact] including the degree to which all our 
senses are gratified (aesthetic experience), the meanings we attach to the [IT artefact]  (experience of 
meaning) and the feelings and emotions that are elicited (emotional experience)” (Desmet & Hekkert, 
2007; Hekkert, 2006). In this definition, the term ‘product’ has been substituted by the term ‘IT 
artefact’ so as set clearly the context of its application.  

2.3.1. User Experience with Ubiquitous1 IT artefacts 

Yoo (2010) points out that IT artefacts are no longer restricted to traditional computers, but they can 
be everyday consumer products, such as telephones, televisions and refrigerators, enhanced with 
computing capabilities, internet wireless connections and sensors, which can allow them to track 
movement, send and receive data, and connect remotely to other users. As computing moves more 
and more away from the desktop, IT artefacts become increasingly portable, allowing their use 
beyond the work environment, and even mobile, facilitating interaction while on the go. Therefore, 
devices such as mobile and portable IT artefacts can offer enhanced connectivity, they are used within 
ever changing contexts, and their actual usage may be a secondary activity. Moreover, technological 
advances have allowed contemporary devices to integrate several of the “promising UbiComp 
interaction styles”, as for example multi-touch, gesture-based and direct manipulation techniques or 
tangible user interfaces (Millard & Soylu, 2009).  

Weiser’s vision (Weiser, 1991) is still far from being realized as originally envisaged; calm 
technology still hasn’t delivered the rich, yet effortless computing everyday experience 
(Christopoulou & Garofalakis, 2010). Yet, as computing has “become integrated into everyday 
activities through the everyday artifacts”, it has managed to “take place on the periphery of other 
activities”, already having “ubiquitous impact (…) in everyday life” (Yoo, 2010). It follows then that 
the very essence of ubiquitous computing, i.e., IT artefacts being omnipresent, extremely mobile and 
always ready to connect, has already been realized. 

Within this context, until recently, there has been an absence of highly complex devices, which 
managed to integrate everyday products with sophisticated computing, and every new IT artefact was 
likely to be approached “as a new class of devices, rather than an incremental evolution to an existing 
known device” (Kuniavsky, 2010). This resulted in research on user experience being relatively held 
back, as most researchers and practitioners have been focused on creating e.g., interoperable devices 
with embedded sensors, rather than investigating pleasurable and enjoyable experiences with newly 
developed devices. However, “mobile [and portable] devices are designed for individual use within a 
personal body space” (Hole & Williams, 2007), and e.g., their physicality is one of the central aspects 
for user experience. Kuniavsky argues that this has been another reason that put research on user 
experience into a halt, since it took designers almost ten years to arrive to the basic paradigms of the 
candy bar, the clamshell and the slider (Kuniavsky, 2010). 

                                                        
1 The term ‘ubiquitous’ is used here so as to denote IT artefacts’ ubiquitous presence, rather than to refer to Ubiquitous 

Information Systems. 
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In relation to this, Rogers (2006) also highlights the importance of context of use. While computing 
has managed to satisfy complex needs in an unobtrusive manner, by e.g., intervening whenever it is 
needed without the user’s explicit command, it is quite difficult to model behaviours and intentions. 
As evidenced, people use their IT artefacts for varied purposes, motivated by different objectives, and 
in quite different ways. However, despite these numerous differences, the differentiations between 
them seem to be rather subtle and more idiosyncratic than expected (Rogers, 2006). For portable and 
mobile IT artefacts in particular, context has clearly an essential role as the social environment poses 
significant challenges, extending well beyond those associated with the personal surroundings of a 
single user.  As individuals may communicate and cooperate with each other while each being in 
remote locations and share information over the available devices, situation-related considerations 
may come into play (Oulasvirta & Salovaara, 2006). Such considerations, even though they may 
relate to the apparent privacy concerns of transmitting information from one device to another, they 
also relate to context’s dynamic nature. Greenberg argues that even though some contextual situations 
may appear as somewhat stable over time, they may very well change in an instance. Moreover, he 
argues that even in the case when some situations may appear as similar, they can be inherently 
different due to the involved actors, their prior experiences, and goals (Greenberg, 2001). Indeed, 
assuming that context is the information describing an individual’s present situation, including 
whatever may be relevant to the interaction between her/him and a specific IT artefact (e.g., other 
people, objects), it is obvious that it is dynamic, and changes as the activities, the preferences and the 
location of the involved actors change (Dey, 2001). Consequently, it is quite difficult to, first, 
implement the concept of context in order to investigate user needs or emotions at specific time 
frames, and second, to investigate user experience within such frameworks.  

Nevertheless, as computing becomes embedded in everyday life through tablets and smartphones, 
which are equipped with RFID sensors, navigation systems, internet connectivity etc., there is a great 
need, which obviously hides a great challenge, for the field of human-computer interaction to focus 
on the investigation of such devices, and examine their usability and effectiveness. At the same time 
however, research needs to understand “what it means for a system to be ‘good’ in a particular 
context” (Harrison, Tatar, & Sengers, 2007) and focus on how these devices can provide users with 
positive and pleasurable user experiences (Jensen & Larsen, 2008). 

2.4. Paradigms of User Experience Research 

The literature on user experience enjoys a long history, during which researchers have explored the 
phenomenon following different philosophical perspectives. Law et al. (2007) highlight that there are 
two distinct, and seemingly mutually exclusive traditions; the pragmatist/phenomenological, which 
highlights the situatedness and the uniqueness of the phenomenon, and the experimental, which builds 
upon experimental psychology and seeks to examine the building blocks of user experience and the 
underlying processes. As Ghassan and Blythe (2013) describe it, this dichotomy can be described 
equally well by the terms “minor science” and “royal science”, inspired by Deleuze and Guattari 
(2004) and which denote opposing worldviews and readings of space, time and matter. 

In what follows, these two paradigms are further discussed, so as to present their points of origin, their 
relative advantages and disadvantages and pinpoint the paradigm within which the present thesis 
positions itself. 

2.4.1. The Experimental Paradigm 

The experimental approach to user experience finds its origins in experimental psychology and 
borrows its methods; thus, it tends to deconstruct experience into its components (e.g., hedonics, fun, 
trust) so as to measure them, most often in isolation, and examine their impact on the user experience 
and the individual. Frequently, auxiliary processes and factors complement the investigation of the 
components, as for example spatiotemporal properties, users’ personality traits and so forth, in order 
to further scrutinise the phenomenon and shed light into other aspects. Following such an approach, 
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the central questions researchers most often seek to answer deal with the very components of user 
experiences, the relationship among them and the context of use and interaction (Law et al., 2007). 

Within this paradigm, Law and van Schaik have argued that there are two governing attitudes; the 
first posits that user experience incorporates the factor of usability and the second that user experience 
is similar to user satisfaction (Law & van Schaik, 2010). Within the first approach, Finstad (2010) for 
example, adopting the position that usability is a component of user experience, developed the 
Usability Metric for User Experience (UMUX) as a four-item Likert scale, seeking to provide a 
subjective assessment for the perceived usability of applications. Similarly, Cowan and Jack, building 
on usability engineering principles, examine affective factors (i.e., anxiety) in relation to usability, in 
order to investigate the impact of negative emotions on user experience (Cowan & Jack, 2011). Yi et 
al. (2012), espousing the tradition of user adoption studies, posit that user experience can be 
quantified by measuring mobility, readability and telepresence and argue that usability and usefulness 
mediate the impact of the aforementioned factors on one’s buying intention. As far as the second 
approach is concerned, Lindgaard and Dudek have argued that, to some extent, it is expected that the 
overall user experience will include to some extent some sense of satisfaction (Lindgaard & Dudek, 
2003). Indeed, Bevan highlights that the ISO FDIS 9241-210 definition may be seen as offering 
metrics for user experience which are quite similar to those used for measuring the dimension of 
satisfaction in the usability factor (Bevan, 2009b), thus making user experience a more elaborate 
version of user satisfaction (Bevan, 2009a). 

Ghassan and Blythe (2013) argue that the field of human-computer interaction is largely driven by a 
“technoscientific reasoning” (Sengers, 2010), which places technology over people and by 
“universalist models” (Sengers, 2010), which construct notions of ideal users (Bardzell, 2010). 
Indeed, several studies tend to draw heavily from usability-based models, “claim[ing] the 
measurability of “ambiguous” qualities such as beauty” (Ghassan & Blythe, 2013), adopting the 
notion that user experience and its components can be measured in a fashion analogous “to the 
behavioural and attitudinal metrics of usability” (i.e. users’ performance and satisfaction)” (Law & 
van Schaik, 2010). However, there are several studies to date that seek to extend their research 
frameworks beyond utilitarian-related contexts and goals so as to consider felt aspects of the 
experience. For example, going beyond performance-related metrics and attempting to model user 
experience, van Schaik and Ling examine beauty and goodness in relation to pragmatic qualities 
within the context of a 2x2x(2) experimental design (van Schaik & Ling, 2008). Seeking to 
investigate further the facets of user experience and delineate pleasurable experiences, Hassenzahl et 
al. (2010) consider the fulfilment of psychological needs (e.g., relatedness, stimulation, security) in 
relation to user perceptions and evaluations regarding interactive products, following a survey-based 
study. Following a similar methodology, Yoon et al. investigate into user experience in relation to 
usability, and explore the impact of sense of presence and user satisfaction, among other factors, 
following the tradition of technology adoption studies (Yoon, Laffey, & Oh, 2008). 

2.4.2. The Phenomenological Paradigm 

Within the qualitative stream, researchers study user experience following the philosophical traditions 
of phenomenology, pragmatism, interpretivism, among others, and their various combinations. The 
most prominent one is the pragmatist view of experience, advocated primarily by McCarthy, Wright 
and their colleagues (e.g., McCarthy & Wright, 2004b; McCarthy & Wright, 2005a; Wright et al., 
2005a). This view of experience is largely based on Dewey’s concept of ‘esthetic experience’ 
(Dewey, 1980), or as the McCarthy and Wright refer to it, the ‘felt experience’ (McCarthy & Wright, 
2004b), according to which experience manages to “recognise in its primary integrity no division 
between act and material, subject and object, but contains them both in an unanalysed totality” 
(Dewey, 1925).   

Along the lines of this paradigm, researchers tend to focus on the situatedness of the experience and 
its uniqueness. As a result, they most often reject the approach of the phenomenon through abstract 
models (Law et al., 2007), and question the usefulness and the effectiveness of quantitative-based 
evaluative techniques (Ghassan & Blythe, 2013). In essence, researchers who position themselves 
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within the qualitative approach of experience argue against the reduction of the phenomenon into 
formulas (Koskinen, Zimmerman, Binder, Redström, & Wensveen, 2011), because there is a danger 
of “miss[ing] some of the insights available in accounts that resist such reduction” (Swallow, Blythe, 
& Wright, 2005) and “diminish[ing] the value of human heterogeneity” (Olivier & Wallace, 2002). 

To date, several studies build upon qualitative-driven approaches. For example, Olsson et al. (Olsson 
et al., 2013), grounding their research on hermeneutics, examine mobile augmented reality services 
and the expectations of users, aiming, on the one hand, to delineate the desired user experience with 
such services, and on the other hand to further understand the factors affecting their interaction and 
experience. Wright et al., drawing from pragmatism, focus on the aesthetic experience and approach 
the user in a holistic manner, acknowledging her/him as being a “person with feelings, emotions, and 
thoughts” and recognise her/him as the focus of design (Wright, Wallace, & McCarthy, 2008). 
Another interesting approach is that of Pallud and Monod who combine interpretive archaeology and 
phenomenology, so as to investigate the role of museum information technologies, such as audio 
guides and interactive kiosks, towards an enhanced visitor experience (Pallud & Monod, 2010). 
Finally, Hashizume and Kurosu have introduced a method based on ethnography for the qualitative 
investigation during the developmental process of IT artefacts, which helps designers and developers 
alike in improving user experience. What is remarkable with this approach is that it is in accordance 
with the values of Human-Centred Design as it assists in investigating users, artefacts and the entire 
interaction within the actual environment of the user, so as to collect user requirements and any other 
pertinent information, and then proceed with the development phase (Hashizume & Kurosu, 2013). 

2.4.3. Paradigm Choice 

The present study adopts the conceptualization of experience as expressed by McCarthy, Wright and 
their colleagues (e.g., McCarthy & Wright, 2004b; McCarthy & Wright, 2005a; Wright et al., 2005a). 
This was a natural choice, dictated both by the research questions and the ontological and 
epistemological views of the researcher, as discussed in §1.2, respectively. In more detail, the 
particular thesis aims at studying experience within the contemporary context of use and the user’s 
environment, seeking to achieve a more in-depth understanding of user responses to the particularities 
of the interaction, and explore the relationship users develop with IT artefacts, while adopting a 
human-centred approach. These requirements can find their expression in the qualitative paradigm, 
which emphasises the situatedness of the experience, and accentuates its holistic nature, while 
acknowledging that it is constructed during the interaction with the IT artefact (Wright et al., 2005a). 
Moreover, it allows relating user perceptions regarding experience and needs for a pleasurable and 
effective interaction with IT artefacts as it does not reduces the importance of contextual and 
sociocultural information.  

2.5. The Components of User Experience: Identifying Sensitising Devices 

Wright et al. (2005a) describe experience as comprising of four interwoven threads: the 
compositional, the emotional, the spatiotemporal and the sensual (Figure 7). By compositional, the 
authors describe the narrative structure of the experience and the manner through which one makes 
sense of the associations between the parts and the whole of the interaction with an IT artefact, or, in 
other words, the possibilities offered by the interaction. The emotional thread refers to the evaluation 
of one’s own experience through the attribution of emotional value directly or even through empathy, 
by relating to others’ experiences. Many researchers to date have discussed the importance of 
emotions, emotional value and emotional experience. The spatiotemporal thread refers to the 
situatedness and temporality of the experience, as the later occurs within a given time and space and is 
integrated within a particular interaction context. In more detail, it aims at highlighting the uniqueness 
of the experience of one’s interaction with an IT artefact. Highly related to the emotional is the 
sensual thread, yet it is clearly distinct; it refers to the interaction’s impact on one’s sensory 
modalities, affecting initial reactions to a given IT artefact and often can be a determinant of one’s 
willingness to further interact with it. 
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Figure 7. The four threads of user experience, adapted from McCarthy & Wright (2004) 

Similarly, Desmet and Hekkert (2007) discuss that one’s experience with any commercial product 
depends upon three different types of experiences; the aesthetic experience, the experience of 
meaning and the emotional experience (Figure 8). In more detail, they propose that one’s 
instrumental, non-instrumental and non-physical interaction with a product involves first the aesthetic 
experience, as the user begins perceiving the product’s ability or inability to enchant and please 
her/his sensory modalities. Next, the user activates her/his cognition and through interpretation, the 
retrieval of memories, and the development of associations and connotations, one is able to recognise 
and interpret metaphors, the semantics (Krippendorff & Butter, 2008) and the significance of 
products, thus having an experience of meaning. Finally, the emotional experience refers to the 
functional, and the most important part of the overall experience, as emotions can help towards 
identifying one’s behavioural response towards the IT artefact (Desmet & Hekkert, 2007). For 
example, a feeling of extreme discomorfot during one’s interaction with a given computing device, 
will most likely be the cause for developing a negative attitude towards using in the future the 
particular IT artefact, while, in contrast, feelings of pleasure, satisfaction or excitement will probably 
cause the individual to want to repeat the interaction and re-experience those positive feelings 
(Lazarus, 1991; Russell, 1980). Even though these three levels of experience follow a distinct 
formulation process and each of them affects differently the overall user experience, they are highly 
related. Aesthetics, for example, has been systematically reported as having an impact on one’s 
emotions across many disciplines (e.g., Galindo & Corraliza Rodriguez, 2000), while aesthetics can 
communicate meaning and may function for self-identification purposes (Hassenzahl, 2004). 

 

Figure 8. Framework of product experience, adapted from Desmet & Hekkert (2007) 

The common characteristics of the two approaches can be found on two levels. First, they both 
approach user experience as a phenomenon that needs to be examined in a holistic fashion, 
acknowledging that its formulation is dependent upon the interplay and the unity of the experience’s 
compositional elements (Desmet & Hekkert, 2007; Wright et al., 2005a): “we experience the unity of 
sensuous delight, meaningful interpretation, and emotional involvement, and only in this unity do we 
speak of an experience” (Desmet & Hekkert, 2007). Second, both approaches treat the emotional 
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aspect as the mean through which a given user is in position to remember and evaluate her/his 
experience, thus awarding emotions with a central role toward communicating her/his own and 
gaining access to others’ experiences. Emotions’ integral role toward the communication of the user 
experience finds support in the extant literature. For example, Forlizzi & Battarbee (2004) have 
argued that emotions are the link between users and IT artefacts and the mean through which users 
can communicate their experience, while Keltner & Gross (1999) discuss that one’s emotional 
behaviour may serve for communicative functions. 

Vermeeren, Kort, Cremers and Fokker (2008) have attempted to combine the two aforementioned 
approaches (Figure 9), aiming to develop measurements for the evaluation of user experience and its 
building elements, capturing both quantitative and qualitative data. Consequently, seeking to 
investigate the relationship individuals develop with tablets in everyday life and the manner with 
which this relationship affects the overall user experience, this study builds upon Vermeeren et al.’s 
work; however, because the study adopts a holistic stance, following the interpretive tradition (see 
§3.3), it also significantly departs from it, as its objective is to examine and understand the 
correlations among of the various components of user experience, adopting the user’s viewpoint. 
Furthermore, in this study, the compositional thread is treated as integrating that of meaning, because, 
as it will be shown, several of their features and characteristics are common or overlapping, thus 
dictating a common approach.  

In the next sections, the four components of experience are described in further detail, enriching them 
with concepts from relevant literature. 

 
Figure 9. Vermeeren et al’s User Experience Framework (Vermeeren et al., 2008) 

2.5.1. The Spatiotemporal Thread: Perpetual Novelty, Third Places 

As far as the spatial aspect of experience is concerned, Foucault discusses that people do not live or 
function inside a void; instead, they do so “inside a set of relations that delineates sites” (Foucault, 
1984). Such relations help us develop expectations with regards to our surroundings, our interaction 
with others and the objects found within these sites, and play an important role in the way we appraise 
such encounters (Mehrabian & Russell, 1974). Similarly, we often evaluate spaces, by developing 
associations between our interaction with others, be it people or objects, and the environment within 
which these interactions take place; in other words, our appraisals of such interactions can have an 
impact on “our willingness to linger or to re-visit [these] spaces” (McCarthy & Wright, 2004b). 
Therefore, one could say that the relationship between space and interaction is bilateral. 

Focusing on the temporal aspect, time is integral in the way we experience our interactions and 
encounters, life events and other incidents. Coyne for example pinpoints that even though time, as a 
phenomenon, is absolute, it is nevertheless perceived very differently by each individual (Coyne, 
1999). Further, as time always moves forward, it is impossible to travel back to what has happened 
before and repeat e.g., an interaction in the same temporal conditions. As a result, we are constantly 
“in a present with a past behind us and a future ahead” (McCarthy & Wright, 2004b), both of which 
affect the way we make sense and experience interactions and other occurrences in our surroundings. 
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With these in mind, the spatiotemporal thread attempts to describe how space and time may have an 
impact on the way people experience, among other things, technology (McCarthy & Wright, 2004a). 
When we interact with an IT artefact, we most often do so within a specific place and during a 
particular timeframe. For example, we may interact with an IT artefact for work purposes within 
office spaces, at home for entertainment and while interacting with others, or in “third places”, such 
as coffee shops and other public settings which are neither work- or home-defined (Oldenburg & 
Brissett, 1982). As we move from one place to another, even though we may still interact with the 
same IT artefact, the way we experience and evaluate our interaction also changes, as the environment 
exerts a strong influence on how these encounters unfold and how the surroundings affect every time 
the interaction in question. 

For example, while interacting with technology within an office environment or other work context, 
and under stressful conditions, a user may feel that time is running out and that the space closes down, 
leading her/him to appraise the environment as e.g., threatening and claustrophobic and the interaction 
as rather taxing. At the other end, assuming that interaction takes place within a home environment or 
a “third place” for entertainment or socialising purposes, the user may get immersed in the interaction 
and thus fail to perceive or ignore the passage of time (Agarwal & Karahanna, 2000); time again gets 
distorted, admittedly for different reasons, but the environment within which the interaction takes 
place gets associated with pleasurable feelings, colouring at the same time the experience itself. In 
these two examples, interaction is supposed to happen with the same IT artefact but it is evident that 
the resulting experience and its appraisal depends upon the purpose of the interaction (i.e., the use 
scenario), the space within which the user begins interaction, both of which leading the user to change 
his sense of time. Most importantly however, as people engage with an IT artefact within a given 
space and point in time, their interaction with technology acquires experiential features, affecting in 
turn the overall experience (McCarthy & Wright, 2005b). 

As McCarthy and Wright (2004b), suggest, one may draw from Morson and Emerson (1990) in order 
to uncover the spatiotemporal quality of an experience. In more detail, Morson and Emerson propose 
a series of questions, which are general enough so as to include any time of experience, yet they are 
quite specific regarding the role of time and space in the formulation of the experience in question. 
Some of these are the following (McCarthy & Wright, 2004b): 

• Are one’s actions dependent on the place and the time they occur? 
• Does the past affect the present? How may the present affect the future? 
• Does one’s character/identity change in relation to what happens? 
• How much initiative can people exercise? What drives them? 

Therefore, since experience with IT is highly situated, every time we interact with a computing 
device, it leads us to a unique experience, which is different for each user. For example, the first time 
we use a tablet, our experience with it may be heavily affected by our anticipation to use the device 
and find out whether it can live up to our expectations, satisfy our needs and so forth. The second time 
we interact with the tablet, we already know several things regarding its functionality, as we already 
have some experience in using it; therefore, we may no longer feel a sense of anticipation, but a desire 
to repeat the experience – if that was satisfactory the first time, or to minimise our exposure to it and 
possibly avoid it – if we consider that it failed to meet our needs. As a result, experience is 
characterised by what Schmitt refers to as “perpetual novelty” (Schmitt, 1999); no two experiences 
can ever be the same, as the conditions within which they unfold cannot be replicated. 

Hassenzahl et al. posit that, adopting such a standpoint regarding experience, can prove to be 
ineffective “because designing for bygone and unrepeatable experiences is futile”. They thus propose 
the categorisation of experiences following a classification scheme depending on the needs they 
manage to fulfil (Hassenzahl et al., 2010). Indeed, Schmitt also proposes that experiences can be 
classified according to their generic emerging properties and the way they succeed in engaging the 
user (Schmitt, 1999). Yet, investigating the “felt experience” (McCarthy & Wright, 2004b) and its 
spatiotemporal aspect through a systematic approach that lends access into users’ understanding of the 
experience’s uniqueness, can help on the one hand to explore the phenomenon without reducing it 
into its components or episodes of experience, and on the other hand provide the foundations for 
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designing for numerous types of experiences, rather than solely for those prescribed by a predefined 
scheme.    

2.5.2. The Sensual Thread: Design Aesthetics, Attractiveness and Experience of Aesthetics 

Aesthetics, being originally a research stream within philosophy and dating back to Plato and 
Aristotle, refers to the analysis of concepts and theories related to the creation, the experience and the 
appraisal of art (Kelly, 1998). The term was introduced by Baumgarten in the 18th century to refer “to 
cognition by means of the senses [and] sensuous knowledge” (Goldman, 2001), and after the term’s 
broadening by Kant, it is applied today to qualify judgements, evaluations, properties, attitudes, 
experience, pleasure and value well beyond the borders of Art (Goldman, 2001). 

Drawing from Baumgartner, Desmet & Hekkert proposed that aesthetics is in fact an object’s “(…) 
capacity to delight one or more of our sensory modalities” whose impact depends upon one’s 
perceptual system (Desmet & Hekkert, 2007). This further highlights what had already been hinted by 
Kant in his Critique of Judgement (Kant, 1790): “the issue is to have an eye that faces towards a 
whole in which everything beautiful reaches to an agreement through that eye”, or as explained by 
Atalay, that the aesthetic judgement is not to strictly acknowledge an object’s beauty, but that it has “a 
certain (italics mine) kind of taste” (Atalay, 2007).  

While these statements may make aesthetics seem even more vague, their rationale has allowed 
researchers from various disciplines to investigate the issue deeper in an effort to detect the aesthetics’ 
importance for our everyday lives. Aesthetics well exceeds the borders of art and, as Maslow 
discusses, aesthetics satisfy higher-level human needs, under the condition that lower-level needs, 
such as biological, safety and cognitive needs have been satisfied (Maslow, 1943, 1998). In more 
detail, it is integral in architecture (e.g., Baudrillard & Nouvel, 2002; Dahlin, 2002; Foucault, 1984), 
environmental studies (e.g., Berleant, 1988; Botschen & Crowther, 2001; Dunlap, 2002; Galindo & 
Corraliza Rodriguez, 2000) and others, and its influence on human behaviour is highlighted by 
consumer studies (e.g., Bamossy, Scammon, & Johnston, 1983; Bloch, 1995; Brunel & Swain, 2008), 
and psychology (e.g., Christlieb, 2001; Dutton, 2003; Guyer, 2008).  

With regards to the role of aesthetics in our interaction with IT artefacts, following McCarthy’s and 
Wright’s framework (McCarthy & Wright, 2004b), this is captured by the sensual thread of the 
experience. It refers to the interaction’s impact on one’s sensory modalities, affecting initial reactions 
to a given IT artefact and often can be a determinant of one’s willingness to further interact with it 
(Wright et al., 2005a). Sensory modalities are important conduits through which people grasp and 
experience everything around them and with which they interact with IT artefacts. Further, they can 
act as the instruments through which people can collect information with regards to the environment, 
the objects found within their surroundings and comprehend the sensations of interacting with them 
(Dagman, Karlsson, & Wikström, 2010). 

While vision has been proposed to be the most important sensory modality (Dagman et al., 2010), 
studies have shown that the senses have a relation importance depending on the type of the product 
(Schifferstein, 2006). Therefore, and following technological advances, it is interesting to note that, 
with the proliferation of touch-focused interfaces, the sensation of touch has become equally 
important with vision and hearing, as users are in position through their fingertips to experience, aside 
the material properties and the quality of the surface, the interaction modality itself.  

Acknowledging the importance of aesthetics, numerous studies to date have explored the aesthetics of 
interaction (e.g., Dalsgaard & Hansen, 2008), of interfaces and websites (e.g., Lee & Koubek, 2010), 
among others, and its impact on usability-related perceptions has been clearly established though 
multiple studies (e.g., Hassenzahl, 2004; Sauer & Sonderegger, 2009). Such research efforts have 
taken up the burden to break the code of aesthetics, so as to compose a list of guidelines or principles 
for prospective designers. Moreover, as the literature of IS and HCI reveals (e.g., Brady & Phillips, 
2003; Buurman, 2005; Cai, Xu, Yu, & De Souza, 2008; Coursaris, Swierenga, & Pierce, 2010), 
aesthetics is now examined even by those who used to be more sceptical, as admittedly can be said 
about the computer or the engineering community (Tractinsky, 2005). This was perhaps not entirely 
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unexpected if one adopts Gajendar’s position that “the environment of human activity has been 
overrun by dissatisfying digital products with unhealthy ergonomics, ugly aesthetics or improper 
interfaces” (Gajendar, 2003). 

Within this context, studies have shown that aesthetics are clearly related not only to initial adoption 
and usability perceptions, but also to a favourable evaluation of the entire user experience. For 
example, Ross and Wensveen (2010) have explored the design of intelligent products using aesthetic 
experience as a design mechanism, while Hirsch et al. (2000), focusing on elders in particular, 
showed that, not only social and environmental factors, but also the aesthetics of eldercare 
technologies play a strong part toward users’ experience. Within the context of examining the 
aesthetics of interaction during a pragmatic account of experience, Wright et al. (2008) reveal that the 
aesthetic experience can be considered to occur between “user, context, culture, and history”, and 
demonstrate that sensemaking is at the centre of human experience and practice. Furthermore, 
attractiveness has been documented to be an important quality of design, with its impact transcending 
the IT artefact, influencing one’s overall impression (De Angeli, Sutcliffe, & Hartmann, 2006), 
shaping the evaluation of the experience. At a higher level of investigation, aesthetics was found to be 
central for our self-identification and sense of belonging (Hassenzahl, 2004) because objects, being in 
position to communicate our identity (Hassenzahl, 2005), allow individuals to describe themselves on 
a social level. Furthermore, aesthetics, having a great impact on humans, on a physiological and 
psychological level, can manipulate individuals’ attitude and as a result to increase one’s overall 
productivity and enjoyment (Bushnell, 2006).  

Nevertheless, Overbeeke et al. (2005a) posit that users may interact with an IT artefact that may not 
be particularly easy to use but that it is challenging and seductive. One could thus argue that users 
may put “style over substance” (McCarthy & Wright, 2005a); yet, contrary to that, in such instances, 
users seek to address their higher-level needs (Maslow, 1943, 1970), as aesthetics is not a mere 
luxury, “but a universal human desire” (Postrel, 2003). Indeed, Hekkert pinpoints that “people 
aesthetically prefer objects that maximize their novelty or originality (advanced) while maintaining an 
optimal level of familiarity or typicality (acceptable)” (Hekkert, 2009). He further argues that there is 
an “evolutionary logic behind this principle”. Novelty in general is desired because it ‘trains’ people 
in using new products, in our case IT artefacts; as people are continuously introduced to novel 
products, they manage to learn and adapt quicker every time. Similarly, familiarity is required 
because, when new products are introduced, previous experiences aid people in identifying 
recognisable patterns, and e.g., the newly proposed interaction modalities feel known and can be 
readily employed. Therefore, it may be argued that challenging and seductive products succeed in 
finding a balance between novelty and familiarity, in a way that minimises the importance of other 
hindrances in their use. 

To summarise, following Sonderegger’s and Sauer’s terminology and rationale, it can be argued that 
the sensual thread of the experience can be approached by exploring both the design aesthetics and the 
attractiveness of an IT artefact in relation to the overall user experience. In more detail, the authors 
refer to design aesthetics as “the objective design aspects of [an IT artefact]”, and as attractiveness 
they describe “the individual’s reaction to the [IT artefact] features” (Sonderegger & Sauer, 2010), 
representing user’s perceptions of aesthetic pleasure. Such an approach can allow researchers to go 
beyond the point of illustrating that indeed beautiful computing devices affect user perceptions and 
shed light into the various design elements forming the IT artefact, because these, together with the 
materials and the materials’ properties, all play an essential role toward users’ evaluation of the 
artefact’s attractiveness, and consequently, toward the formulation of the sensual aspect of the user 
experience. 

2.5.3. The Compositional Thread: Building and Attributing Meaning 

Following McCarthy’s and Wright’s framework, the compositional thread refers to the narrative 
structure of the experience and seeks to describe the possibilities for action and their likely 
consequences (McCarthy & Wright, 2004a). In essence, it pinpoints the relationship “between the 
parts and the whole of an experience” (McCarthy & Wright, 2004b) and assuming that we refer to the 
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interaction with an IT artefact, it concerns the relationship between the hedonic and utilitarian 
elements of the computing device and what these imply, and between the user, the device and the 
context within which the interaction takes place. These relationships can be best understood if we 
attempt to consider the compositional structure of the experience through questions such as “what is 
this about?”, “what has happened?” and “what will happen next?”, “does this make sense?” and so 
forth (Wright et al., 2005a). 

As people engage into an experience, they attempt to frame it and attribute a meaning to it (McCarthy 
& Wright, 2004b). Drawing from Jackson (Jackson, 1998), McCarthy and Wright discuss that, the 
compositional thread can be thought of as “bring[ing] structure and meaning to [experiences]”, as for 
example when someone devotes time to family and friends or to reading and writing. In such 
occasions, the individual seeks to find some time available for the aforementioned activities, and 
clearly separates it from the remaining parts of the day, i.e., frames it time-wise. However, (s)he also 
frames it content-wise, as each of these activities are thought of as socialising, bonding etc. with loved 
ones. Eventually, such interactions are often referred to as “quality time”, thus providing a meaningful 
background to the overall experience (McCarthy & Wright, 2004b). 

For aesthetic experiences in particular, during which the relationship between user and IT artefact is 
especially satisfying and creative (Dewey, 1980), and while the user gets absorbed into the 
experience, forming a unity with the device (Shneiderman, 2002), control and agency are integral 
qualities of the compositional thread (Wright et al., 2008). The behavioural characteristics of the IT 
artefact may aid navigation in its operating system and functions, and thus provide a sense of control 
over the device, or hinder it altogether. Moreover, the IT artefact’s features and characteristics may 
work together so as to create a coherent whole, and bring unity into the experience through its 
compositional thread (Wright et al., 2008). 

Vermeeren et al. (2008) approach the compositional aspect of the experience as related to, yet distinct 
from the meaning-making one. The authors posit that the compositional thread is related to pragmatic 
and usability-related characteristics of an IT artefact, incorporates features such as the design of the 
interactive elements, and highlights the device’s use and function. However, others (e.g., Vyas & van 
der Veer, 2006) have argued that the offerings of an IT artefact (e.g., the accuracy, the precision and 
the correctness of its interface), together with the user’s background (e.g., competences, past 
experiences), facilitate the construction of meaning, while there are those (e.g., Thieme et al., 2010) 
who suggest that the apparent functionality of an IT artefact, together with other features (e.g., 
aesthetics-related aspects) are also ingrained within meaning making. Following a different approach 
but still along the lines of McCarthy’s and Wright’s framework, O’Brien and Toms (2008) examine 
the compositional thread as stages of engagement with an experience; they analyse the narrative 
structure of an experience by identifying the framing process of users and the subsequent, occasional, 
stages of engagement, sustained engagement, disengagement, and reengagement within an 
experience. In doing so, they pinpoint that engagement may be associated with control, motivation, 
challenge and so forth (O'Brien & Toms, 2008), all of which are various expressions of the experience 
of meaning (Desmet & Hekkert, 2007). 

In short, while the compositional thread concerns the narrative structure of an experience, it also 
assists into putting it together, so as to make sense of the relationship between the parts and the whole 
and the entirety of the experience (Leong, Vetere, & Howard, 2005). Moreover, while framing the 
experience is the point of departure for assessing this component, the narrative structure itself appears 
solely when the user manages to construct or extract meaning out of the experience. Indeed, all 
artefacts, including the technological ones, have two dimensions, where the first refers to its 
instrumental quality and the second refers to its social meaning and symbolism (Pfaffenberger, 1992); 
yet, it is only when both dimensions are maximised, which leads in increasing the device’s efficiency 
in both fronts (Pfaffenberger, 1992), that the experience is truly satisfactory and fulfilling.  

It is therefore reasonable to think that the compositional thread incorporates meaning making. 
Meaning, being an agentive process, requires that the user of an IT artefact is an active participant of 
the interaction, who appreciates the experience in a gestalt form (Kettley, 2006). As a result, in this 
study, the compositional component of the experience is approached, on the one hand, as referring to 
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the narrative structure of the experience, while, on the other hand, as the stage through which users 
construct and attribute meaning to the IT artefact and the experience itself. 

Inquiring into the interpretations and meanings an individual constructs during interaction with an IT 
artefact can be highly complex. Kuutti underlines that artefacts hold culturally founded and shared 
meanings that are significant for their overall assessment (Kuutti, 2009). In this vein, she discusses 
meaning containers (e.g., art objects), functional (e.g., computer utility programs) and those created 
and distributed beyond market mechanisms (e.g., YouTube clips). Nevertheless, it is hard to consider 
software and devices as purely and strictly functional; previous studies have shown that these too may 
hold a subjective meaning for their owners. Going beyond the tool/toy dichotomy, computing devices 
may be means to think about other concepts, by being compelling, engaging and integrated into one’s 
sense of self (Turkle, 2007b). In other words, they may be relational artefacts, asking users to 
approach them as companions and “subjects in their own right” (Turkle, 2008a). Within this context, 
Turkle, for example, explored the way users relate to computation in general and illustrated that the 
laptop, an otherwise inanimate object, can become the extension of self. She pinpointed that, users 
often develop intense relationships with their portable computers and feel at one with them (Turkle, 
2007b). IT artefacts, by being reactive and interactive and by providing connectivity, can be seen as 
companions rather than plain computing devices, thus inviting users to project on them life and 
personality, even though they are inanimate (Turkle, 2008a). Therefore, an individual’s interaction 
with a given artefact will inevitably be dependent upon the meaning elicited from the artefact itself 
and obviously from the interaction with it.  

Regarding such relationships, Desmet and Hekkert argue that the artefact’s attributes will light up 
cognitive processes, as for example retrieval of memories, development of associations and 
interpretation, through which users assign meaning to their interaction and award the artefact with a 
specific personality or significance. Moreover, through such processes they suggest that we identify 
metaphors and award objects with personality or expressive traits, and we can thus experience e.g., 
luxury and attachment (Desmet & Hekkert, 2007), among others (e.g., Hassenzahl, 2007). In order to 
better understand this concept, Desmet & Hekkert (2007) offer some adequately explanatory 
examples. Specifically, an expensive or luxurious product can be the expression of luxury, which in 
turn denotes in fact one’s financial status. Similarly, attachment can be the result of the interaction 
with an object that holds a significant meaning to the individual. Such a meaning can be related to a 
sense of control, security or even achievement and the literature also suggests that people are more 
attached with products whose personality is perceived as being similar to their own (Govers & 
Mugge, 2004). Within this context, a user may develop an extraordinary relationship with the object 
and seek to repair it if broken or handle it particularly carefully. Likewise, Crilly et al. (2004) 
highlight the symbolic association and the social value of products and argue that on the one hand, 
products may be means of communicating one’s sense of self externally, while on the other hand, may 
be used to communicate it internally, by highlighting what distinguishes a user from others or what 
makes a user part of a specific social group. 

Understandably, meaning and its experience have been quite influential, not only within the field of 
user experience, but also in the study of user adoption. Thorbjørnsen et al. (2007), for instance, argue 
that fashion trends and in-group norms may be as important as, e.g., ease of use or usefulness, and 
have shown that self- and social- identity can be equally important drivers of IT adoption. Within this 
line of thought, Medeiros, Crilly & Clarkson (2008) illustrate that, younger users attribute meanings 
of freedom, peace and safety to their laptops, while they recognize them as productivity enhancers, 
organizers or simply a necessity. Moreover, they report that even though these users may feel less 
attached to their laptops and ready to replace them for newer models, they cannot function without 
their personal data or without “anytime anywhere” connectivity through the particular devices. It is 
important to note that, aside youngsters, children are also affected by technology and its products; 
while framing their experience with IT artefacts, and while being significantly engaged (Turkle, 
2006), they have been reported to interpret them as their “nearest neighbors”, thus highlighting the 
relational character of technology and the possibility for connecting with it (Turkle, 2006, 2007a). 
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2.5.4. The Emotional Thread: A Medium to Communicate User Experience 

The emotional thread of experience denotes the emotional response elicited during our interaction 
with an IT artefact, under specific spatiotemporal conditions (McCarthy & Wright, 2004b). Drawing 
from Dewey (1980), McCarthy and Wright propose that emotions are responsible for “hold[ing] all 
aspects of the experience together”, effectively differentiating it from all others (McCarthy & Wright, 
2004b) and, similarly to Desmet and Hekkert, who place particular emphasis on the emotional 
experience by positioning it in their framework’s core (Desmet & Hekkert, 2007), they, too, approach 
emotions as holding paramount importance; depending on one’s personal needs and desires, the 
emotional thread ascribes value judgements to the experience, such as satisfaction, pleasure or 
frustration, thus making it accessible in a summative manner, e.g., satisfactory, pleasurable and 
frustrating, respectively, and, in turn, easy to describe it to ourselves and to others (McCarthy & 
Wright, 2004a).  

Likewise, Forlizzi & Battarbee support that emotions not only shape “the gap that exists between 
people and products in the world” and affect the planned and the actual interaction, but that they can 
also be used as a channel for understanding and communicating experiences (Forlizzi & Battarbee, 
2004). Indeed, “emotions matter because many forms of human behaviour would be unintelligible if 
we did not see them through the prism of emotion” (Elster, 1999), and, possibly, it is because of these 
reasons that the majority of user experience studies examine the role of emotions (Lim et al., 2008). 

As the field of human-computer interaction has entered into “the third paradigm” (Harrison et al., 
2007) and interest has shifted “from human factors to human actors” (Bannon, 1992), affect and 
emotions have become increasingly important; therefore, their investigation has attracted the attention 
of many researchers. Norman, for example, has argued for the classification of emotional responses 
across three levels: the visceral, the behavioural and the reflective level, where the visceral refers to 
one’s sensory modalities, the behavioural refers to the cognitive part and the reflective to the 
interpretation of the experience (Norman, 2004). If one wished to draw a simplified analogy between 
Norman’s classification and McCarthy’s and Wright’s framework, the visceral would indicate the 
response elicited through the sensual thread of the experience and any evaluations formed as 
immediate reactions to the visual, tactual or auditory stimuli experienced; the reflective level would 
refer to the compositional thread and the experience of meaning, as it relates to how the interaction is 
interpreted, and the meanings and the memories it arouses (Lim et al., 2008); finally, the behavioural 
level would refer to the emotional thread as it is the one that results in pleasure or displeasure, allows 
users to e.g., perceive and positively evaluate the effectiveness in design, and, in turn transforms 
attitudes into actions (Norman, 2004). 

Indeed, Wright et al. posit that the emotions induced by an interaction, are not mere “passive 
responses to a situation”; in contrast, they can motivate us to act, as for example, through feelings of 
compassion, morality and so forth (Wright et al., 2005a). Moreover, Hekkert argues that the 
emotional response to a situation that results from conscious or unconscious appraisal processes can 
even have a survival value, dictating beneficial courses of actions (Hekkert, 2009). Specifically within 
the context of human-computer interaction, feelings are inseparable from user responses and actions 
for coherent experiences, as they influence perceptions regarding interaction and evaluate “the 
immediate past and judges the immediate future (Cockton, 2008).  

This approach is in fact in line with one of the most popular theorisations of emotions within the field 
of psychology, based on which emotions are viewed as people’s adaptive response, that lead them to 
either approach or avoid favourable or harmful situations, respectively (Russell & Pratt, 1980; Russell 
& Ward, 1982). In more detail, core affect theory suggests that core affect develops as a circumplex 
model (Figure 10) of two separate dimensions, pleasure - displeasure and activation – deactivation, 
which combine to form a single feeling (Russell, 1980; Russell, 2009; Russell & Feldman Barrett, 
1999). Therefore, core affect is a useful theoretical and practical instrument for the examination of the 
interaction’s appraisal using a systematic approach, as it offers a platform for the investigation of 
feeling states.  It must be noted that core affect and emotions are quite different from each other, even 
though they are frequently used in the literature as denoting the same state (Lim et al., 2008). As 
Bentley et al. (Bentley, Johnston, & von Baggo, 2005) argue, emotions are overall feelings, 
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influenced by external or internal stimuli, such as previous experiences, the context of the interaction, 
one’s personal traits and the way these stimuli are interpreted. On the other end, they argue that affect 
is a short and discrete subjective feeling, effectively revealing the differences between the two (Lim et 
al., 2008). However, as others have suggested, examining the emotional response through core affect 
is rather advantageous because people experience constantly core affect during their interaction with 
products, such as IT artefacts, and manage to perceive the changes in it. For example, interaction with 
a computing device can cause disappointment if it doesn’t satisfy user needs or satisfaction if it lives 
up to one’s expectations. Therefore, users are able to attribute these changes to the particular 
interaction (Desmet & Hekkert, 2007). 

 
Figure 10. Schematic map of core affect (Russell & Feldman Barrett, 1999) 

2.5.5. The Relationship Among the Four Components 

Focusing on the relation between aesthetics, emotions and the construction of meaning, all three 
components are highly related, but at the same time, clearly distinct and dependent on the 
spatiotemporal order of the experience. Specifically, even though there is an interplay between 
aesthetics and emotions, their distinction can be best understood when one manages to neutralise, 
balance or follow the development of feeling states as deriving from the sensual modalities in order to 
receive a greater satisfaction by achieving higher level goals (Wright et al., 2005a). For example, 
people systematically use objects with a symbolic significance within the scope of their social 
existence, and Hassenzahl underlines that, people “want to be seen in specific ways by relevant 
others”, suggesting that artefacts, through their aesthetic value, allow individuals to fulfil behavioural 
goals, as for example self-identification (Hassenzahl, 2004); upon fulfilment, one may feel joy and 
pleasure, whereas, if the artefact fails to reach her/his expectations, (s)he will experience displeasure 
and disappointment.  

Similarly, aesthetics, through e.g., design semantics (Krippendorff, 1990) and the interactive design 
elements, affects how meaning develops through various cognitive processes and associations and 
how the user perceives a device’s functionality. It has often been argued that aesthetics is independent 
of instrumentality; yet, as previously discussed this is not the case and, most importantly, as it was 
shown, it cannot be dissociated from organizational goals (Vilnai-Yavetz, Rafaeli, & Yaacov, 2005). 
In other words, on the one hand, aesthetics assists in interpreting what a given computing device can 
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do “to us as people, to our ways of being [in] the world, to our ways of seeing ourselves and others” 
(Turkle, 2006), and, on the other hand, in delineating the functional character of the device. 
Therefore, the sensual thread is in direct dialogue with the compositional one, as well. 

Next, it goes without saying that the compositional also affects the emotional thread, directly or 
indirectly, through aesthetics. Regardless of the exact specifications and the functionality of the IT 
artefact, each computing device carries and communicates symbolisms and which, according to the 
literature, strongly relate to aesthetics (Rafaeli & Vilnai-Yavetz, 2004; Vilnai-Yavetz et al., 2005). 
For example, aesthetics has been reported as affecting customers’ perceptions on the credibility and 
the quality of a retail environment (Richardson, Jain, & Dick, 1996) or one’s status (Rafaeli & Vilnai-
Yavetz, 2004). An additional example is that of possessing an expensive IT artefact; through the 
compositional thread, and depending on personal values, needs and objectives, the user may perceive 
a sense of luxury or exclusivity, which, upon fulfilment, may result in positive emotional responses, 
such as pleasure, satisfaction, joy and so forth. Moreover, “meanings and outcomes bring emotions 
with them” (Cockton, 2008). Indeed, users attach meaning to the artefact through sense making 
processes, i.e., anticipating, connecting, interpreting, reflecting, appropriating and recounting (Wright 
et al., 2005). Experience of meaning, depending on one’s personal characteristics and goals, and 
within the spatiotemporal character of the experience, will have an impact on the appraisal of the 
interaction (Desmet & Hekkert, 2007). This ‘appraisal’ is a direct reference to appraisal theory, 
according to which one’s evaluation of her/his interaction with an IT artefact will bring about an 
emotional response (Lazarus, 1991). For example, an individual whose goals for the anticipated 
interaction are primarily utilitarian will interpret the IT artefact relatively to those goals and will 
evaluate the experience by comparing the outcomes of the interaction with those of other experiences. 
If the appraisal is positive, this will result in feelings of satisfaction, achievement, joy or excitement; 
if the appraisal is negative, it will result in disappointment or even anger (Vermeeren et al., 2008). 

2.6. Accessing and Understanding User Experience through Sensemaking 

Experience is a dynamic and subjective phenomenon. It is dynamic because it depends upon an 
individual’s past and present, both of which are continuously updated as the individual navigates 
through new experiences. User experience in particular is bounded to the context within which 
interaction takes place and where the user develops her/his own user experience rather than engaging 
with a predefined one (Forlizzi & Ford, 2000; Wright et al., 2005a), especially because practitioners, 
such as designers, cannot design a specific experience but only cater or design for one (Blythe et al., 
2009). In more detail, one may design for an experience, but not an experience per se; experience may 
be triggered by artefacts, but develops beyond the designer’s control, it depends upon unpredictable 
factors and brings together motivation, emotion, actions and meaning (Blythe et al., 2009), while the 
users themselves engage into an interaction always with some preconceptions or expectations, based 
on past experiences or others’ accounts (Leong, Wright, Vetere, & Howard, 2010). Therefore, 
experience design and research on experience need to investigate how users make sense of their 
experience and construct meaning during interaction (Blythe et al., 2009). 

As a result, a fundamental concept with regards to experience is that of sensemaking, i.e., the process 
through which “people make sense of, and give value to the things that they do and the things that 
happen to them” (Leong et al., 2010). In short, in order to understand how users perceive and evaluate 
their own experience with technology and IT artefacts, one needs to examine the mechanism through 
which they actively construct and comprehend their experiences.  

Naturally, as the access and the valuation of experiences are of interest for many academic disciplines 
and research contexts, there are several approaches to date, examining sensemaking. For Dervin, who 
focuses on the individual level, sensemaking is situational, and occurs as individuals strive to bridge 
the gaps in information and satisfy their needs, aiming to employ the newly created intelligence in a 
specific use scenario (Dervin, 1983). Like Dervin, but on the organisational level, Weick suggests that 
sensemaking takes place while individuals attempt to make sense of organisational structures and 
when in turn the organisations endeavour to grasp themselves or the context within which they 
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operate (Weick, 1995). Using a bidirectional model of fitting available information (data) into the 
mental representations (frame) of a situation, Klein et al. (2006) attempt to shed light into individuals’ 
sensemaking under unfamiliar or uncertain conditions. Similarly, Wright et al. (2005a) propose that 
users construct their experience using an instinctive and recursive sensemaking process. 

Examining together all four approaches of sensemaking, it is evident that they all study sensemaking 
as subjective, central in the effort of understanding one’s experience or a situation and that it is the 
result of a process rather than a static condition. Moreover, examining experience through 
sensemaking allows the investigation of the phenomenon in a holistic fashion as sensemaking can be 
the necessary instrument towards investigating the accumulation of past experiences, the values, the 
needs and the desires of a given user, by allowing us “to think of [users] as having a past, present, and 
future”, and “recognizing them as creative agents embedded in complex and changing social networks 
through which they enter into different relationships and roles each day, as lover, as worker, as 
colleague, and as friend” (Leong et al., 2010). 

In what follows, two different approaches of sensemaking will be presented. The first seeks to 
explicate the process through which users grasp their experience with technology and IT artefacts 
(McCarthy & Wright, 2004b) while the second, building upon Klein et al.’s Data/Frame Theory 
(Klein et al., 2006), attempts to provide a framework based on which users manage to develop the 
necessary accommodating practices when technology seems to fail their expectations. It is foreseen 
that by approaching interaction with tablets through two different pathways will provide a deeper 
understanding of experience as it will offer the necessary foundations for describing and delineating 
both positive and negative accounts of the phenomenon, while taking into considerations episodes that 
cause a disparity between one’s expectations and the IT artefact’s actual performance during 
interaction. 

2.6.1. Making sense of Experience 

Leong et al. (2010) pinpoint the importance for designers to get a better grasp of users understanding 
and to investigate user experience in a manner that goes beyond requirements elicitation and 
satisfaction metrics. Like them, several other researchers (Boehner, DePaula, Dourish, & Sengers, 
2007; McCarthy, Wright, & Meekison, 2008; Sengers, Boehner, David, & Kaye, 2005; Vermeeren et 
al., 2008) advocate the examination of the phenomenon in a holistic manner that places equal 
emphasis on the affective and on the intellectual, similarly to McCarthy’s and Wright’s conceptual 
framework (2004b), and which offers both the theoretical basis and the necessary research instrument 
for accessing end users’ sensemaking. 

In more detail, according to McCarthy and Wright (2004b), constructing and making sense of an 
experience depends not only on one’s “previous experiences and dispositions, but also on [one’s] 
understanding of other people’s experiences, acquired though sharing with others and through 
culturally received narratives” (Leong et al., 2010). With this in mind, it follows that even the process 
of verbally sharing a past experience might have an impact on future ones, since it enables the user to 
rethink on her/his interaction, receive feedback from third parties etc. As a result, making sense of 
experience with technology involves users attempting to construct and understand their own 
experience in a reflexive and recursive manner (McCarthy & Wright, 2004a), following an iterative 
process. Moreover, McCarthy and Wright (2004b) posit that experience and its appraisal may be 
accessed through individual sensemaking and by breaking down the process of sensemaking into six 
different functions; anticipating, connecting, interpreting, reflecting, appropriating and recounting 
(2004b). These are discussed in detail next. 

Anticipating 

The function of anticipation refers to one’s expectations regarding the experience with an IT artefact 
(Vermeeren et al., 2008). As a given user considers interaction with an IT artefact, (s)he develops 
several expectations with regards to its performance and ponders upon her/his personal reactions as 
deriving from the overall interaction and previous experiences. Such expectations are the result of an 
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automatic response to e.g., visual or auditory stimuli, and at the same time, they may have an impact 
on one’s attitude towards using the IT artefact and evaluating the user experience (Noyes, 2006). 

McCarthy and Wright specifically suggest that anticipation is “a continuous process in experience” 
(McCarthy & Wright, 2004b). Indeed, since individuals engage into experiences with specific 
expectations or assumptions regarding interaction, anticipation is highly related to ideas that are begin 
forming prior to the actual experience. In other words, when one engages with an experience, there 
are several ways of thinking about it and evaluating it. 

To begin with, the individual may be interacting with a given IT artefact for the very first time and 
thus be completely unfamiliar with it. Yet, (s)he will have some expectations regarding the 
interaction, while, equally important, it may possible that the individual has been exposed to others’ 
opinions and experiences, leading to excitement, curiosity, and so forth. In addition, it is important to 
note that as experience unfolds, the experience itself has an impact on the function of anticipation, 
i.e., for those parts of the experience to come and future experiences with the IT artefact in general. In 
other words, “[t]he sensual and emotional aspects of anticipation and [one’s] expectation of the 
compositional structure and spatio-temporal fabric of what follows, shapes [one’s] later experience” 
(McCarthy & Wright, 2004b). Therefore, to be more precise, anticipation is continually revised as 
interaction takes place and experience unfolds (Wright et al., 2005a). 

Connecting 

Connecting refers to one’s first experience with a given IT artefact, without giving any meaning to the 
interaction (Vermeeren et al., 2008). Most often it entails the evaluation of the interaction through the 
sensory modalities, i.e., sense of touch, auditory and visual system. Therefore, connecting indicates an 
immediate evaluation and a pre-conceptual sense of the situation affecting, quite often, all four 
components of the experience (McCarthy & Wright, 2004b). 

In more detail, at the spatiotemporal level, the individual may feel a sense of speed or stillness, thanks 
or due to the IT artefact’s responsiveness. At the sensual level, the materials or the texture of the IT 
artefact may produce a feeling of novelty or professionalism. At the emotional level, it may cause 
excitement thanks to e.g., vibrant colours, while at the compositional level, connecting may lead to a 
sense of relief, making suggestions about what may happen next (Wright et al., 2005a). 

Interpreting 

As interaction takes place at the instrumental, the non-instrumental and the non-physical level 
(Desmet & Hekkert, 2007), the user embarks upon relating her/his experience to predefined goals, 
desires, hopes, expectations and previous experiences. The function of interpreting refers to decoding 
the interaction and deciphering what takes place in relation to these concepts. In turn, the function of 
interpreting may lead a user to experience anxiety, a willingness to continue interacting with the IT 
artefact under examination etc. (Vermeeren et al., 2008). 

More specifically, the function of interpretation entails unpacking the “narrative structure” of the 
interaction and examining what has happened before and what may happen next, seeking to 
understand the involved agents and the possibilities for action (McCarthy & Wright, 2004b). 
Therefore, the user may feel disappointed if the interaction scores lower than expected, or anxious if 
(s)he is unable to anticipate the possible actions. While this involves the emotional component of the 
experience, it may possibly lead the user to revise her/his anticipation regarding future experiences 
with the IT artefact (Wright et al., 2005a). Moreover, the user may seek to interpret the interaction 
within a specific space and time, and either strive to place the experience within the particular context 
or change her/his interpretation of the interaction over time and as experiences again and again the 
same IT artefact (McCarthy & Wright, 2004b). 
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Reflecting 

The function of reflecting suggests that the user judges her/his experience and evaluates it 
straightforwardly or by comparing it to other, e.g., previous, experiences. As a result, this function can 
lead to feelings of satisfaction, achievement, and frustration among others (Vermeeren et al., 2008). 

Naturally, reflecting may happen simultaneously with interpreting and as the experience unfolds; as a 
user attempts to understand her/his interaction, (s)he may also appraise the situation and place an 
emotional value to it, especially in relation to what was anticipated. In addition, reflecting can take 
place during the experience and beyond it. In such occasions, the user embarks upon an inner 
dialogue, seeking to find out why e.g., at the sensual component, the experience feels boring or at the 
emotional level frustrating. Moreover, McCarthy and Wright suggest that reflecting, in this form of 
inner dialogue aids users towards “recount[ing] our experience to others, the anticipation of which 
may help us to reflect” (McCarthy & Wright, 2004b), referring to it as a type of “inner recounting” 
(Wright et al., 2005a) 

Appropriating 

Frequently enough, when users interact with an IT artefact succeed in identifying themselves with the 
experience, changing as a consequence their sense of self (Vermeeren et al., 2008). Equally so, they 
may not be able to relate to the experience and thus dismiss its importance altogether (Wright et al., 
2005a).  Generally speaking, when interacting with an IT artefact, the user may attempt to relate the 
overall experience to her/himself, background and future aspirations. In the occasion that the user 
perceives the specific experience is a positive one and in line with her/his hopes and objectives, (s)he 
will wish to repeat it and will make the experience her/his own by appropriating it (McCarthy & 
Wright, 2004b). 

Moreover, the function of appropriating permeates all components of the experience. For example, at 
the emotional level, when one interacts with a video game may experience flow and excitement, while 
at the compositional level the user of an e-shop may question her/his choice of shopping online rather 
than from a brick and mortar shop and within the context of her/his moral values. All the while, scuba 
diving may offer unique moments as the diver immerses her/himself “in pure translucent colour” 
(Wright et al., 2005a). 

Recounting 

Recounting is a function of reliving an experience by thinking about it, communicating it to others, 
and quite often, finding through this function new opportunities for action and even attaching a new 
meaning in the experience (Vermeeren et al., 2008). Similarly to the functions of reflecting and 
appropriating, recounting takes the individual beyond the strict spatiotemporal boundaries of the 
experience and requires that (s)he considers it within a wider context, which includes other 
experiences, e.g., with the same or a different IT artefact, past experiences or that of other users.  

While reflecting can be thought of as a form of inner recounting, through which one may find 
her/himself appropriating the experience, having went through appropriating, it is not uncommon to 
narrate the experience, through recounting, to others (Wright et al., 2005a). Recounting allows users 
to relive the experience and, much like appropriating, can drive users to find ways to repeat it or 
formally recreate it (McCarthy & Wright, 2004b). Moreover, it also provides users with the 
opportunity to receive feedback or evaluations regarding the IT artefact, the interaction and the 
overall experience; as a result, one’s appraisals or perceptions may change as (s)he gets ex[posed to 
others’ opinions on the same matter (Wright et al., 2005a).  

 

The aforementioned functions are summarised in Table 2 and graphically depicted in relation to the 
four components of experience in Figure 11. 
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Table 2. Sensemaking functions, according to McCarthy and Wright (2004b) 

Function Description 

Anticipating 

Expectations and past experiences are integral, while there may be expectations regarding 
needs fulfilment and the overall outcome. The emotional and sensual aspects of anticipation, 
and the expectation of the compositional and spatiotemporal structures may also colour later 
parts of the same experience. 

Connecting 
While coming into contact with an IT artefact or a situation, users form immediate responses 
based on their material components, without making any judgments in a reflective manner 
but rather on a sensory level.  

Interpreting Interpretation takes places in relation to the possibilities offered by the IT artefact, the goals 
set beforehand, the anticipation of the experience etc. 

Reflecting 

While interpreting, the user can also judge the experience relatively to the goals set, whether 
(s)he receives any satisfaction from the interaction, any sense of achievement, how does the 
interaction affects the sensual aspect. Reflecting can also take place after the end of the 
interaction as an inner dialogue or by narrating it to others. 

Appropriating 

Relating to past and future experiences, may change one’s sense of self and reengineer the 
related daily activities or dismiss the experience altogether. The sensual aspects may provide 
unique moments which the user identifies with, the emotional ones may offer release, while 
the compositional structure may refer to one’s sense of self. 

Recounting 

Entails the contemplation of the experience beyond its immediate occurrence. Through 
reflecting and appropriating (internal recounting), we narrate the experience to others 
(external recounting), finding new meanings, striving to repeat the experience, giving 
different meaning to the experience by integrating in our evaluation the response of others. 

 

 

Figure 11. Combined framework of Experience 

As shown from McCarthy’s and Wright’s framework, making sense of experience is a multi-level 
process. It approaches human-computer interaction as a continuous engagement with the IT artefact, 
not only from a strictly physical or instrumental perspective, but from a primarily aesthetic one; 
according to this approach, the user constructs and makes sense of her/his experience through “the 
dynamic relationship between sensual, emotional and intellectual levels of engagement at a particular 
time and place” (Wright, Blythe, & McCarthy, 2006).  
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Understandably, in some functions, cognition plays a more important role than affect and vice versa. 
For example, during connecting, cognition is subtler, since valuations are largely based on first 
impressions as deriving from the aesthetics of the IT artefact (Hekkert, 2006; Vermeeren et al., 2008). 
In contrast, when interpreting, reflecting or anticipating the interaction, the user is either in position to 
base the evaluation on other factors as well, such as the performance of the information system, or 
envisages the experience and wonders whether her/his goals will be fulfilled. As a result, sensemaking 
is depended upon cognitive functions and the compositional structure of the experience (e.g., 
performance) becomes more important for the overall process (Vermeeren et al., 2008). 

It is important to note here that positive, satisfying experiences come into being when all four 
components of an experience are perceived as a coherent whole, and when each function of the 
sensemaking process operates in a non-conflicting fashion with the others (Wright et al., 2006). 
However, it is also critical to highlight that the entire process is non-linear and that the six 
sensemaking functions, although related, do not necessarily entail a sequential arrangement or a form 
of causal relationship among each other (McCarthy & Wright, 2004b). Specifically, it is possible that, 
when considering an interaction with an IT artefact, the user may anticipate her/his interaction with an 
IT artefact and reflect on the technology’s performance. Similarly, one may recount an experience to 
others or get exposed to others’ experiences through recounting, and through this function re-evaluate 
her/his initial objectives. This can easily result in anticipating future interactions with the IT artefact 
with and entirely changed set of goals, filtered through others’ opinions. 

2.6.2. Sensemaking During Problematic Episodes: working with and around technology 

IT artefacts such as tablets, are in fact complex platforms, and rely heavily upon an ecosystem, 
formed by developers, designers, users and the principles that bind them together. At the same time, 
computing devices are characterized by the existence or absence of features, which stem from 
designers’ choices and whose understanding may not converge or even be in severe contrast with that 
of users’ (Griffith, 1999). Therefore, even though technological advances have profoundly made 
interaction with technology easier, interaction can be both supported and restricted (D'Adderio, 2011; 
Orlikowski, 2000). Therefore, users often adopt the “path of least resistance” around the obstacles 
they are faced with when coming into contact with information systems (D'Adderio, 2011). Such 
behaviour may range from modifying the information system to adapting one’s own routines. In other 
instances, users seek to bypass a “designed-in behavior” (Koopman & Hoffman, 2003) or develop 
harmless workarounds (e.g., (Ferneley & Sobreperez, 2006) with the aim to smooth out their everyday 
interaction. For example, Huuskonen and Vakkari (2013) found that, due to design flaws and several 
external factors, users were resorting to small-scale cheats and shadow systems, so as to gain “a better 
grip on information and save time”.  

However, such obstacles may significantly impede interaction, and create stressful environments. 
Under such conditions, according to coping theory, individuals tend to appraise the encounter and 
evaluate whether it poses some threat for their well-being (primary appraisal) and whether they can do 
something so as “to overcome, prevent harm or restore [a] troubled person-environment relationship” 
(secondary-appraisal) (Nach & Lejeune, 2010). Beaudry and Pinsonneault (2005), for example, have 
shown that, when users appraise IT events as threatening for their circumstances, they may choose to 
adopt a problem- or emotion-focused coping strategy, depending on the perceived control over the 
technology, the environment and themselves. In more detail, problem-focused coping refer to one’s 
effort to change the situation by acting on the relationship with the environment as a whole, while 
emotion-focused coping refers to changing “the way the stressful relationship is attended to (…) or 
the relational meaning of what is happening” (Lazarus, 1993). In other words, emotion-focused 
strategies may lead to avoidance and denial, while problem-focused may lead to workarounds. 

Nevertheless, as far as workarounds are concerned, these are often approached as acts of resistance 
toward technology. For example, Boudreau and Robey (2005) have used reinvention practices as 
evidence of interference with the implementation of IT. Following critical discourse analysis, Alvarez 
(2008) approached efforts to adapt and reshape technology as acts of resistance against newly 
imposed constraints. Ferneley and Sobreperez (2006) examined workarounds as a subsequent 
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phenomenon of resistance-related behaviour, yet they underlined that, while workarounds are 
certainly a deviation from the designed use, they are not necessarily evidence of negative resistance; 
instead, they argued that workarounds might be an expression of positive resistance against a poorly 
designed information system and classified them as harmless, hindrance and essential, depending on 
the nature and the resistance rationale from which they derive. Moreover, Azad and King (2011) 
illustrated that essential workarounds, which are stable and persistent over time, despite being 
characterised as rule-bending, may “be more than acts of resistance” and report that users may 
deploying such workarounds so as to complete day-to-day work-related activities, without aiming to 
resist to technology or any official rules. Similarly, Markus suggests that ‘resistance’ as a term is 
often overstretched and examined with a stronger focus on the observed behaviour, and a weaker on 
one’s intention.  She moreover discusses that resistance can only be described as such solely when 
there are conflicting objectives (Markus, 1983). Therefore, acknowledging the relational nature of 
resistance and based on Azad’s and King’s findings, one could argue that, workarounds, whose 
purpose is to ameliorate the use of a given technology, cannot be considered as a pure resistance-
resultant behaviour, but as evidence of one’s effort to adopt or adapt to an information system. 

In light of these, it must underlined that accessing user understanding can offer valuable insights to 
designers aspiring to create better information systems and technological products (Brown & 
Newman, 1985). Yet, the opportunity to read into user understanding arises most often when one 
faces the violation of her/his initial expectations, as it triggers sensemaking (Griffith, 1999). In other 
words, it is sensemaking that can help researchers and practitioners alike to appreciate users 
accommodating practices, and interpret the way users adapt their interaction to what is imposed by the 
information system and grasp the workarounds they develop or the reasons for which they may 
abandon a given technology altogether. 

Therefore, aside the general investigation of user experience, a different theorisation of sensemaking 
can function as a method for approaching and systematically investigating the way people interpret 
occurrences and others’ behaviours or seek to improve their understanding during unpredicted events 
(Klein, Phillips, Rall, & Peluso, 2007). Within this approach, sensemaking entails the transfiguration 
of the overall situation into something that can be explicitly understood and in such a way that one 
can adopt a course of action (Weick, Sutcliffe, & Obstfeld, 2005). Specifically, it is triggered by 
recognising that the available information is either insufficient or inconsistent, and it is thus “a 
response to a situational surprise and a failure of expectations” (Malakis & Kontogiannis, 2013). In 
this sense, sensemaking may be considered as bridging the gap “between order and chaos, structure 
and individual” (Dervin, 2003). It can thus help in investigating behaviour toward IT artefacts that 
appear to fall short of user expectations.  

This is a field of particular importance and several studies to date have built upon sensemaking in 
order to examine how users experience a technology and the method based on which they choose a 
course of action. For example, Gopal and Prasad (2000) have highlighted that the features of group 
decision support systems (GDSS) may activate sensemaking and affect success or failure of a 
technology within a social structure. In the field of information visualization, Yi et al. (2008) have 
studied the way researchers work with data visualisation and unveiled four intertwined processes 
(overview provision, adjusting, pattern detection, matching mental model), which may be employed 
together towards generating insight. Similarly, Malakis and Kontogiannis (2013) have examined the 
decision making process of air traffic controllers, demonstrating that there is an iteration between 
frames and data, during which the controllers reach a decision by continuously enriching their 
understanding, reviewing and exploiting the available information. 

In order to examine triggers of disillusionment and users’ accommodating practices, a useful 
framework is that offered by the Data/Frame theory, which defines sensemaking as the process of 
fitting available information (data) into mental representations (frames), for the purpose of making 
sense of anomalies (framebreaker situations) (Klein et al., 2006; Klein et al., 2007). These frames 
denote the possible hypotheses linking the data, the latter being elements of the social environment or 
situation, which formulate the initial frame (Klein et al., 2006). As to the process itself, sensemaking 
is bidirectional, building upon several stages of understanding. In other words, sensemaking entails 
the construction - or deconstruction - of more than one frames, and the symbiosis of the frame with 
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the data, since “[f]rames shape and define the relevant data, and data mandate that frames change” 
(Klein et al., 2006).  

This iterative process may lead to two, equally possible cycles (Figure 12). The elaboration cycle 
includes the enrichment of the initial frame, by drawing information from the situation at hand so as 
to develop a refined understanding. The reframing cycle suggests revising one’s initial understanding 
by examining its fitness in relation to available data (Klein et al., 2006). Still however, it is possible 
that the sensemaker may find her/himself preserving a flawed or incomplete interpretation (Klein et 
al., 2007). These two cycles build upon six different, non-sequential, functions, nesting within the 
sensemaking process: elaborating the frame, questioning the frame, preserving the frame, comparing 
frames, seeking a frame, and reframing, which are discussed next based on Sieck et al. (2007) and 
summarised in Table 3. 

 

Figure 12. Sensemaking cycles 

Questioning the Frame 

Quite often, when a user realises that an IT artefact fails to meet her/his expectations, (s)he is initially 
faced with the inconsistency between the data and the frame, i.e., how the interaction unfolds and 
what was expected or hoped for. In addition, the user may detect a unique circumstance, during which 
(s)he encounters a specific anomaly and thus seeks some alternative course of action so as to 
circumvent the anomaly. In both cases, the initially constructed frame is questioned; frames are 
sources of expectations and it is only natural for users to doubt them when their expectations are 
violated. 

Comparing the Frame 

When the user is faced with failed expectations and finds her/himself in framebreaker conditions, 
(s)he begins gathering explanations and information which could support the initially constructed 
frame. Drawing from this information, (s)he may be in position to begin elaborating on different 
frames (i.e., other explanations for the situation that could fit the data). Eventually, and assuming that 
the user is not fixated with a specific frame, (s)he will be able to find the details that are most 
pertinent to the situation, and select in an efficient manner the most appropriate alternative frames. 

Preserving the Frame 

Upon realising that the data do not fit the frame, the user, instead of seeking to compare alternative 
frames may equally so attempt to preserve the initially constructed frame, by minimising the 
importance of the evidence pinpointing to her/his failed expectations. As a result, (s)he may try to 
justify the detected inconsistencies. This leads to distortions; while (s)he is able to detect how the IT 
artefact fails her/his expectations and why, and thus adopt a different approach to her/his interaction 
or use patterns, (s)he instead persists on the initial flawed interpretation by discarding the evidence 
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that could point to the ‘correct’ direction. At this point, novice and expert users tend to exhibit 
different behaviours; novices often find it difficult to break free from their initial frame and 
occasionally continue on misidentifying their situation, while experts, being in position to draw from 
past experiences, they often manage to base their understanding and their subsequent action on 
heightened skills and competences. 

Seeking a Frame 

Within the function of Seeking a Frame, the individual attempts to select the most relevant mental 
representation so as to explain the framebreaker condition, by finding anchors, which (s)he uses as 
key elements towards completing or improving the new frame. In essence, the new information, i.e., 
the anchors, are used in confirming the explanation for the framebreaker situation or the initial frame, 
so as to arrive to alternate explanations. The quality of the initial frame is what dictates the choice of 
information from the environment, or the interaction itself, its interpretation, the inference of any 
patterns and the extrapolation to other, relevant information. Building on causal relationships, 
affordances, attitudes, values, and so forth, the user is able to navigate her/himself through 
sensemaking in order to select and interpret the anchors and eventually construct a new frame. 

Elaborating the Frame 

While elaborating a frame, the user attempts to highlight or find any available details, which can assist 
in delineating her/his current situation. These details become the basis based on which (s)he attempts 
to draw inferences, and while more information is gathered through interaction, observation and 
previous experiences, the frame develops further and becomes more elaborate, eventually allowing 
the user to reach to a more comprehensive understanding of the situation. 

Reframing 

The function of Reframing allows the user to recover any discarded data, i.e., aspects of the 
interaction, which previously were considered as irrelevant, and reconsidered their relevance to the 
frame so as to develop new associations and establish new anchors. This procedure can lead in 
reinterpreting the data, in revising one’s goals and expectations and recognize the actual situation, 
eventually forming an informed viewpoint towards the interaction.  

Table 3. Functions of sensemaking (Klein et al., 2007) 

Function Description 

Questioning The individual detects the anomaly in the data, i.e., the data do not match the frame. 

Comparing Gathering information for an alternative frame and assessing alternative strategies. 

Preserving The frame is preserved even though the data contradict it. The individual seeks to explain the 
data and may dismiss or reduce the importance of alternative frames. 

Seeking Selection of a relevant frame for developing an explanation for the data. Typically one or two 
key data elements are used for the construction of the initial frame. 

Elaborating Evidence and information are collected from within the information. These need to be 
compared and fitted so that their adequacy is determined and inferences are generated. 

Reframing One may discard irrelevant data, or see the importance of previously ignored ones. Thus, (s)he 
may reinterpret the data or even revise her/his expectations. 

 

Adopting the Data/Frame theory can help towards exploring not only the accommodating practices of 
tablet users and the cognitive processes they go through during anomalies, but the anomalous 
episodes themselves, which trigger sensemaking. These triggers may include a discrepancy between 
one’s expectations and the outcomes of the interaction, the interaction itself, inability to complete a 
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certain task, among others. Therefore, the benefit of the Data/Frame theory is that it formally accounts 
for anomaly detection (questioning the frame), for user response to anomalies (comparing the frame, 
seeking a frame) and for the possible consequences (reframing, elaborating the frame, preserving the 
frame), and can be a useful tool towards highlighting user accommodating practices as resulting from 
the sensemaking process (Malakis & Kontogiannis, 2013). 

It should be noted that sensemaking can be thought as similar to the Critical Incident Technique 
(CIT), which investigates responses during critical situations (Flanagan, 1954); at the same time, 
however, CIT is also quite different. Specifically, CIT considers incidents as being either positive or 
negative, depending on whether the chosen course of action eventually succeeded in solving the 
problem or whether it failed, causing additional problems (Serenko, 2006). However, since this part of 
the study focuses on the trigger of disillusionment and the corresponding accommodating practice 
rather than on evaluating incidents depending on the effectiveness of the solution, sensemaking was 
considered to be a more appropriate approach. 

2.7. Summary 

What has been presented thus far aims at presenting the relevant literature in order to set the context 
for the ensuing analyses and the discussion and to highlight the gap in extant research across these 
subject matters in relation to the specific technology, which the thesis seeks to bridge. Following the 
tradition of interpretive case studies, the literature discussed henceforth, functions as a sensitising 
device (Barrett & Walsham, 1999; Pozzebon & Pinsonneault, 2005), driving the design of the case 
study and the analysis and the discussion of the empirical material. 

The four components of experience, as introduced by McCarthy and Wright, and as further enriched 
by other resources, are considered to be particularly important in approaching and delineating user 
experience with tablets. In particular, the way the four components interact and affect each other in 
order to formulate an experience are useful concepts toward examining the phenomenon itself, 
beyond the confines of specific use contexts, without assuming specific roles for the individual or the 
IT artefact (e.g., work-related), and they are able to explain the subjectivity and individuality of the 
phenomenon.  

Moreover, the way users actively construct their experience during everyday interactions and through 
episodes that cause a disparity between one’s expectations and the system’s actual performance, how 
these are understood and ultimately handled, were considered as useful concepts toward 
understanding user relationship with tablets and addressing the research questions presented in §1.2. 
More specifically, the concept of sensemaking under normal and framebreaker conditions, within the 
context of the four threads of experience, is used to sensitise the analysis and the discussion in §5.1, 
§5.2 and §6, together with the concepts of human factors and modalities of interactions (presented in 
§2.2.2), which assist in enriching the arguments. 
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3. Methodology 

3.1. Introduction 

Information Systems have often been described as being more social rather than technical (e.g., 
Hirschheim, 1985; Hunter, 2005). Therefore, the present thesis places equal emphasis on the social 
and the cultural context within which the user lives and operates, the user’s background and the IT 
artefact itself. Further elaborating on this, this thesis inquires into concepts that are difficult to 
quantify, or even define. Aesthetics for example, despite the increasing interest by the IS and HCI 
communities, is often described, even today, as the ineffable by philosophers (e.g., Atalay, 2007; 
Goldman, 2001). Similarly, the possible meanings a user may assign to IT artefacts are virtually 
endless, ranging from a sense of luxury and security to remembrance and self-identification. As a 
result, such concepts, in relation with the various forms of interaction (Desmet & Hekkert, 2007), 
call for an approach that is focused on the particularities of the relationship that develops between 
people and computing devices, so as to understand the phenomenon of user experience in depth, 
within the context of user where the experience surfaces and unfolds. 

With these in mind, it should be noted that, the widely used quantitative research approach, which 
inevitably dictates the quantification of the empirical material, tends to minimise the importance of 
contextual information by separating the individual from its sociocultural background (Kaplan & 
Maxwell, 1994). Further to this, Myers (1997) argues that, contrary to the quantitative methods, 
which were originally developed for the study of natural phenomena, qualitative methodologies are 
especially designed and well suited for the study of social and cultural phenomena. As a result, the 
present thesis is based on the qualitative research approach, seeking to investigate user experience 
within its natural setting and to provide a rich and full description of the phenomenon by providing a 
careful assessment of the viewpoints of the individuals having the experience (Diaz Andrade, 2009). 
The following sections present the philosophical foundations of this thesis, regarding the ontology 
and epistemology and its philosophical assumptions. Next, the method is presented along with the 
necessary details on the design of the research. The chapter closes with a discussion regarding rigor 
issues in interpretive research. 

3.2. Ontological Stance and Epistemology 

Denzin & Lincoln argue that the researcher enters the field having a set of ideas that function as the 
agenda for approaching the world (ontology) and which in turn specifies a set of questions and the 
methodology through which these will be answered (epistemology) (Denzin & Lincoln, 1998). 
Therefore, this section discusses first the ontological and then the epistemological stance of the 
present thesis.  

In more detail, ontology in general refers to the researcher’s belief about whether the world is 
objective and exists independently of humans, or subjective and exists only through human actions 
(Orlikowski & Baroudi, 1991). In other words, the ontological stance deals with the assumptions on 
the nature of reality and whether this reality exists independently from the actors shaping the 
phenomenon or is socially constructed (Archer, 1988), thus leading to multiple external realities. 
The present thesis adopts the position of ‘internal realism’, as introduced by Archer (Archer, 1988). 
Internal realism admits to a reality that does not exist independently from people, but solely through 
their interaction with objects and with other people. In other words, it claims that reality is an 
“intersubjective construction of the shared human cognitive apparatus” (Walsham, 1995a), which 
cannot be objective but only subjective as one’s experience is created and recreated through the 
interaction “with something of interest, an artefact, an activity, or a situation involving other people” 
(Krippendorff & Butter, 2008). 
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With regards to epistemology, Hirschheim et al. define it as “the nature of human knowledge and 
understanding that can possibly be acquired through different types of inquiry and alternative 
methods of investigation” (Hirschheim, Klein, & Lyytinen, 1995). In other words, it pertains to the 
methods through which one may access scientific knowledge. Drawing from Orlikowski’s and 
Baroudi’s (1991) classification scheme of research epistemologies, the present thesis adopts the 
interpretive philosophy as its method of investigation. According to the aforementioned scheme, an 
interpretive study is one that adopts a nondeterministic perspective towards understanding a 
phenomenon within its cultural and contextual setting, aiming to investigate it from the participant’s 
viewpoint and without the researcher imposing any a priori opinions and understandings. Therefore, 
the major assumption is that, knowledge of reality is socially constructed and based on subjectivity 
and on a shared understanding of the various phenomena rather than based on objective events 
(Orlikowski & Baroudi, 1991). Therefore, access to reality and knowledge is possible through the 
shared social constructions (e.g., language, consciousness and shared meanings) that people create 
and assign to the occurrences and experiences while interacting with objects, with each other and the 
world around them (Myers, 1997).  

This thesis consciously departs from the widely adopted positivist, also known as Popperian 
epistemology, which posits that “reality is objectively given” (Myers, 1997) and “independent of the 
interests and purposes of researchers” (Smith, 2008). When social phenomena are under 
investigation, such an approach seems rather unfit. In more detail, and focusing specifically on the 
subject matter of this thesis, user experience develops within a particular social setting and emerges 
during the human interaction with and IT artefact, while the world around the user continues to 
influence the interaction. Through this lens, it seems impossible to determine a conclusive set of 
determinants while factoring out completely the influence of the researcher and that of the research 
instruments on the phenomenon, i.e., one’s user experience. As a result, it is not possible to acquire 
“value-free data”, as the process of enquiry is guided by the investigator’s preconceptions 
(Walsham, 1995a). 

The next sections present the research method and the mode of analysis adopted for the purposes of 
this thesis. Acknowledging that, most IS and HCI studies tend to adopt a quantitative approach 
and/or the positivist paradigm, this chapter closes with a discussion on the advantages and the 
disadvantages of the selected approach. 

3.3. Philosophical Assumptions: Building upon Philosophical Hermeneutics  

Starting out with the belief that reality is socially constructed, it follows that access to reality is then 
possible only through shared meanings and other social constructions, such as language (Myers, 
1997). This is particularly pertinent for the purposes of this thesis, as thoroughly discussed and 
eloquently put by Krippendorf and Butter: 

“We cannot know what others experience unless they let us know by whatever means are at 
their disposal. We cannot discuss or theorize experiences without using words. Thus, while the 
sharing of experiences is impossible, when we talk with each other of what we experience we do 
so con-sensually, that is, in reference to something jointly attended to (…). [W]hile our 
experiences are not only shaped and conceptualized by the categories provided to us by our use 
of language, we cannot help but talking about them in the expectation of being understood (…). 
Inasmuch as the use of language is essentially social, what we know of each other’s experiences 
is, hence, fundamentally social as well, not entirely subjective.” (Krippendorff & Butter, 2008) 

Therefore, following an interpretive research based on hermeneutics is an obvious choice, as 
typically interpretive studies in general seek to understand and interpret phenomena through the 
shared values and the meanings people assign to them (Myers, 1997). 

The specific underlying philosophy guiding the research is that of Gadamer’s philosophical 
hermeneutics (Gadamer, 1976b). Hermeneutics, in general, and philosophical hermeneutics in 
particular, are interested in interpreting linguistic or non-linguistic expressions (such as texts or text 
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analogues), and focus on understanding the meaning intended by the author, without separating the 
text from its reader, by placing emphasis on the reader-text dialogue and the reader’s preconceptions 
(Prasad, 2002; Ramberg & Gjesdal, 2013). Both approaches highlight the importance of contextual 
information and reject the idea of a dichotomy between subject (reader) and object (text) and require 
from the reader to abandon any prejudices solely for the purpose of starting a constructive dialogue 
with the text, so that (s)he will be in position to pose the right questions to it (the text) and arrive to 
genuine understanding (Prasad, 2002), 

However, philosophical hermeneutics further stresses the importance of language, because through 
language people manage to understand one another and themselves within a specific historical, 
social and cultural context (Gadamer, 1975, 2004). Specifically, shared meanings, such as language 
and texts, are not neutral but they are situated and shaped by historicity. At the same time, they are 
not passive, but they continuously shape those who encounter them; therefore, they cannot be treated 
as value-free constructions. In essence, it may be said that it is not the reader (the interpreter) who 
addresses these shared meanings, aiming to understand them, but that the social constructions 
themselves seek to be discovered, understood and shape future readers. Following Gadamer’s 
writings, this is referred to as the fusion of horizons; as the reader embarks upon interpreting what 
has taken place through language or other textual material, (s)he manages to gain a better 
understanding of the contextual information surrounding the specific concepts and meanings, and 
eventually her/his own self. By covering the distance between past occurrences, other people and 
her/himself, it is said that the interpreter manages to diminish and overcome the initial unfamiliarity 
between the social constructions and their originally intended meaning, thus gaining a profound 
understanding (Gadamer, 1975, 2004). 

Therefore, philosophical hermeneutics suggests that individuals within a given context are co-
determined and affected by the contextual information surrounding the shared meanings seeking to 
be interpreted. Positioning this within the framework of the given thesis, it suggests that one needs to 
understand and make sense of the whole and the relationships between people, information 
technology and their interactions. The overall approach offers the opportunity to embrace the 
perspective of the user, to access multiple interpretations of the examined concepts and to profit 
from a deeper understanding of the subjective meanings assigned to IT artefacts (Orlikowski & 
Baroudi, 1991; Walsham, 1995b). It also permits to approach the empirical material’s intended 
meaning through a continuous dialogue, without discarding one’s own preconceptions, but rather use 
them as a point of reference towards refining the researcher’s understanding (Boland Jr, 1997). 

3.4. Interpretive Case Study Research 

The research method constitutes the step that helps the researcher move from the philosophical 
assumptions to the exact research design and influences significantly the collection of the empirical 
material and its analysis (Myers, 1997). Therefore, choosing the most appropriate depends largely on 
the assumptions imposed by the philosophical perspectives of the researcher, the purposes and the 
motivation that drive the research. 

There are several methods in accord with the principles of the qualitative interpretive research 
approach, as for example action research, grounded theory, ethnography and the case study approach 
among others (Myers, 1997). The first one, action research, is most often used when the objective is 
to research and support change and development within organisations and/or societies (Somekh, 
2008). Ethnography, typically used during anthropology-oriented studies, documents cultural or 
social groups by reporting on their ways of day-to-day activities with the researcher being immersed 
into their lives (Taylor, Bontoft, & Galer Flyte, 2002). The approach of the case study is most often 
employed when one seeks to explore a phenomenon in depth, within its natural setting, specifically 
when the boundaries between the context and the phenomenon itself are not quire clear and when the 
research questions take the form of “how” and “why” (Baxter & Jack, 2008; Yin, 2003). The method 
of grounded theory differs significantly from all others in the sense that it is both “a method of data 
analysis” and the product of the analysis (Urquhart, 2001). All these methods are based on certain 
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assumptions and come equipped with various methods for the collection of the empirical material 
and its analysis, without excluding nevertheless the combination or the crossover of techniques 
among research strategies (Denzin & Lincoln, 1998). 

The aim of this thesis is to understand how users interact with tablets, what is the relationship users 
develop with tablets in everyday life and how does it affect the overall user experience. On a more 
abstract level, this suggests that one needs to explore how individuals construct their experience with 
IT artefacts within the real-life setting, while exploring how this experience may be affected by the 
pragmatic and hedonic attributes of the specific artefact. Through this perspective, the adopted 
research method needs to allow for a deep understanding of the phenomenon. In other words, the 
central focus of the thesis evolves around questions that are articulated in the form of “how”. Even 
though Yin (2003) describes the case study method by adopting the positivist stance, his arguments 
with regards to the specific method and the research questions, are equally valid under the 
interpretive approach (Walsham, 1995b). Moreover, the objective is to answer these questions, 
acknowledging that the phenomenon can be better explored without manipulating the participants’ 
behaviour, and while assessing all possible contextual conditions that may be relevant to the 
formulation of user experience. Finally, as discussed in Law et al. (Law et al., 2009a), all accounts 
of user experience recognise the importance of the context within which the interaction takes place 
as it can significantly influence it. In other words, the user experience cannot be considered 
separately by the setting, which blurs the boundaries between context and phenomenon. For all the 
aforementioned reasons, the interpretive case study approach has been adopted as the most 
appropriate strategy of inquiry. 

3.5. Research Design 

Aiming to examine a multiplicity of factors pertaining to one’s user experience with the tablet, the 
design of the case study formulates in a way that facilitates increased flexibility at the various stages 
of the study. To begin with, the central topic that guides the design of the study is user experience 
with tablets; yet, by definition, and due to the research questions, attention must also be paid to other 
issues as well, nesting within or encompassing user interaction. For example, at different stages of 
the study, the focus needs to shift from the IT artefact (e.g., when examining design aesthetics and 
attractiveness and the impact on user experience) to the user (e.g., when examining how users make 
sense of their user experience, of the various problematic episodes) and vice versa. As a result, even 
though the case study concerns in principle user experience with tablets, it is obvious that at some 
point, the analysis will need to include outcomes about particular issues pertaining to the interaction, 
to the user’s personality, and to the tablet’s features, among others, all of which constitute structural 
qualities of the experience. 

Therefore, the design of the case study is that of an embedded single-case study design (Yin, 2003). 
This suggests that the study was designed around an overarching single unit of analysis (i.e., 
interaction with the tablet), which shifted, however, during latter stages of the study, so as to focus 
the analysis onto the complementary research questions. While this design has the advantage of 
helping the researcher to focus the inquiry on the particulars of the study, it also poses certain 
threats, in case there is a failure of returning to the original level, i.e., unit of analysis (Yin, 2003). In 
this next section, the unit of analysis and relevant issues are further discussed. 

3.5.1. Unit of Analysis 

Within the context of a case study research, one of the main considerations is that of the unit of 
analysis. As described by Darke et al., this represents what may denote a case, it suggests the nature 
and the breadth of the data collection and it “is likely to be at the level being addressed by the 
[research] question” (Darke, Shanks, & Broadbent, 1998). Therefore, since the thesis follows the 
embedded single-case study design, the unit of analysis shifts depending on the stage of the study. 
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While these are extensively presented in the respective sections, they are also briefly discussed here 
so as to offer an overall understanding of the research design.  

• Stage 1: While investigating use scenarios (§4.2), the role of the tablet (§6.2) and the impact 
of the tablet’s features on the overall experience (§6.3, §6.4, §6.5), the unit of analysis was 
set at the level of the tablet. 

• Stage 2: While examining how users make sense of their experience with the tablet (§5.1), 
the unit of analysis was set at the level of their interaction with the tablet.  

• Stage 3: While examining how users make sense of problematic episodes with the tablet 
(§5.2), the unit of analysis was set at the level of the episode of disillusionment while 
interacting with the tablet. 

Choosing the tablet as the unit of analysis for stage 1 is rather straightforward. However, choices 
regarding stages 2 and 3 are a bit more complicated, requiring some further discussion, before 
proceeding with the presentation of the nature of the empirical material. Therefore, given that the 
purpose of this thesis is to shed light onto the user experience with the tablet through an in-depth 
exploration, the central unit of analysis for stages 2 and 3 is the user interaction with the IT artefact. 
A similar line of thought has been adopted in the past by Al-Natour and Benbasat, who approached 
each interaction as the basic unit of analysis, determining adoption and use behaviour (Al-Natour & 
Benbasat, 2009). This seems to be a good fit for this study, too, because the way in which an IT 
artefact is or is not used has an impact on one’s perception and overall evaluation regarding user 
experience as well. Indeed, while the available features may, for example, signal possible uses, the 
user will perceive and evaluate these features if and only if (s)he actually interacts with the IT 
artefact, and, obviously, it is hard to argue that all users will interact with technology in the same 
fashion, thus leading to the same experience and the same overall evaluation.   

Typically, IS and HCI studies, focusing on user interaction and user experience, tend to concentrate 
on positive experiences, rather than neutral, indifferent or negative ones. As a result, sampling 
should ensure that the unit of analysis involves interaction with an IT artefact that has been largely 
evaluated as satisfactory by the mass consumer market. Consequently, with regards to case 
sampling, it was decided that the specific thesis and the research questions would be best served by 
following the paradigmatic case sampling (Palys, 2008). As a result, the study focuses on the 
interaction with the iPad tablet, specifically because it is considered to be the exemplar of its genre. 
First, it has been argued that the tablet, as a genre, “failed to capture the public’s imagination” 
(Atkinson, 2008). However, this is no longer the case, as forecasts show that, by 2015, tablet 
shipments may even overtake the PC market (IDC, 2013). Furthermore, while the tablet was indeed 
considered to be a niche market (Ozok et al., 2008), it was only with the launch of the iPad that this 
genre became particularly popular among everyday users (PC Magazine, 2011). Finally, contrary to 
its counterparts, the iPad offers a consistent user experience across its models, thus allowing 
prospective researchers to have a coherent view of the documented user accounts. 

3.5.2. Empirical Material 

In interpretive case studies, most often the empirical material derives from interviews and other 
documentary material, such as reports, internal documents and newspapers among others (Myers, 
1997; Walsham, 1995b). However, several studies to date have used journals or diaries as their 
empirical material. Along these lines, it has been shown that diaries allow individuals to freely 
express themselves and oftentimes they may be emotional and intimate (Leong et al., 2010). They 
are thus frequently used when other types of empirical material don’t allow the close analysis of 
social interactions, the examination of phenomena within natural settings or when it is important to 
extract knowledge “without being overly intrusive” (Kitchenham, 2010). 

With this in mind, in the initial stages of designing the study, it was observed that several 
individuals, specifically iPad users, were documenting their experience with the particular tablet in 
their personal blogs. Having decided to articulate, publicise and share online one’s impressions with 
her/his readership, it is probable that the interaction with the tablet has induced a reaction or an 
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effect, perceived by the blogger as important or even imperative to be communicated and shared 
with others. 

While considering blogs and blogposts, it may be argued that, with the advent of web 2.0, a weblog, 
in many occasions, is nothing more than the online counterpart of one’s physical (offline) diary or 
journal. As a result, the various, individual blogposts, each taking the form of a diary entry, can be 
said to mediate the author’s emotions and self-reflection on the interaction and the user experience 
with the IT artefact, while revealing valuable information - for the purposes of the study – on the 
author’s personal life and her/his daily routine. Indeed, previous studies have shown that unsolicited, 
personal blogs, may be used for documenting one’s life, communicating individual opinions and 
expressing “deeply felt emotions” (e.g., Nardi, Schiano, & Gumbrecht, 2004; Nardi, Schiano, 
Gumbrecht, & Swartz, 2004). With regards to the specific blogposts, referring to users’ experience, 
several bloggers write that they aimed specifically at sharing their experiences with the iPad. 
Moreover, within them, the bloggers offer narratives of their everyday life and detailed accounts of 
their interaction and their personal experience with the tablet: 

Albert: “Six months into using an iPad, and a couple years for the iPhone, I wanted to share how 
these devices have impacted my ministry and life. Just as I benefit from the ideas of others in 
these areas, perhaps these ideas will prove helpful to you.” (Minister, B8)2 

It has also been argued that blogs may be advantageous relative to other empirical material; 
approaching them as the online counterpart of diaries, they manage to “captur[e] situated action 
unadulterated by the scrutiny of a researcher”, while the “tight union between everyday experience 
and [its] record” makes them less exposed to the retrospective reconstruction, often occurring during 
interviews (Hookway, 2008). Next, the popularity of blogs open up the possibility to access the 
online narratives of more participants than it would be possible during a typical study with face-to-
face interviews (Smith-Sullivan, 2008). In addition, beyond the mere quantity of blogposts, there is 
plurality across participants, as they may be found across distant countries and of various 
backgrounds and nationalities, further enriching the study’s sample. At the same time, however, 
blogposts overcome several of the risks typically inhibiting studies based on private diaries; being 
already published online and available for a wide readership, exceeding the author’s control, their 
use for the purposes of academic studies do not entail a confidentiality breach (excluding of course 
blogposts authored by minors or other vulnerable populations where formal approval is required) 
(Smith-Sullivan, 2008). 

Therefore, the empirical material of this thesis builds upon blogposts, authored and published by 
tablet users, as they are considered to be gateways to one’s experience, as lived and felt, and they are 
approached as means “for understanding social actors both as observers and informants of social 
life” (Hookway, 2008). 

The complete pool of blogposts was generated through a web search between March 2011 and 
August 2012, using ‘experience’ AND ‘iPad’ AND ‘blog’ as the keywords. In order to ensure that 
our empirical material included solely unsolicited, personal blogposts, we excluded all technical 
reviews, blogs and websites that could be thought of being affiliated directly or indirectly with 
Apple Inc. This resulted in a final pool of 79 blogposts, authored by 61 unique bloggers. Of them, 51 
bloggers were male and the remaining 10 were female, who communicated various perspectives, 
including both positive and negative experiences. Regarding demographics, 43 blogposts were 
authored from North America-based bloggers, while the remaining one-third from mostly Europe-
based bloggers. The complete casebook can be found in Table 4. 

 

 

                                                        
2 Quotes are marked with Bn, where n stands for the blogpost’s number in Table 4, so as to distinguish between the 

multiple blogposts by the same blogger, and Qm, where m stands for the quote’s order of appearance within the blogpost. 
All names replaced with pseudonyms for anonymity purposes 
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Table 4. Casebook of study 

n Bn Name Country Gender Profession Generation 

1 B1 Andrew USA male Co-founder Social Media agency iPad 1 

2 B2 Dale USA male Business development iPad 2 

3 B3 Hank USA male Visit. Professor of social media & strategy iPad 1 

4 B4 Ed USA male Professor of Management Science iPad 1 

5 B5 Dennis Netherlands male Blogger iPad 1 

6 B6 Sam USA male Entrepreneur iPad 1 

7 B7 Roger UK male VP Marketing iPad 1 

8 B8 Albert USA male Minister iPad 1 

9 B9 Hawk China male Marketing & Business Develop. Executive iPad 1 

10 B10 Gordon USA male Venture Partner and CEO iPad 1 

11 B11 Garland UK male Executive Editor iPad 1 

B12 iPad 2 

12 B13 Chester USA male Chief Technology Officer iPad 1 

13 B14 Andy USA male IT Project Manager iPad 2 

14 B15 James Canada male Chief Technology Officer iPad 2 

15 B16 Harry USA male HR professional iPad 1 

16 B17 Phillip USA male Unidentified iPad 1 

 
B18      

 
B19      

17 B20 Bernard USA male Editor in Chief iPad 1 

18 B21 Bobby USA male PhD candidate in Computer Studies iPad 2 

19 B22 Johnny South Africa male Web designer, coder iPad 1 

20 B23 Jacques UK male Strategy Consultant iPad 1 

21 B24 Laura USA female Freelance journalist and blogger iPad 1 

 
B25      

22 B26 Leland USA male Naval architect iPad 2 

23 B27 Lucy / Murphy Netherlands female Housewife/ UX consultant iPad 1 

24 B28 Clarence Netherlands male UX consultant iPad 1 

25 B29 Blacky USA male Developer iPad 2 

26 B30 Pete UK male UX Designer iPad 1 

27 B31 Ben UK male Chartered accountant iPad 1 

 
B32      

28 B33 William Albania male IT specialist iPad 1 

29 B34 Eileen USA female Managing editor iPad 2 

30 B35 Lawrence USA male Designer new iPad (3) 
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31 B36 Mike UK male Operations director new iPad (3) 

32 B37 Donna USA female Internet Marketer iPad 1 

33 B38 Harold UK male Social media specialist iPad 2 

34 B39 Harriet Canada female Accessibility advocate, consultant iPad 1 

35 B40 Emory USA male Science fiction writer iPad 2 

 
B41      

 
B42      

 
B43      

 
B44      

 
B45      

 
B46      

36 B47 Jerry USA male Pastor iPad 1 

 
B48      

 
B49      

37 B50 Maddy Australia female Digital strategist iPad 1 

38 B51 Leo USA male Editor iPad 2 

39 B52 Jean USA male Journalist, commentator iPad 1 

40 B53 Dick UK male IT in the Oil and Gas industry iPad 1 

41 B54 Dwayne USA male Technology entrepreneur iPad 1 

42 B55 Dougie USA male user experience professional iPad 1 

43 B56 Thomas USA male Senior Software Engineer iPad 1 

44 B57 Sarah USA female Web content development and usability, 
fashion blogger 

iPad 2 

45 B58 Windom UK male Independent Design Professional new iPad (3) 

46 B59 John USA male Technology journalist, consultant iPad 1 

47 B60 Franky UK male Academic, journalist and author iPad 1 

48 B61 Bob USA male IT professional new iPad (3) 

49 B62 Pierre USA male Web Developer and Platform Manager iPad 2 

50 B63 Kyle USA male Analyst in Gartner Research iPad 1 

51 B64 Miguel USA male Editor in Chief iPad 2 

 
B65     new iPad (3) 

52 B66 Chris USA male Music Teacher, Media Specialist, and 
Instructional Technologist 

iPad 1 

 
B67     

53 B68 Kiefer UK male Author iPad 2 

54 B69 David Finland male Senior UX and concept designer and consultant iPad 1 

55 B71 Gersten USA female Online managing editor iPad 2 

56 B72 Kimmy USA female Student of Art Education and English iPad 1 
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57 B73 Sheryl USA female Coordinator and instructor Digital Humanities 
program at UCLA iPad 2 

58 B74 Michael USA male Software engineer, moderator on Ask Different new iPad (3) 

 
B75     

 
B76     

59 B77 Ron USA male Lawyer iPad 2 

60 B78 Ray USA male Filmmaker, photographer, and writer iPad 2 

61 B79 Warren USA male Developer iPad 1 

3.5.3. Mode of Analysis 

In interpretive studies, participants’ constructions are described as ‘first-order data’, and the 
constructions of the researcher, that is, the interpretation of first-order data are referred to as 
‘second-order concepts’ (Walsham, 1995b). The quality of second-order concepts depends primarily 
on the researcher’s insightful analysis, since “mere collection of in-depth case study data does not 
provide these concepts in itself” (Walsham, 1995b). In other words, regardless of the time spent on 
collecting the empirical material and its amount, it is necessary to navigate across first-order data by 
relying on a good theoretical framework, while obeying to a thorough and systematic analysis of the 
empirical material (Walsham, 1995b). 

As the empirical material of the thesis is tablet users’ weblogs, which are approached as diaries, it 
follows that the adopted mode of analysis should be largely similar to a thematic or content analysis, 
which would allow recurring issues, patterns, and correlations to emerge (Smith-Sullivan, 2008). 
Therefore, the investigation followed the hermeneutics mode of analysis (Myers, 1997) for the 
purposes of interpreting the collected material.  

The overall coding procedure entailed approaching the tablet as a comprehensive agency, consisting 
of the device itself, any additional technology enablers and accessories, the operating system, and 
the applications accompanying or having been downloaded to the device. This was dictated both by 
the empirical material and the concepts under investigation. On the one hand, during the preliminary 
examination of our data, it became apparent that users perceptions regarding the IT artefact and their 
experiential evaluations were deeply ingrained with valuations of the content as well. On the other 
hand, based on the literature review, it was evident that the various features and components of an IT 
artefact all work together toward constructing and influencing its use, and ultimately have an impact 
on user experience. As a result, the computing device and the ecosystem surrounding it are examined 
as an all encompassing IT artefact, or, in other words, as a “role prototype” (Olsson et al., 2013).  

The analysis begun with a preliminary examination of the data, which assisted the coding procedure. 
The coding technique was based on the classical (or Glaserian) grounded theory methodology. 
Specifically, open coding commenced by examining the data line-by-line, identifying as many codes 
as possible. Naturally, user accounts often involved several themes. This resulted in accounts being 
coded across multiple categories. At the same time, some concepts were unique or newly emergent, 
i.e., they were not suggested by the literature, and could not be coded within extant codes. Therefore, 
these were placed into newly created ones for further examination.  

Next, open codes were grouped together, which helped towards developing the study’s core 
categories and constituted the stage of selective coding (Glaser & Holton, 2004). In essence, at this 
stage, several open codes were grouped together into subcategories, being each other’s variants, or 
dimensions and properties of the core category (Urquhart, 2012). This process resulted in identifying 
the core categories, i.e., user interpretations and subjective meanings, allowing scaling up the 
analysis. As the thesis examines a multiplicity of concepts, these core variables were different for 
each study, yet naturally overlapping and interrelated to each other. In short, for:  
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• Stage 1, while investigating use scenarios (§4.2), the role of the tablet (§6.2) and the impact 
of the tablet’s features on the overall experience (§6.3, §6.4, §6.5), the emerging core 
variables referred to content-dependent use scenarios, spatiotemporal issues, human factors, 
design aesthetics, expressions of meaning and emotions, respectively; 

• Stage 2, while examining how users make sense of their experience with the tablet (§5.1), 
core variables referred to the six processes for making sense and analysing experience with 
technology (McCarthy & Wright, 2004b; Wright et al., 2005a); and 

• Stage 3, while examining how users make sense of problematic episodes with the tablet 
(§5.2), open coding entailed the identification of sensemaking functions according to the 
Data/Frame theory of sensemaking (Klein et al., 2006), which was followed by grouping 
these codes together (selective coding) according to the identified triggers, thus producing 
the core variables.  

Additional details with regards to open and selective coding for each of these studies are provided 
within the respective sections of the thesis (§3, §0, §6).  

Finally, the analysis began revealing the relationships among the various core categories. At the end 
of the coding procedure, the study’s chains of evidence were developed by grouping together 
representative quotes from the various bloggers.  

It should be noted that all coding was done with the help of the NVivo8 qualitative data analysis 
(QDA) computer software package. The coded material included mainly the blogposts, but also the 
theoretical memos later developed (Glaser, 1978; Urquhart, 2012) and other auxiliary material 
illustrating designers’ and developers’ viewpoints. During coding, NVivo assisted with managing, 
grouping and categorising the pool of blogposts into the various codes, further supporting the 
process of identifying emerging patterns and interrelationships between themes and subthemes. 

Basing the coding procedure on the Glaserian grounded theory methodology provides the researcher 
with a robust and systematic instrument for coding the empirical material. However, aside from this, 
an instrument that can guide, not just the coding but also the interpretation process is that of the 
hermeneutic circle. Being ingrained within Philosophical Hermeneutics, the hermeneutic circle 
functions as a metaphor for understanding and interpreting (Ajjawi & Higgs, 2007). It refers to “the 
dialectic between the understanding of the text as a whole and the interpretation of its parts”, during 
which one’s descriptions are guided by her/his preconceptions (Gadamer, 1976a). Simply put, the 
researcher embarks upon understanding and interpreting a given text by having already some 
expectations regarding the meaning of the text, as inferred from previous interpretations and the 
contextual information (Myers, 1995). Therefore, understanding a text entails a circular movement 
from the whole (evolving understanding of the phenomenon) to its parts (data) and back to the whole 
(Gadamer, 1976a), and while, each of them succeeds in giving meaning to the other. In other words, 
understanding is circular and iterative, while the researcher remains open to the text and to the 
phenomenon under study (Ajjawi & Higgs, 2007). 

Nevertheless, as reader and text co-determine each other, and as the parts and the whole of a text are 
found in a constant interplay, the true meaning of the text is never complete or independent from its 
interpreter. In other words, interpretation is not a task with “determinate end-points” (Ramberg & 
Gjesdal, 2013), while “the researcher's presuppositions affect the gathering of the data”, and [t]he 
analysis affects the data and the data affect the analysis in significant ways” (Myers, 1997).  

In more practical terms, the hermeneutic circle entails, among others, the continuous interaction 
between the interpreter and the empirical material by continuously posing ‘questions’ to the gathered 
texts in relation to the research questions. It also suggests that there needs to be continuous re-
evaluation of one’s interpretations within the context of each case, across cases, consulting both the 
empirical data and the literature, aiming to further elaborate the core variables and second order 
concepts. Therefore, following the hermeneutic circle and by drawing both from the literature and 
continuously examining the empirical material so as to identify reoccurring patterns and 
correlations, the coding procedure entailed several iterations (Boland Jr, 1997; Gadamer, 1976b). 
This permitted the further development and refinement of the codes and the core variables. In turn, 
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this resulted in developing relationships between themes and subthemes and in providing rich insight 
into user experience and the various meanings tablets hold for their owners. 

3.6. Rigor in an Interpretive Research 

Interpretive studies, and especially those building upon the grounded theory method or even 
methodology for the sole purpose of coding, are often criticised about their approach to extant 
literature. It is often assumed that researchers tend to enter the field as a “blank slate”, without 
consulting to a satisfying degree previous studies (Urquhart & Fernández, 2006). However, theory in 
interpretive research has a distinct role, as it is used to guide the research design and the data 
collection process, it is an integral part of the interaction between data collection and analysis and it 
may be the final result of the research (Walsham, 1995b), as a low-level or formal theory (Urquhart 
& Fernández, 2006). In this thesis, extant literature has been used extensively both for the purposes 
of designing the research and launching the analysis of the empirical material. Specifically, theory 
has been approached more as a sensitising device and less as a rigid instrument (Walsham, 1995b), 
as this ensured that the entire procedure would take place by remaining open to the data and that data 
collection and analysis could occur in an iterative fashion that could obey to the hermeneutic circle.   

Next, although the various expectations and preconceptions of the researcher are generally 
considered to be sources of bias in quantitative and qualitative positivist studies, this is not the case 
within the context of interpretive studies. In contrast, these are considered as “the necessary starting 
point of (…) understanding” and are part of the principle of Dialogical Reasoning (Klein & Myers, 
1999). In more detail, Klein and Myers discuss that it is critical for such studies to exhibit a high 
degree of sensitivity to any contradictions that may result from the theoretical preconceptions, 
driving the research design and the formulation of the study’s findings; they further note that this can 
be possible by continuously revising the analysis and the interpretations of the empirical material. 
As a result, in this thesis, the principles of interpretivism are clearly explained so as to illustrate the 
foundations upon which the study is based, while philosophical hermeneutics are thoroughly 
discussed so as to elucidate how it has affected the research design, the collection of empirical 
material and their analysis. Moreover, through the hermeneutic circle, and the iterative process it 
entails, one can achieve a deeper understanding of the empirical material and the context within 
which this material has been developed and therefore needs to be interpreted (Klein & Myers, 1999). 
In more detail, “the hermeneutical circle refers to the network of interrelationships existing among 
all the passages through which their respective meanings are bound together. In making successive 
passes through the circle, the reader reaches a new meaning for the passage in question. Ultimately, 
the reader reaches a new meaning with which to interpret all the passages in the given text” (Davis et 
al., 1992). As a result, by applying the Principle of the Hermeneutic Circle in this thesis, most, if not 
all, projected fore-meanings onto the interpretations have been acknowledged and properly revised 
or entirely abandoned when these seemed to no longer fit the actual meaning of the empirical 
material (Gadamer, 1975, 2004). 

Thirdly, another issue that often arises is whether findings can be transferred or applied into other 
contexts. In order to overcome this, the researcher needs to describe in detail the entire case, 
including the use context, the individuals involved, being either key participants or part of the 
context, thus being indirectly involved in the case, and the IT artefact under investigation. Unfolding 
in this way the context, or in other words, offering a ‘thick’ description of the case (Walsham, 
1995b), provides the opportunity to draw inferences regarding “the applicability of the research 
findings to [other] contexts” (Ajjawi & Higgs, 2007), by allowing others to see how the case itself 
may be similar or different to other settings and consider whether the findings can be in turn applied, 
directly or indirectly, in those settings (Seale, 1999). Therefore, in this thesis, all effort has been 
made to illustrate in detail the overall experience with the IT artefact, going beyond the instrumental 
interaction with it and seeking to include all the relevant details that could be thought to affect, 
justify or refute in any way the study’s findings. In addition, all findings come enhanced with the 
genuine voices of the bloggers, through the use of direct quotations, thus allowing users to speak for 
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themselves, ensuring that their constructions are evident throughout the study and ultimately, adding 
authenticity to the study (Ajjawi & Higgs, 2007; Lincoln & Guba, 2000). 

Finally, interpretive case studies often exhibit a weakness in the representation of data, which in 
turn may have a negative impact on validity, credibility and overall rigour. To deal with this, one 
needs to first find and cite negative cases, and second, ensure that “similar participants (…) 
generally lead to similar results” (Saumure & Given, 2008). While this thesis is focused on positive 
experiences and sampling was focused on a tablet that has been largely evaluated as satisfactory, 
negative experiences have also been documented and are thoroughly discussed. Moreover, these 
cases are particularly illustrative and useful as they manage to shed light on several occasions 
regarding opposing findings and provide additional insight into the relationships among the various 
themes and subthemes. Next, Saumure and Given propose that it is often helpful to involve more 
than one coder in the process of analysing data, so as to examine whether the same or similar 
findings may result from their analyses. Indeed, frequent discussions on the codes and the resulting 
themes are always necessary among researchers who are familiar with the topic of the study as it 
helps in putting second-order concepts into perspective and examine their validity. Therefore, while 
open coding was conducted by a single coder (i.e., PhD candidate), core categories and the final 
relationships among themes and subthemes were consolidated via consultation with other 
researchers (i.e., supervisors of the doctoral thesis). In order to increase the visibility of the findings, 
the coding procedure was followed by the construction of chains of evidence. Chains of evidence 
entailed the grouping of representative quotes from each user, each time highlighting different 
issues, depending on the study in question, thereby identifying patterns, similarities and differences, 
across cases and within cases, with regards to interaction, sensemaking and overall user experience. 
In more detail, during 

• Stage 1, while investigating use scenarios (§4.2), the role of the tablet (§6.2) and the impact 
of the tablet’s features on the overall experience (§6.3, §6.4, §6.5), chains of evidence 
entailed grouping quotes regarding the use context, the tablet’s features (e.g., ergonomics, 
industrial design), and users’ experiential evaluations, thereby allowing the emergence of 
patterns regarding content-dependent use scenarios, subjective meanings of human factors 
and interpretation of the tablet; 

• Stage 2, while examining how users make sense of their experience with the tablet (§5.1), 
chains of evidence entailed grouping together representative quotes from users regarding 
which managed to highlight the processes of making sense of experience, thus shedding 
light and revealing patterns within the four threads of experience with the tablet; and 

• Stage 3, while examining how users make sense of problematic episodes with the tablet 
(§5.2), chains of evidence were constructed by grouping together quotes that highlight the 
sensemaking functions of the Data/Frame theory and according to the problematic episode, 
thus enabling the identification of user accommodation practices of users during 
framebreaker events. 

These chains of evidence are presented in the form of tables, presented and thoroughly discussed in 
each section. 
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4. Unfolding Narratives: Content-Dependent Use Scenarios 

Experiencing an IT artefact is highly subjective and constructed on “a unique combination of 
elements” (Thieme et al., 2010), making it difficult for a designer to create something specifically for 
a particular type of experience. As a result, in order to explore how the user experience formulates, 
one needs to take a look into the relationship that people develop with the IT artefacts they own, how 
they actually use them and which is the role of the artefacts into their everyday lives (Zunjarwad & 
Takamura, 2009). 

Focusing on the way people use the tablet, this chapter presents the various scenarios during which 
users were found to be using the particular IT artefact. Such an analysis was considered necessary so 
as to investigate user goals and behaviour while interacting with the tablet in a systematic way, and 
understanding how the tablet itself responds to user requirements. In addition, this discussion will 
assist towards cross-examining the empirical material in relation to available market reports, with 
regards to tablet user demographics and their activities, so as to validate its representativeness and 
thus increase the reliability of the study’s findings, while offering a much deeper insight with regards 
to particularities of each identified use scenario. 

4.1. User Profile 

In 2010, a report by SocialMediaToday found that the blogosphere was neutral with regards to 
gender, comprised by 50.9% of females and 49.1% of males (SocialMediaToday, 2010). In a more 
recent report, Nielsen found that the majority of bloggers in 2012 were female, 1/3 of them being 
mothers (Nielsen, 2012b). Moreover, it was shown that almost 30% of the bloggers are based in the 
USA and 6.75% are based in the UK (SocialMediaToday, 2010). With regards to education, Nielsen’s 
results show that bloggers are rather well-educated, as 70% has gone to college and most of them are 
graduates (Nielsen, 2012b). With regards to tablet users, when the iPad first became available in 
2010, Yahoo Inc. announced that around 66% of USA users were male. Later, in 2011 comScore 
illustrated that this percentage had began to change, and reported that 56.10% of iPad users were 
male, while, in 2012, reported a further decrease, with male users totalling to 52.90% (Lister, 2012).  

However, as shown from Table 4 and the casebook of the study, most participants to the particular 
study are male. Specifically, of the 61 unique bloggers, 51 of them are males, while only 10 are 
females. Therefore, it can be said that, as far as gender is concerned, the pool of participants, when 
examined strictly as bloggers, is not representative of the blogging life in general. Yet, participants to 
the study, aside bloggers are also iPad users, and therefore, their representativeness should be seen in 
relation to the intersection of these two distinct populations, i.e., iPad users and bloggers. Regrettably, 
it is not possible to draw definite comparative results; nevertheless, it should be mentioned that, with 
regards to gender, for these populations, the study’s sample is perhaps somewhat representative, 
considering in addition that men are expected to blog more regarding technology-related issues rather 
than women, thus skewing the results. Next, 41 of the bloggers are based on the USA, 11% in the UK 
and the remainder in other countries, like the Netherlands and Canada. This difference, however, 
between the available market reports and this study is to be expected since only English-speaking 
blogposts were sought after. As far as education is concerned, as it is evident, most users in this study 
hold upper level managerial positions, while others are freelancers (e.g., consultants, editors, writers), 
and therefore, in their majority, they may be considered as well educated. 

Finally, the study shows that, the participants to the study are not dedicated Apple users. Naturally, 
there are some exceptions (Table 4, e.g., Jerry, Windom), with the users belonging to what is 
commonly known as ‘the Cult of Mac’ (Belk & Tumbat, 2005). Nevertheless, in their majority, users 
report being owners of various computing devices of various manufacturers, such as laptops and 
desktops with Microsoft and Linux OS, while, previous and current experiences with Apple products, 
tend to refer primarily to the use and ownership of the Apple iPhone. Similar results have been 
reported by market reports. ComScore, for example, announced that, although most iPad owners tend 
to exhibit an affinity for Apple, by owning one of the company’s smartphones (27.3% of iPad 



 

Efpraxia D. Zamani | Doctoral Thesis  67 

owners), RIM and Android users are also fond of the device (17.5% and 14.2% of iPad owners, 
respectively) (comScore, 2011). As a result, this minimises, in addition, the existence of any ‘halo 
effect’ (Nisbett & Wilson, 1977), with regards to the study’s findings.  

4.2. Investigating Use Scenarios: Content-Dependent Use 

The goals which a given user seeks to fulfil by operating any computing device, in this case the tablet, 
are particularly important for the evaluation of the interaction, the experience and one’s continuance 
or discontinuance intentions. The underlying assumption is that the first step towards looking into 
these themes is to investigate how one actually uses the device, as this process can highlight the areas 
where the device succeeds or fails to meet user requirements and to assist in achieving the desired 
outcomes. 

This section presents an informal taxonomy of the various use scenarios, as reported by the study’s 
participants. The aim is to document these scenarios in a systematic way, so as to understand user 
behaviour with the tablet and later on to facilitate access to user sensemaking and understanding 
valuations of user experience. Based on the much-heated argument that tablets in general, and the 
iPad in particular, are primarily content consumption rather than content creation devices, on the 
available market reports examining the use of tablets, and the initial analysis of the study’s results, 
this taxonomy is structured around the concept of content. Therefore, the three types of scenarios that 
surfaced are termed as content consumption, content creation and authoring, and content exchange.  

It should also be noted however that what follows is a classification based on user perceptions with 
regards to the various possible activities rather than on a strict theory-driven classification system. In 
other words, while, for example, content consumption could be discussed on a more abstract level, 
conceivably according to the typology proposed by Holt (1995), and approach subactivities as content 
consumption as experience, as integration, as classification or as play, users’ constructions was far too 
detailed with regards to the exact content they consume (create, author or exchange); as a result, it 
was chosen to remain faithful to users’ viewpoints and approach this typology on a content-based 
analysis within and across categories and subcategories. 

4.2.1. Content Consumption 

The category of content consumption refers to all the activities a user may embark upon while 
interacting with the tablet by strictly receiving data from external sources, e.g., the internet and other 
connected devices. In other words, it involves the directed broadcast of information to the user and its 
subsequent consumption.  

It was not unexpected that, within this category, the most popular use is that of reading books. Sam, 
for example, writes: 

Sam: “I bought seventeen books. I read them all in 45 minutes. With the iPad, everything is 
accelerated. And I am hungry for more. After I finish this blog post, which I am simply thinking 
and the iPad is typing for me by reading my mind, I plan to buy another dozen or two books 
and devour them all by dinner-time.” (Entrepreneur, B6). 

Although this is a clear exaggeration, it adequately represents the general feeling of users, who use the 
tablet as a substitute of physical books and listen to audiobooks, and read from e-books to recipe 
books: 

Laura: “Like many people, I spend most of my day consuming, not creating — reading tweets, surfing 
Web sites, reading books (…), creating recipe lists (via the iPad Epicurious app, and then 
cooking with the iPad on my counter with the instructions).” (Freelance journalist, B24). 

Next, the overwhelming majority of users use the tablet as their device of choice for general internet 
browsing: 
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Harold: “I find myself just flicking around the web. (…) I hardly ever use my laptop/computer 
anymore for day-to-day internet use.” (Social media specialist, B38). 

Admittedly, there are those who note that the browsing experience often times feels frustrating due to 
the lack of Flash, multitasking and other features. For example, Eileen realises that the lack of Flash 
raises an invisible wall between her and online content: 

Eileen: “What I didn't fully realize is how many Web sites would be closed to me. From photo editing 
instructional videos to Comedy Central clips, there's been a noticeable amount of content that's 
closed off to me when surfing on an iPad.” (Managing editor, B34). 

However, generally speaking, even those who report of having had particularly annoying experiences 
with the tablet, suggest that internet browsing may be one of its strong points. Ed, for instance, an 
Apple Inc.’s shareholder suggests that “solely based on [his] experience with the iPad, that perhaps it 
is time to sell [his] stock”, but at the same time highlights that  “for easy access and instant access to 
the web, social surfing, and that wonderful iPhone browsing experience made even more wonderful, 
[he] love[s] it.” (Ed, Professor of Management Science, B4). 

The tablet also proves to be an e-reader that satisfies most reading needs, ranging from blog and PDF 
reading, to RSS feeds and various electronic magazines and newspapers. Blacky for example lists 
several uses for which he hoped the tablet could be suitable; however, keeping up with the daily 
reading of his RSS feed reader was a mandatory scenario: 

Blacky: “I wanted the iPad to replace a good chunk of my desktop browsing, reading and general 
Internet consumption. At the very least, it should help with my morning Google Reader 
skimming and coffee routine. It has.” (Developer, B29). 

Furthermore, as he goes into more detail about his reading habits, he further stresses how he uses the 
tablet for reading digital magazines: 

Blacky: “The real treasure for me has been using iPad apps that use tablet affordances to their 
advantage and engineer interactive news and magazine experiences.” (Developer, B29). 

This use scenario is widely documented across the empirical material, as users begun shifting from 
reading ‘physical magazines’ to ‘digital’ ones: 

Emory: “I particularly enjoy New Scientist, which comes out weekly. These magazines can stack up, 
even when I am keeping up. (…) So when I got the iPad, I downloaded the app and purchased 
the most recent issue of New Scientist (…) to see how it looked and felt on the device. It is just 
so cool. (…) And of course, it is completely electronic and there are no magazines stacking up 
on my desk.” (Science Fiction writer, B41). 

Notwithstanding, it should be mentioned that it supports other reading-based activities, which may be 
considered as more ‘novel’ and somewhat unexpected; these are preaching and praying, as several 
pastors: 

Jerry: “Here's what has changed since I got my iPad 6 weeks ago. 1. read my bible on my iPad using 
Olive Tree's BibleReader program (…) 2. read an e-devotional from one of the best bible study 
apps, Logos 3. journal on my iPad using a program called MaxJournal 4. pray through my 
prayer list using a program called PrayerLists.“ (Pastor, B47), 

and ministers have adopted the IT artefact: 

Albert: “Presentations in Teaching and Preaching—I didn’t expect this one to be on the list, but doing 
a keynote presentation from iPad is really awesome. The ease and simplicity makes it 
irresistible.” (Minister, B8). 

It should be noted that the use of the tablet as an e-reader and as a substitute for physical books are 
obviously highly related; however they are considered as two distinct subcategories of content 
consumption due to their particular characteristics. An e-reader, as it is shown may be used for several 
purposes together, such as RSS feeds, blogs etc. On the other end, digital books are quite different 
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because, regardless of the chosen application, users approach the IT artefact as something like a 
library: 

Dale: “It’s amazing that each iPad can house thousands of ebooks, easily fitting an entire library 
inside the iBooks application.“ (Business development, B2).  

Further with regards to content consumption, the tablet seems to be rather satisfactory for general 
multimedia consumption, which essentially includes movies and TV shows, music, podcasts and 
radio, online videos and looking up pictures and photos. Without disregarding those cases in which 
users considered the tablet as unsuitable for e.g., watching movies, like Ed: 

Ed: “I rented a movie I have always loved, Blade Runner, and tried to watch it for over an hour 
before simply giving-up.” (Professor of Management Science, B4), 

most users report consuming more media since having acquired the tablet: 

Mike: “Thanks to the other AirPlay-friendly gadgets in my life [speakers, Apple TV, Macbook, etc], 
my media consumption has now gone through the roof.” (Operations director, B36), 

with movies and TV shows being among the most enjoyed: 

Dougie: “I’m still amazed at what I get for my measly $10 a month to Netflix. This app may have been 
a major straw on that camel’s back when I was deciding whether or not to make the iPad 
purchase. This may be my second or third most used, or at least valued, app. I can stream 
movies and TV shows to my iPad with this. Wow. Still… wow. Love it. A lot” (User experience 
professional, B55). 

In addition, the tablet is used for streaming and listening to music, while working or relaxing 

Emory: “I can put on the music, switch to SimpleNote and start making notes on the story on which I 
am working, or editing a scene. (…) And the quality of the streaming music is plenty good for 
my ears, which admittedly are not very discriminating.” (Science Fiction writer, B45), 

but not while being mobile: 

Dougie: “I don’t really listen to all that much music on the iPad. When I’m home I use my music 
server. When I’m mobile I use my iPhone.” (User experience professional, B55). 

Next, people use the tablet as a digital photo album, for looking up pictures online, and for 
transferring and viewing photos from external sources, such as digital cameras. For example, Lucy, 
Murphy’s mother, “actually remarked that she would love a device like this [i.e., iPad] (…) after 
seeing the pictures of her granddaughter” (Lucy, Housewife, B27) through the Photo application, 
Dougie enjoys online pictures on a daily basis: “Guardian Eyewitness – This is a page one app just 
because it’s so damned beautiful. It’s a simple app.. One picture a day. Big. Beautiful. You get a 
description of the photo and a pro-tip on how the picture was composed or shot.” (Dougie, User 
experience professional, B55), while Leo, like many others, “usually tote[s his] iPad in a little bag 
that has room for Apple’s SD card adapter for transferring photos from a digital camera, although 
[he’s] just as likely to shoot photos with [his] iPhone and e-mail them to the iPad.” (Leo, Editor, 
B51).  

4.2.2. Content Creation and Authoring 

Content creation and authoring refers to use scenarios which entail the production of content or its 
editing through preinstalled or third-party applications. Moreover, as it will be shown, the user 
doesn’t necessarily need to access internet or upload the result of the activity online, but rather the 
entire interaction may take place offline. 

Since all of the participants to the study, aside being tablet users, are also bloggers, the most widely 
reported use was that of blogging. Some users discuss how their day-to-day blogging activities have 
been made possible through the use of technology enablers: 

Dennis: “This trip I had agreed to write a few longer blogposts and even that worked very well on the 



 

Efpraxia D. Zamani | Doctoral Thesis  70 

iPad. As you can see in the photo on top of this post I had brought a dock and a bluetooth 
keyboard to write those longer posts.” (Blogger, B5), 

while other highlight the merits of using the iPad for this particular job: 

Leo: “I quickly discovered yet another simple joy of using the iPad as a blogging/writing tool: Its 
utter predictability and simplicity.” (Editor, B51). 

Within the same vein, several users use the tablet for writing, as well: 

Emory: “But the process of writing works well. The only awkward thing that I have encountered so 
far is my desire to reach for a mouse in order to highlight some text.” (Science Fiction writer, 
B42). 

Not unexpectedly, many of them prefer better to embark upon this use scenario with the help of 
technology enablers to speed up their typing, as during their blogging activities, others sacrifice speed 
for portability: 

Maddy: “Writing and taking notes – is done via typing on a keyboard on the screen.  It’s slower than 
using a mouse and keyboard but on the plus side you don’t have to take them with you.” 
(Digital Strategist, B50). 

It was also found that, users use the tablet for annotating extant documents, such as PDFs: 

Bobby: “A great PDF viewer with the ability to annotate files in different files which works great for 
me to read research papers and leave my notes on them.” (PhD Candidate in Computer 
Studies, B21), 

for taking notes: 

Mike: “I’ve stopped taking notes on paper this week. I’m not throwing away paper just yet as I think it 
breeds a different creative freedom to digital interfaces, but the convenience of having meeting notes 
digitally and, if I’m honest, the brevity enforced by feeling very slightly restricted compared to writing 
on paper are both huge benefits” (Operations director, B36) 

and light document editing and writing 

Leo: “As for writing and editing, I usually use Apple’s own Pages when I’m creating a manuscript 
that someone is going to expect to get as a Word document (…). All I really need is a white 
screen and a word count.” (Editor, B51). 

Similarly to multimedia consumption, users appear capable and in position to also create and edit 
multimedia, such as music and short videos. For example, Windom uses the tablet for his movie 
editing activities: 

Windom: “One of the other things I do a fair bit of is movie editing. When I say that, it isn’t anything 
extensive, but simply pulling together various DSLR-shot clips together with a bit of audio.” 
(Independent design professional, B58). 

While Windom simply affixes pictures together, so as to create a movie, Sarah is able to edit the 
source video: 

Sarah: “Of course, if a photo is worth a thousand words, video is worth many times that. So here is a 
little clip I shot using an iPhone 4, and edited using the iMovie app for iPad.” (Fashion 
blogger, B57). 

Next, while several users report facing a difficulty in editing pictures and photographs: 

Garland: “Typing out an article or editorial, yes, but formatting it in WordPress, uploading images 
and video, actually getting it to a stage where it’s ready for public consumption? With the tools 
available today, that’s beyond it” (Executive editor, B11), 

most manage to find a way around the various difficulties and use it adequately for the said activities: 
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Leo: “When I started using the iPad as my primary device, for example, I thought that Photoshop 
would be simply irreplaceable. Then I discovered that I could do about 85% of the things I do 
with Photoshop by using several iPad apps together as an ad-hoc graphics suite” (Editor, 
B51). 

Finally, largely thanks to the available preinstalled applications, users are in position to also create 
their own sound clips and music: 

Leland: “GarageBand was never an application that I found necessary on my Macs, but I am enjoying 
it on the iPad and there is a lot of potential there to spend hours making some original 
creations.” (Naval architect, B26).  

Next, two more use scenarios surfaced within the content creation and authoring category, which were 
much less popular; those of drawing and designing and voice dictation. Drawing is carried out both on 
an amateur level: 

Chester: “my 14 year old daughter (the artist in the family) started playing with an Autodesk 
illustrator app I had downloaded.  Tap, tap, tap. "Dad, this is cool".  Tap, tap, tap.  "Look at 
this!"  My email is now filling up with her drawings.“ (Chief technology officer, B13), 

and on a professional one: 

Mike: “The only one of my apps which ever shows a hint of interface delay is Sketchbook Pro, but 
that’s only very occasional and to be fair I do throw some fairly heavy Photoshop-like tasks at 
it.“ (Mike, Operations director, B36). 

Voice dictation, on the other hand, is primarily somewhat restricted for work-related purposes: 

Donna: “The iPad quickly became my device of choice for email, agenda, web browsing, voice 
dictation - and the majority of my daily work tasks. (…) Let's say I'm using the Dragon 
Dictation app, for example. I talk, it records and transcribes. When I'm done, I copy the text, go 
back to the home screen, open another application, and paste in the text.” (Internet marketer, 
B37), 

and typically carried with third-party applications, as the built-in ones fail to correspond satisfactorily 
to users’ requirements: 

Dick: “I don’t trust the voice dictation though…Siri based, but it did translate my friends name into 
“Christmas Dinner.” True story folks!” (IT in the oil and gas industry, B53). 

4.2.3. Content Exchange 

Content exchange represents those activities that require the broadcast and the receipt of information 
from external sources, e.g., the internet and other IT artefacts. Therefore, as a category, it may be 
approached as the intersection of the two previous ones, i.e., content creation and authoring and 
content consumption. For example, e-mailing, assuming that the user only receives e-mails from 
others, could be considered as consumption; yet, this is unrealistic as the overwhelming majority if 
not everyone also sends out e-mails, which, according to this classification, would be considered as 
content creation. 

Within this group, three types of uses, in total, surfaced; e-mailing, sharing pictures and photographs, 
and social networking. With regards to e-mail, it seems that users consider this activity as rather easy 
to be carried out through the tablet: 

Jean: “Do you have trouble managing your inbox? I sure as hell do. The mail just piles up for months 
before I finally get around to deleting and filing. On Saturday night, I cleaned up about six 
months of @me.com email, using iPad. It was unfraking believable. Using my fingers, I blew 
through the work in about one-third the time of using keyboard and mouse. Bee-Jesus!” 
(Journalist, B52), 

and several of them have set up multiple accounts: 
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Harry: “I kept up with multiple accounts as easily as if I had been using my Macbook.” (Harry, HR 
professional, B16). 

Next, social networking is considered as a central activity for tablet users: 

Emory: “social networking is vital. It’s not just about keeping in touch with your friends, but like any 
other type of work, it’s about making connections, learning new things, and trying to improve 
your skills. (…) While I will check Facebook a couple of times a day, I am constantly aware of 
what is going on in the twitterverse. The Twitter app for the iPad is perfect for my needs in this 
respect.” (Science Fiction writer, B44), 

but it is viewed as comprising instant messaging services, as well: 

Blacky: “I can be chatting with Chad in Campfire via the great Sparks app” (Developer, B29). 

Finally, photo sharing takes place on a digital level through the preinstalled Photo application: 

Jacques: “Then, there’s the built-in Photos app which, even though it’s a bit limited (…), has proven 
itself as a great tool for sharing pictures with friends and family after a day out” (Strategy 
consultant, B23),  

and on a physical level, by actually passing the tablet from one to another: 

Ed: “we used it the other day to show my 80 year old mom my daughter's prom pictures, and it was 
great for passing around” (Professor of Management Science, B4). 

The three types of scenarios discussed in the previous sections are summarized in Table 5. 

Table 5. Use Scenarios 

Content consumption Contention creation & authoring Content exchange 

Books 
• (Audio)books 
• Digital recipe books 

Blogging (writing) e-mail 
• Multiple e-mail accounts 

Drawing –design 

e-reader 
• Blog reading 
• Magazines / newspapers 
• PDF documents 
• Preaching/praying 
• RSS feeds 

Writing 
• Annotations 
• Note taking 
• Light writing/editing 

Photo sharing 

Multimedia 
• Movies / TV shows 
• Music 
• Photos (consume) 
• Podcasts 
• Radio 
• YouTube 

Multimedia 
• Music production 
• Photo (editing - creating) 
• Video recording – editing 

Social networking 

Voice dictation 

Internet browsing 

4.2.4. Corroborating Use Scenarios with Market Reports 

Considering this study’s findings in relation to two different market reports, the first carried out in 
2011 (Table 6) and the second in 2013 (Table 7), it is interesting to see that all use scenarios are 
corroborated through the said quantitative studies. For example, Nielsen (2011b) reported in 2011 
that, among the most popular use scenarios were those of using the tablet while watching TV (70%), 
lying in bed (57%) or while socialising with others (44%). As shown from Table 6, all these types are 
present within this study, while indeed the said scenarios have been shown to be the most popular. 
Yet, commuting, i.e., using the iPad while travelling for going to work or work-related activities, or 
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for vacations and other personal reasons, has been identified as more prevalent in this study than in 
Nielsen’s report. It is telling that the vast majority of the study’s participants have used or still use the 
tablet as such, and less for doing errands or waiting for something. 

Similarly, as deriving from ComScore’s recent report, all activities and/or tasks are represented in the 
study (Table 7), further corroborating the study’s results for representativeness with regards to use 
scenarios. However, the relative popularity among the various types varies; for example, more users 
have been using the tablet for keeping up with news and for reading, while significantly less approach 
it as a gaming device or use it for accessing online shops. 

Table 6. Cross examination of situational use of tablets according to Nielsen report  

 Situational Use 
(Nielsen, 2011b) Representative quotes as found in the study 

Watching TV 70% “My wife asserted her rightful place in the hierarchy later that evening, 
and took it upstairs to the bedroom to relax while watching TV.  Tap, 
tap, tap.” (Chester, Chief technology officer, B13) 

Lying in bed 57% “Here is where it has replaced my laptop: (…) In bed - I love to read 
but most of what I enjoy reading is online content – thus I brought my 
laptop to bed a lot of nights. This, for you young techlyweds is not 
conducive to a harmonious marriage.” (Hank, Visiting Professor of 
Social Media & Strategy, B3). 

With friends/ 
family 

44% “when I go to my friends or family I take it with me. I always find a 
reason to use it. Whether it’s to show them a photo or a website or to 
look up how cheap you can get something on eBay.” (Harold, Social 
media specialist, B38) 

Waiting for 
something 

42% “I used it comfortably while sitting in the hotel lounge and restaurant 
waiting for meals and having drinks. It was easy to hold and a lot like 
reading a magazine or small book.” (Harry, HR professional, B16) 

In the 
bathroom 

25% “iPad is the ideal bathroom reader. You can choose from e-books, 
magazine apps or the Web --  even watch a TV show or (gasp!) movie if 
you need that long in there.” (Jean, Journalist, commentator, B52) 

Attending a 
meeting/ class 

24% “Using it in meetings is an interesting experience – it usually ends up 
with people spending more time talking about and looking at the IPad 
than the main subject of the meeting.“ (Ben, Chartered accountant, 
B32) 

Shopping/ 
running 
errands 

21% Grocery iQ is my one and only shopping list. (…) It does lots of other 
really useful stuff too, like scan barcodes on items to add to the list, 
associate items with stores, learn the location of items as you shop so 
your list goes in order if you walk the same way through the store” 
(Dougie, User experience professional, B55) 

Commuting 20% “At least 2-3 days per week I have a combination of commute and 
meetings that basically make the laptop useless. When I’m on the go, I 
rarely get the opportunity to sit down, plug in, and get enough work 
done to justify lugging around the laptop. I’m happy to have found a 
new device to lighten the bag for days where I’m on the go.” (Gordon, 
Venture Partner and CEO, B10) 

Other activities 35% e.g., project management: “With most of the most commonly used 
functions of MS Project, and the ability to read XML files exported 
from Project and other tools, it’s got the potential to change the way 
we present to and collaborate with our stakeholders.” (Andy, IT 
Project Manager, B14); 
sketching: “For sketches, I tend to use Paper. It is a simple and elegant 
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interface that allows me to make drawings of any kind.” (Emory, 
Science Fiction writer, B46); 
navigation: “Google maps and the locator feature of the iPad was 
invaluable in assisting me with finding my way around the streets and 
subway system of London. It was like having a personal tour guide” 
(Harry, HR professional, B16). 

 

Table 7. Cross examination of situational use of tablets according to comScore report 

 

Situational Use (3 
Month Avg. 

Ending Dec-2012) 
(comScore, 2013) 

Representative quotes as found in the study 

Accessed 
search 73.90% 

“How many times do Hubby and I Google something or pull up 
Fandango on our iPhones while sitting on the sofa in front of the TV? 
Um, too many to count. The iPad is a happy medium between running 
to your PC and Googling via the iPhone. It’s so much easier to do a 
quick Web search on the iPad.” (Sarah, fashion blogger, B57). 

Used e-mail 73.60% “Mail – Yup. I read lots of email on the iPad. I read it. I write it. I 
forward it. All that stuff.” (Dougie, User experience professional, B55) 

Accessed 
social 
networking 

67.50% 

“That fun was followed by an extended Facebook session (she's a big 
fan, I don't use it).  Tap, tap, tap.  This was lying on the couch with a 
tennis match on.  More smiles.” (Chester, Chief technology officer, 
B13) 

Played games 66.30% 
“I was shocked how the iPad channeled my inner gamer with SimCity 
HD, Plants vs. Zombies, Words with Friends and Angry Birds Rio.” 
(Dale, Business development, B2) 

Accessed 
weather 64.60% Truth be told, I actually use three different weather apps. What can I 

say? I’m a geek that way.  (Dougie, User experience professional, B55) 

Accessed news 58.80% 
“As you’d expect, it’s great for reading news, books, static web pages, 
emails, long PDFs, and business documents.” (Bernard, Chief editor, 
B20) 

Accessed 
photo/video 
sharing site 

51.50% 

“I watch things on YouTube. I view high resolution images. I stream 
music from Spotify sometimes” (Bob, IT professional, B61) 
“Guardian Eyewitness – This is a page one app just because it’s so 
damned beautiful. It’s a simple app.. One picture a day. Big. 
Beautiful. You get a description of the photo and a pro-tip on how the 
picture was composed or shot.” (Dougie, User experience professional, 
B55) 

Read books 51.20% 
“the iPad is a great eBook reader and, when reading in bed, disturbs 
sleeping partners far less than a reading light” (Jacques, Strategy 
consultant, B23) 

Watched video 50.90% 
“I also have Netflix, my Slingbox and SlingPlayer application, and 
Hulu+ to watch other video content on the go so there is no shortage of 
video content on the iPad 2.” (Leland, Naval architect, B26) 

Accessed retail 49.80% 

“I was walking through the house with the iPad in my left hand. I had 
pulled up a website and was heading to sit down, get comfy, and do 
some online shopping. I was shopping for a new TV stand by the way” 
(Donna, Internet marketer, B37) 
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Interestingly enough, another Nielsen report (2012a) highlights another aspect of tablet use, focusing 
on families with children. Specifically, the Nielsen Group has shown that 70% of children within 
tablet-owning households do use the family’s tablet either for gaming (77%) or for educational 
purposes (57%). Furthermore, families’ adults support that they allow their children to use the tablet 
for entertainment purposes, including watching movies and TV shows, and while travelling (55%), or 
while in restaurants (41%). Even though there are no children or teenagers within the study’s pool of 
users, some users have discussed using the tablet with their children, allowing them to use it on their 
own, or report of having witnessed similar scenarios. 

In more detail, Garland describes other people’s recounting on the subject matter: 

Garland: “Many have described it as a “coffee table tablet”, for instance, or described their children 
discovering how entertaining games can be and “borrowing” it for hours on end.” (Executive 
Editor, B11), 

Dennis highlights that both his daughters can use his iPad and that of his wife for gaming: 

Dennis: “Both our daughters have their favorite games installed on our iPads. Some of those are fun 
enough for everybody. We played a lot of Angry Birds and Faye(5) enjoyed it as much as 
Loïs(8).” (Blogger, B5), 

while Emory unveils another use; that of keeping his young son occupied while running errands or 
working: 

Emory: “And while I don’t play a whole lot of games on the iPad, I’ve found a surprising use for its 
entertainment capabilities–one that has already come in handy on a few occasions: letting my 
little boy play games on it. I’ve picked up a couple of games for young kids, as well as a few 
interactive book “apps” and he seems to really enjoy them. If I need 20 minutes to get 
something done and am at my wits end for keeping the Little Man entertained, I can put on a 
Thomas the Train interactive book and let him play with it for a while and he is perfectly 
content.” (Science Fiction Writer, B45). 

4.3. Summary 

As discussed thus far, the majority of tablet users, examined in this study, are primarily male, deriving 
from North America, holding upper level managerial positions, or working as freelancers. Admittedly, 
today, tablet users’ demographics are quite different. Yet, it needs to be stressed that the particular 
pool of users represents the intersection of tablet users and blog authors, who acquired an iPad before 
August 2012; in this light, the differences are less significant, since market reports, documenting 
initial market adoption of the tablet corroborate to some extent the sampling of the study.  

Next, as far as the situational use and the use scenarios are concerned, it can be argued that, on the 
one hand, the study’s findings are aligned to extant market reports, allowing for a greater confidence 
in their interpretation, while, on the other hand, they shed additional light into the various situational 
uses, by providing a more detailed account compared to traditional market reports. Most importantly 
however, the results disclose several of the particularities of user behaviour with the tablet, setting the 
context for studying users’ rationale, and, in addition, unveil new use scenarios, previously unnoticed 
or classified within the category of ‘other’.  

Concluding, and taken the results together, it needs to be highlighted that, while the professional 
background of authors could potentially suggest that the acquiring of the tablet would correlate 
strongly to primarily work-related tasks and activities, the study’s findings don’t support this. In more 
detail, one could argue that since users’ occupations range from CEO and IT specialists to journalists 
and filmmakers, purchasing the tablet would be most likely driven by utilitarian-related factors. 
Instead, as findings show, use scenarios and situational uses are quite diverse and include all possible 
uses of the tablet, without a single type being the dominant. Moreover, even though initial market 
reports and technology commentators had suggested that the tablet may be simply seen as a content 
consumption device, for browsing the internet or reading electronic material, such as books and 
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newspaper articles, what findings show is that users manage to find their way around any perceived 
shortcomings, and use the tablet equally well and extensively for content creation and content 
exchange. 
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5. Tracing Sensemaking with IT Artefacts 
As discussed, user experience is a dynamic, subjective phenomenon, bounded to the context within 
which the interaction takes place, as users develop it on their own, rather than engaging in ready-
made, designed experiences (Forlizzi & Ford, 2000; Wright et al., 2005a). As a result, in order to 
examine user experience, one needs to examine the mechanism through which individuals actively 
construct and comprehend their experiences. Therefore, the following sections aim at outlining user 
sensemaking and delineating the way users formulate their own experiences with technology and IT 
artefacts, so as to make accessible the various particularities that can help designers and researchers 
alike to focus on providing users with the essential features that play an important role towards 
positive and pleasurable experience. 

To this end, the thesis follows two different, yet interconnected pathways; first, in §5.1 an emphasis is 
placed in understanding the process through which users formulate and interpret their own, private 
experiences, based on the framework proposed by McCarthy and Wright (2004b). Then, in §5.2, 
drawing from Klein et al. (2006), the focus shifts, by acknowledging that even the most advanced 
information systems may fail user expectations and seeking to examine how problematic episodes 
may affect the overall user experience. 

5.1. Interpreting User Experience with the Tablet 

At this stage of the study, the study focuses on analysing experience from the perspective of the 
individual, by adopting the account of McCarthy and Wright, which approaches experience as a 
relational sensemaking process, unfolding within a sociocultural and spatiotemporal context 
(McCarthy & Wright, 2004b) that depends upon “a remembered past and an anticipated future” and 
which “is coloured by the stories that we tell others and also by their responses” (Swallow et al., 
2005). 

This approach to the experience is rather relevant and appropriate within the context of this thesis. To 
begin with, it allows the study of experience across a period of time, short or long, depending on the 
time distance between acquiring the IT artefact and writing the examined blogpost; it thus offers the 
opportunity for an analysis of an open phenomenon, which is subject to future reinterpretation, and 
thus to examine how the IT artefact itself may be appropriated and essentially acquire a distinct 
meaning for the user’s life and everyday routine. In addition, the examination of experience as a 
process through the felt life framework places particular attention to the cultural and spatiotemporal 
particularities of the interaction, and therefore, it essentially places at the forefront the discussion its 
quality and that of the experience, while acknowledging the relationship between the tasks and 
activities and the various places, as well as other people who may coexist with the user and colour or 
affect the interaction. Moreover, as Swallow et al. (2005) pinpoints, extant literature (Davis, 2003; 
Forlizzi & Ford, 2000) underlines our continuous engagement in experience, the importance of our 
expectations, how these may influence it, and how the way we may reflect or talk about it later on to 
ourselves or to others may further give rise to reinterpretation, re-evaluation and appropriation. It is 
thus shown that McCarthy’s and Wright’s (2004b) framework is particularly useful in examining and 
towards thinking about the various stages of the process of the experience. 

To this end, at this stage of the study, the analysis begun by determining recounts of interactions, 
instrumental, non-instrumental or even non-physical, within the authors’ blogposts. This technique 
allowed for capturing several aspects of users’ experience with technology, including narratives of 
actual, instrumental and physical interaction with the tablet, but also narratives with regards to users’ 
anticipation of acquiring the tablet, their expectations and hopes, and their contemplation post-
interaction, as they were reflecting on it, in relation to what they initially hoped to accomplish, how 
eventually the experience unfolded and, often times, in relation to prior experiences and those of their 
friends and relatives. During the first phase, open coding entailed the identification of users’ 
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expectations, actions, feelings of frustration or pleasure, incidents of recounting facets of the 
interaction or valuations of the experience to others, associations to past experiences or to previously 
owned IT artefacts, recognized possibilities and agents, ascriptions of meaning, and issues and 
problems faced and even solved. Next, this was followed by grouping codes together (selective 
coding), around the functions proposed by the framework of McCarthy and Wright (Table 2). In order 
to enrich the study’s findings, but most importantly, facilitate the discussion on experience with a 
‘new class of information systems’ such as tablets, coding continued following a largely based data-
driven method. As a result, after selective coding, and for example regarding the anticipating function, 
three types anticipation have been identified; anticipation building upon general expectations, upon 
utilitarian-based expectations and upon form-based expectations. This data-driven approach was 
considered as appropriate, because extant theory gives little guidance as to how the various functions 
could be either organized into more abstract or further sliced across more detailed concepts. It also 
helped in understanding in more detail how the various functions find themselves interlocked as the 
experience unfolds as well as their particular role within this process. Finally, quotes were further 
coded, in order to highlight how users make sense of the experience during the instrumental, non-
instrumental and non-physical interaction. At the end of the coding procedure, chains of evidence 
were placed into tables by grouping together representative quotes, highlighting sensemaking 
functions (Table 8, Table 9, Table 10, Table 11, Table 12, Table 13 and Table 14) and illustrating the 
various subcategories. 

5.1.1. Anticipating 

As users find themselves imagining their experience with the tablet, and occasionally visualise their 
interaction, findings illustrate that, in many instances they can predispose themselves much like as if 
their interactions have already taken place, and thus being in position to evaluate its outcomes: 

Ed: “I bought an iPad last week because I love my iPhone so much (…) and also because I figured 
that, since I was going to have a lot of time on hands recovering from my surgery, it would be 
fun to have a cool new to toy.  The rave reviews for it in the the New York Times and Wall 
Street Journal convinced me that it would be a great device for occupying my time, providing a 
handy way to read books, watch movies, read newspaper and magazine stories, casually surf 
the net, play some games and so on.  (…) So one of the first things I did after getting home from 
Cleveland was to buy an iPad.” (Professor of Management Science, B4) 

Albert: “for years I’ve wished I could make iPhone bigger when trying to answer emails and text 
messages, or when trying to read something. I’ve longed for a bigger solution for portable 
work and reading” (Minister, B8) 

Both Albert and Ed, drawing from their experience with the iPhone, make inferences about the 
interaction with the iPad, and assume that all iOS features will still be present (Ed) and form-related 
factors will be nicely translated into the larger format (Albert). In these instances, the authors 
experience positive feelings, as they both appear eager to either acquire the tablet or experience the 
actual, instrumental interaction with the tablet. However, there are few instances of authors reporting 
negative feelings, like Jacques:  

Jacques: “One of my original thoughts was that I’d find it the iPad too large to carry around.” 
(Strategy consultant, B23) 

In this case, when Jacques considers of acquiring or owning the device, he imagines about the 
physical part of his interaction with the IT artefact, and before even actually handling it, he foresees 
that the device’s form factor will most probably have a negative impact on his experience. In more 
detail, the tablet’s size, while being a positive factor for Albert’s decision making, it acts as a negative 
one in Jacques’ case and essentially for the particular author allows him to envisage the outcomes of 
his interaction. 

Overall, the findings do not suggest that there is a great proportion of authors reporting negative 
feelings at the phase of anticipating; there are nevertheless several who appear, to some extent, to be 
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confounded, sceptics or feel rather indifferent with regards to the IT artefact’s usefulness within the 
course of their everyday and its relative positioning within the range of their other computing devices: 

Leland: “Last year when the Apple iPad was announced many of us questioned the need for such a 
device and wondered how it could fit in between the smartphone and the computer.” (Naval 
architect, B26) 

Documenting positive, negative or fairly indifferent feeling states while anticipating one’s interaction 
with an IT artefact, was not unexpected, since previous studies have discussed analogous issues, 
within similar (e.g., Yogasara et al., 2012) or different contexts (e.g., Huron, 2006). Furthermore, 
anticipation of an experience always prepares the individual for it and for its subsequent phases 
(Glanznig, 2012) and affects the way it is eventually absorbed and one’s behaviour during it 
(Yogasara et al., 2012). What is important here, within the context of examining experiences with the 
tablet, is that, as the study illustrates, there are three general types of anticipating the tablet 
interaction; namely expectations which relate to the form of the tablet, expectations which are 
utilitarian-based, and general expectations, which relate mostly to a sense of ownership, typical desire 
and do not fit within any of the two previous categories. 

For example, as shown from Albert’s and Jacques’ cases earlier, the authors tend to begin their 
experience with the tablet by having some prior knowledge with another iOS device, e.g., iPhone, 
iTouch, which could extend to other devices, similar to the tablet. They thus draw comparisons 
between these devices regarding the overall size and weight, and how the impending interaction with 
the new IT artefact could possibly unfold. 

On the other end, when it comes to one’s anticipation that falls within the category of utilitarian-based 
expectations, it appears that the authors are more eager to validate the desired outcomes in relation to 
usefulness-related issues: 

Harriett: “While in Chicago, I made a short trek to the Apple Store. My mission was to try out an 
iPad, (…) to see if I could reliably use the touch screen with my shaky athetoid cerebral palsy. 
The reason for wanting an iPad is to use it as a communication device while I’m out and 
about.” (Accessibility advocate-consultant, B39) 

Harriett suffers from cerebral palsy and this affects significantly her muscle coordination and speech. 
While she is not a representative case of the pool of authors, her case shows quite illustrative how, at 
the phase of anticipating and before even having interacted with the tablet, prospective users begin 
wondering whether and to what extent this IT artefact could satisfy their needs and possibly improve 
their everyday routine. 

Both these categories, form-related and utilitarian-based expectations, may be considered as low 
level, as they tend to describe or be concerned with individual aspects of the device and/or the 
interaction, and recounts tend to provide at least some details about user goals. In contrast, the 
category of general expectations appears to provide rather abstract descriptions. Specifically, authors 
are rather concerned with the tablet as a whole and, in their accounts, portray mainly an overall 
anticipation of acquiring or using the device. As Franky explains, the arrival of the tablet was 
transformed into a joyful and official event, more or less like a ceremony, and his personal 
anticipation was transferred across all his family members: 

Franky: “iPad day! Apple emailed last Saturday to say that they had shipped the device and promised 
faithfully to deliver the Jesus Tablet by today, so entire household is on courier watch. At no 
stage is the house left unoccupied: there is always a courier sentry on watch. Neighbours 
ringing bell are astonished to find family converging on front door as if expecting visit from 
Obama.” (Academic, B60) 

In closing, it should be noted that these three categories are not strictly bound and users are not 
necessarily confined in just one of them; rather, they can equally experience one, two or all three of 
the categories. Ed, for instance, experiences both utilitarian-based and form-related expectations 
(Table 8). 
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5.1.2. Connecting  

As the authors come vis-à-vis with the tablet, they begin perceiving its design elements, the materials 
and their properties. In other words, as they encounter the IT artefact, the most important component 
is that which pertains to aesthetic aspects, which is understandable since at this stage, cognitive 
processing is only little or not at all involved, and whatever experience users have is most likely “a 
direct result of the perception or sensation of the aesthetics of the product” (Vermeeren et al., 2008). 

Indeed, from the study’s findings, during the phase of connecting, the authors tend to either apprehend 
the IT artefact’s aesthetic aspects, commenting on form-related matters, or discussing their general, 
immediate assessments and others’ interactions as they witness them handling the device. Hawk, for 
example, characterises it immediately as “[e]ye candy” (Hawk, Marketing & Business Development 
Executive, B9), and comments on others’ reactions when coming into contact with the tablet for the 
first time: 

 Hawk: “As happened throughout my trip (esp in Amsterdam where they are not for sale yet) people 
wanted to touch the iPad, talk to me about it, and were always surprised when I handed it to 
them to play with (you’d have thought I was handing them a Fabergé egg or a newborn by their 
reactions).” (Marketing & Business Development Executive, B9) 

In this occasion, Hawk, appraises how others, onlookers and passersby, experience their interaction 
with the tablet. He specifically notices their particular desire to touch the IT artefact and highlights 
their overprotection while handling it. Both instances derive from the device’s particular 
characteristics, which people are able to appreciate immediately and without giving any particular 
meaning to the overall experience, i.e., the workmanship, the quality of construction, as 
communicated through the material components, and which are all realised at the phase of connecting. 

Lawrence, on the other hand, is quite more specific in his narration, as he appraises the visual appeal 
of the IT artefact; he highlights the handfeel, the uniqueness of the material properties and texture, 
and evidently, for him, it is this distinctiveness of the aesthetic properties that sets apart the iPad, and 
the specific manufacturer from all other competitors:  

Lawrence: “I got a chance to play with a new iPad today. (…) As is always the case with Apple 
products, it felt nice to hold. It was firm, with an excellent tactile quality to it that absolutely 
every other company on the planet lacks.” (Designer, B35) 

However, such statements, while having an impact on one’s overall impression with regards to a 
computing device, or more generally to an interactive object, can only partly affect the subsequent 
stages of the interaction. In more detail, while connecting helps users to appreciate higher level 
attributes, such as visual appeal or craftsmanship, they don’t actually give any particular meaning to 
the portion of interaction that has already taken place, because instrumental interaction is just 
beginning, and therefore, users do not have enough information as far as other aspects of the 
computing device are concerned e.g., its usefulness and performance. 

The iPad, as an IT artefact, has been largely received by the mass consumer market as a beautifully 
designed product, and indeed, as the study’s findings show (Table 9), while encountering the tablet, 
the authors focus largely to its overall attractiveness and make form-related evaluations. 
Notwithstanding, the findings also show that, blogposts’ authors, through the function of connecting, 
were able to respond to their encounter with the IT artefact by making more general evaluations as 
well, and refer to its perceived functionality and usefulness: 

Chester: “My wife and kids summed it up in 30 seconds.  "Oh no, Dad bought another toy".  "Why do 
we need something else with a CPU in it?".  "What does it replace?".  And so on.” (Chief 
Technology Officer, B13) 

While Chester’s family started peering into the tablet, its members consciously or unconsciously, tried 
also to understand the nature and the role of the device; this led inadvertently in getting a sense of the 
possibilities for action and interaction with the tablet. 
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Furthermore, the function of connecting may equally help in “discerning the ‘immediate sense of a 
situation’” (O’Brien, 2011). This is especially illustrated through Dale’s case: 

Dale: “The magical aura surrounding my unboxing of the product was cut short when I pressed the 
power button for the very first time. As the screen began to glow for the very first time, I was 
quickly met with the “must connect to iTunes” screen- no cosmic intro video or helpful setup 
assistant here.” (Business development, B2) 

Dale was quite eager to acquire the tablet; his expectations had built up, essentially forming a 
“magical aura” and making the unpacking of the tablet a sort of ceremony. However, the idyllic 
experience was cut short when he pressed the power button and he was then faced with an instruction 
to connect the newly purchased device to iTunes, without any other direction or support. In other 
words, instead of further experiencing a sense of thrill, at the stage of connecting, Dale’s interaction 
with the tablet and due to the manufacturer’s choice of digitally tethering it to one of its other IT 
artefacts, transforms into a sense of tension and leads into what may be thought of as a halt. 

Table 9. Chains of Evidence – Making Sense of Experience (Connecting) 

General evaluations Form-related evaluations 
“My wife and kids summed it up in 30 seconds.  "Oh no, 
Dad bought another toy".  "Why do we need something else 
with a CPU in it?".  "What does it replace?".  And so on.” 
(Chester, Chief Technology Officer, B13) 
“The magical aura surrounding my unboxing of the product 
was cut short when I pressed the power button for the very 
first time. As the screen began to glow for the very first 
time, I was quickly met with the “must connect to iTunes” 
screen- no cosmic intro video or helpful setup assistant 
here.” (Dale, Business development, B2) 
“I got my hands on one, finally, a few weeks after the UK 
launch, in the Apple Store. I still didn’t get where it would 
fit in my life, but I knew I wanted one. It was so much fun; 
responsive. I wanted to begin some form of digital life, 
writing or photography, simply so I could own one of 
these.” (Dick, IT in the Oil and Gas industry, B53) 
“The first thing that struck me was that she was not 
surprised that there was no keyboard (although she later 
remarked "but you can't type on this thing, can you?"). She 
looked around for the on/off switch, and found the one 
button on the front of the iPad, so she switched it on. It took 
her a while to see that you had to 'slide to unlock', and just 
as she tried, the screen went black. She immediately clicked 
the home button again, and managed to unlock the iPad.” 
(Lucy/Murphy, Housewife/User Experience Consultant, 
B27) 
“So what are my first impressions of this technological 
super star? Well to begin with it was certainly worth the 
wait.” (Ben, Chartered accountant, B31) 

“Eye candy” (Hawk, Marketing & Business Development 
Executive, B9) 
“As happened throughout my trip (esp in Amsterdam where 
they are not for sale yet) people wanted to touch the iPad, 
talk to me about it, and were always surprised when I 
handed it to them to play with (you’d have thought I was 
handing them a Fabergé egg or a newborn by their 
reactions).” (Hawk, Marketing & Business Development 
Executive, B9) 
“I got a chance to play with a new iPad today. (…) As is 
always the case with Apple products, it felt nice to hold. It 
was firm, with an excellent tactile quality to it that 
absolutely every other company on the planet lacks.” 
(Lawrence, Designer, B35) 
“Whilst not as radical a “shift change” as felt evident 
moving to the iPhone retina display from a non-retina, the 
screen on the new iPad is indeed beautiful and has 
genuinely drawn a few “wows” from onlookers.” (Mike, 
Operations director, B36) 
“It is amazingly thin and feels very natural in my hand. It is 
noticeably lighter and the performance difference is 
significant.” (James, Chief technology officer, B15) 
“The unit feels solid, with quality construction you would 
expect.” (Dwayne, Technology entrepreneur, B54) 
“To breakfast with my son and his family at their home on 
the other side of town. Seven year old sees the iPad and 
exclaims “it’s a big iPhone!” Smart lad: will go far.” 
(Franky. Academic, B60) 
“Now let's rewind to a sweeter space in time, when I first 
unboxed the shiny new iPad and started using it...” 
(Donna, Internet Marketer, B37) 

 

What has been described thus far, i.e., the functions of anticipating and connecting, as deriving from 
the study’s findings, are more related to the non-physical level of interaction, the non-instrumental 
and the initial stages of the instrumental, and before authors are in position to cognitively process the 
tablet’s functionality, responsiveness and other, utilitarian-based characteristics. Essentially, they 
refer to aspects of the interaction which the authors fantasise about or imagine (non-physical 
interaction) and those features which they perceive in the first instance, while handling it for the first 
few moments and examining its visual appearance (non-instrumental interaction), without 
nevertheless actually being able to make informed judgements about its operation (instrumental 
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interaction). In this sense, and following the rationale by Kort et al. (2007), connecting, as a 
sensemaking function, is unique within the entire process of making sense of experience, as users 
have only one chance to experience the tablet for the very first time. Anticipating, on the other hand, 
is somewhat more complex; even though the anticipation of interacting with the tablet and the 
eagerness for the experience to come may be seen similarly as unique, users may experience other 
forms anticipation again and again, while discovering new aspects of the device, while moving from 
one interaction level on to the next, and while awaiting to repeat the experience again, possibly within 
a different spatiotemporal and/or sociocultural context or even with the knowledge. Similarly to 
anticipating and contrary to connecting, and as it will be shown through the next subsections, 
reflecting, appropriating and recounting, as functions, may be repeated over and over again with the 
process of sensemaking process. 

5.1.3. Interpreting 

While the actual, instrumental interaction begins to unfold, users start immersing themselves into the 
experience by concentrating on the details of their encounter with the IT artefact. They therefore 
begin to interpret what takes place and relate it to their expectations, their initial goals, their past 
experiences and try to understand the offered possibilities for action and to decipher what can perhaps 
happen next. Within this context, they also work out how they feel about their interaction (McCarthy 
& Wright, 2004b). 

The analysis of the empirical material (Table 10) shows that, when tablet users attempt to discern the 
narrative structure of their interaction with this IT artefact, they pinpoint agents and action 
possibilities which pertain both to its form and to its performance and functionality. In turn, their 
evaluations, naturally, are both positive and negative, depending on their initial goals and 
expectations, and assumptions about how these may be satisfied or not. 

Examining first the utilitarian-based evaluations, an analysis into Donna’s narrating can help into 
understanding her initial expectations for the iPad, and how these were altered based on here 
interaction so as to align with what the tablet could provide her with: 

Donna: “The one thing I thought would be a negative in the beginning, turned out to be a positive. I'm 
referring to the iPad's lack of ability to multi-task. When you're doing email, you're doing email 
full screen. You have to go back to the home screen, and touch another icon to switch to a 
different program or application. (…) Once you get used it that, you realize how efficient you 
are with the lack of distraction.” (Internet Marketer, B37) 

Donna initially expected that the lack of multitasking would limit her interaction and hinder her 
overall performance. However, this missing feature acts as an agent, who essentially constrains her 
attention within the context of the chosen primary task. Even though it minimises the possibilities for 
action, i.e., switching between different applications, Donna does not consider it to limit her but rather 
as a mean which facilitates her to remain focused, making her in turn more efficient, thus making her 
feel satisfied with the IT artefact. 

Harriett, on the other hand, interprets the interaction from an entirely different perspective. Since her 
initial expectations entailed the use of the tablet as a communicator between herself and others, 
whatever evaluations would naturally involve primarily the available possibilities for communication. 
Therefore, while discerning the narrative structure of her interaction, she identifies the keyboard as 
the most important agent, as it opens up to her new possibilities for action, i.e., communicating via 
typing and/or vocalising words, which were unanticipated: 

Harriett: “But, the keyboard proved the most useful. When I’m communicating with people, they 
typically get stuck on a word or two. With the onscreen keyboard, I can type out the words – 
like I did with the low-tech alphabet card but remembering what I had pointed to was tricky for 
some people. With the iPad, they can read what I had typed – or I can have it “speak” the 
words” (Accessibility advocate-consultant, B39) 
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Nevertheless, as the authors begun identifying the agents within the interaction, seeking to discern its 
narrative structure, in several occasions this led in them feeling frustrated and unease, interpreting 
negatively the unfolding experience at that particular time. For example, when Franky came across 
the need to install an application for writing purposes, he wrote:  

Franky: “But I need a tool for writing with. “No problem”, I think, “I’ll just download 
TextWrangler“. (…) And then I suddenly remember: this iPad isn’t a ‘proper’ computer in the 
sense of being a generative machine. I can’t install any software on it other than ‘Apps’ that 
are approved by Apple and supplied via the iTunes store. (…) I’m brought up sharply against 
the realisation that I’m using a tethered device: it may not be plugged into the wall, but a long, 
controlling string stretches all the way from Cupertino (where Apple’s corporate HQ is 
located) to my living room. And there’s bugger all I can do about it.” (Franky, Academic, B60) 

As Franky wished to use the tablet as a writing device as well, he attempted to download and install a 
third-party application, and, as he explains, his application of choice was not being distributed, at least 
at the time, through the official application store. In other words, the business model acted for his 
situation as the agent who limited excessively his ability to download non-authorised applications, 
leaving him in turn frustrated and, to some extent, feeling being controlled.  

Another form of interpreting derives from Garland’s recounting. Garland’s experience of sharing his 
tablet with others has led him feeling continuously insecure about his personal privacy and he 
highlights the lack of multiple user accounts and the inability to restrict one’s access to specific 
applications: 

Garland: “Problem is, with no user account functionality and no way to individually lock-down 
access to specific applications, I’ve found myself hovering around people to make sure they 
don’t start digging through my email, say, or sending out tweets under my name from 
Twitterrific. If your iPad is a device the whole family can use, are you happy leaving your 
email signed in?” (Executive editor, B11) 

The difference in this case from the previous examples is that rather than changing his expectations in 
some way so as to align them with what takes place during interaction in the new situation (c.f. 
Donna), or find new possibilities (c.f., Harriett), Garland considers the impact of the possible actions, 
allowed by the agents (or lack there of) of the interaction; more specifically, in the first two occasions, 
the impact of actions and expectations is positive within the context of users’ experiences, while in 
the third case, that of Garland, is negative. 

Next, examining the form-related assessments, these follow the same pattern of formulation, as users 
find themselves interpreting their interaction by focusing specifically on design-related aspects and 
the IT artefact’s constituting elements. Bernard, while discussing his experience with the tablet, and 
within the context of a past business trip, he highlights how the overall size of the tablet, together with 
the device’s responsiveness, acted as an agent towards transforming his meeting into a liberating 
activity: 

Bernard: “And, the fact that it’s instant-on and you can flip the screen around to show a colleague a 
web page, a chart, or a document just like you would a piece of paper gives the iPad a much 
more natural feel and a huge advantage over a traditional laptop for those business 
professionals who spend a lot of time in meetings. (…) On a business trip a couple months ago 
where I spent a few days hopping from meeting to meeting (the way business executives spend 
nearly every day), I left my laptop in the hotel room and only carried the iPad. It was ultra-
convenient to just flip out the iPad to compare calendars for follow-up meetings, show off a few 
charts, and co-surf a few web sites without having to whip out a laptop or fire up a projector. It 
was also liberating to walk in without a laptop bag slung over my shoulder.” (Editor in Chief, 
B20) 

In this example, Bernard identifies the flat, slate-like form, the overall small size and its light weight 
as the agents which make possible the easy manipulation of the IT artefact and allow its passing 
around among a group of people. These action possibilities in turn, make him feel that his interaction 
with the tablet is more natural compared to when he is interacting with a typical laptop. Furthermore, 
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the same action possibilities, as allowed through the aforementioned agents, make him feel more 
emancipated and liberated.  

At the same time, the findings show that, the same form-factor and design features may act as agents 
that restrict action possibilities and thus lead users into disappointment, frustration and even 
accidents. Ed, who had acquired the tablet so as to spend his recovery days in bed and because he was 
largely satisfied by his iPhone and iTouch previous experience (“I bought an iPad last week because I 
love my iPhone so much”, and c.f. §5.1.1), feels that the tablet is awkward to handle and heavy and 
that it limits excessively his comfort. Furthermore, for him, the screen’s material properties, which 
cause the screen’s glare, is an additional agent, which hinders the unobtrusive viewing of his favourite 
movie while in bed:  

Ed: “I struggled to get in the right position where I could see it perfectly without glare and get in 
position where I did not have to hold the surprisingly heavy thing up in the air in the perfect 
position.  After carefully piling up pillows on my lap, and adjusting them, I got it just right, 
until I got up to got to the bathroom, and readjustment took another 5 minutes.” (Professor of 
Management Science, B4) 

In a more extreme case, Donna, while holding the device she was faced with an unpleasant surprise as 
the tablet slipped through her fingers and its screen shattered: 

Donna: “While it's slick feel is part of the "cool factor" with the iPad, I see it as a definite design 
flaw. That along with the way that it's weighted. (…) I was walking through the house with the 
iPad in my left hand. (…) I had the usual 5-finger grip on my beautiful iPad, but when I 
rounded the corner it slid right off my hand like I was holding a wet eel with baby oil on my 
palm. It did a flip mid-air, landed on it's glass face, and shattered - with tiny shards of glass 
flying everywhere. (…) So they've designed a slippery product that tends to fall flat on it's face, 
and shatter on impact.” (Internet Marketer, B37) 

While she reflects on her physical interaction with the iPad, she tries to discern the particulars and 
pinpoints the agents who facilitated this mishap; in more detail, she suggests that, while the material 
properties add to the tablet’s attractiveness and stylishness, they also act toward making the surface 
rather slippery, thus causing accidents. Obviously, this was something unfortunate, and Donna argues 
that it was a design flaw, which made her physical interaction unpredictable.  
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5.1.4. Reflecting 

As the authors find themselves at the stage of reflecting on their interaction with the tablet, while the 
interaction unfolds or even beyond its strict, instrumental and physical confines (Wright et al., 2008), 
they pinpoint the hindrances and the obstacles, which hinder their interaction. In such occasions, there 
are two different pathways; the authors manage to either identify why these obstacles cannot be 
tackled with or, in the event that they succeeded in overcoming them, the ways through which they 
managed to do so (Table 11). For the first scenario, that of obstacle identification, or in other words, the 
reflection on hindrances and the reasons for which these could not be solved, the most illustrative 
example is that of Hawk’s case. In more detail, Hawk, through a form of an inner dialogue, detects the 
origin of his problems and why he could not tackled them:  

Hawk: “There are a few reason why (at present) trying to blog from the iPad isn’t a good idea. (…) I 
still haven’t rearched what I would consider an acceptable typing speed using the on-screen 
keyboard. One reason for this is that Apple’s autocorrect on the iPad is way too sensitive (…). 
I’ve found that I have to constantly go back and retype gibberish that the iPad throws up on 
screen, and that is a major time waster. (…) The other major reason that blogging on the iPad 
is hard is because of picture resizing and uploading. Nevermind that there isn’t a camera, there 
isn’t a file system to download pictures off the Internet that could be used to resize. Also, while 
there are a few image apps out there for the iPad, none that I’ve tried work all that well (…)” 
(Marketing & Business Development Executive, B9) 

As Hawk reflects on his experience, he reveals that his goal was to use the tablet as a blogging tool. 
While reflecting on his experience after it has run its course, he considers that he was unsuccessful in 
fulfilling this goal and while judging his interaction, he suggests that the reasons for his difficulties 
are largely due to the virtual, on-screen keyboard and the lack of a directory structure and an effective 
picture management application. He argues that the first causes him to type at a lower pace, and that 
the oversensitive autocorrect function further exacerbates this, as it requires him to constantly correct 
various mistakes. The second, he maintains, prohibits him from using images for his blogposts in a 
satisfying manner.  

Through a similar inner dialogue, the authors may be in position to indeed identify the obstacles they 
faced while interacting with the tablet, and the ways through which they managed to overcome them, 
essentially fulfilling their predefined goals. Phillip aimed at using the tablet as a “portable reference 
library”, as he suggests; therefore, his goal entailed that he should be able to store and view files, at 
least PDFs. Soon after he begun interacting with the tablet, he initiated an inner dialogue by 
wondering “how the heck [could he] store a PDF file on [the tablet] to view later], and realized that 
this was not entirely possible. While he tried to make a progress within the context of this specific 
experience, he tried to find a third-party application, which could bridge the gap between his preset 
goal and the newly emergent situation; as soon as he solved the problem he was faced with, this inner 
recounting allowed him to reflect on the entire experience and retrospectively evaluate with 
satisfaction the process of solving the issue and essentially reaching his objective:  

Phillip: “As I think about what the first things that came to my mind when using the iPad the most 
common thought was “how the heck do you store a PDF file on it to view later?” (…) 3 days 
after I bought the iPad I noticed that one of the top paid apps (…) was called GoodReader. It 
was cheap (99 cents) and from reading about it I thought it might meet my needs. And it does! 
That app allows me to have directories, and load files for viewing (I wanted a portable 
reference library, so view only is ok) in a full screen view.” (Unidentified, B17) 

Beyond reflecting on problems and how these were solved, tablet users may equally reflect on their 
overall experience with the tablet, evaluate it and discuss about their feelings as formed during their 
interaction. As Glanznig notes, this part of the function can also help towards “meaningfully 
recount[ing] the experience to others later on” (Glanznig, 2012). Within this context, tablet users 
reflect on both feelings of pleasure and frustration, as part of their experience with the tablet while the 
latter still unfolds or beyond the end of interaction (Table 12).  
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Ed, for example, while he interprets his experience and the narrative structure of his tablet interaction 
(c.f. §5.1.3 and Table 10), he also makes a judgement about it and suggests that he is not as enthusiastic 
about the IT artefact as when he originally bought it because, for him, it is uncomfortable to use and 
makes him feel annoyed: 

Ed: “Why am I so lukewarm about the iPad after a week?  In short, the combination of the 
surprisingly heavy weight and the glare on the screen make using it for any length of time a 
constant battle for comfort -- the result is a surprisingly bad user experience despite all the 
hype to the contrary. (…) I am annoyed and uncomfortable whenever I use the thing for more 
than 5 or 10 minutes. Claims that it is a laptop killer strike me as dead wrong.  The software is 
great but using the thing sucks in many ways.” (Professor of Management Science, B4 

Similarly, when Harry interprets his interaction with the tablet, he examines in detail how the 
experience unfolds by relating it to his needs and objectives, i.e., blogging and preparing entries for 
the various forums he visits, and to his profile (“I'm not a hard core user who wants to try to have the 
iPad replace my laptop”); this automatically leads him in reflecting on the inability to multitask, since 
opening multiple, active applications is not possible, and he states that the fast switching between the 
various applications, which occasionally may seem as a substitute for multitasking, is not effective 
enough, leaving him disappointed and make him frustrated: 

Harry: “If you need to have several applications or windows open at the same time for more intense 
work, the iPad becomes less ideal. I'm not a hard core user who wants to try to have the iPad 
replace my laptop, but sometimes when I'm trying to post blog or forum entries, it helps to be 
able to multi-task via multiple windows. The iPad is fast and switching between applications 
seems to effectively mimic multi-tasking but not all programs return to the place where you left 
off once reopened and this was a bit frustrating on a few occasions.” (HR Professional, B16) 

Nevertheless, the majority of authors appears to evaluate their experience quite positively and reflect 
on it with feelings of pleasure and satisfaction. Even Ed, who, as described above, feels constant 
discomfort when using the tablet “for more than 5 or 10 minutes”, develops a positive stance towards 
the IT artefact when focusing his evaluation on different aspects of the interaction. Specifically, when 
he reflects on it beyond the immediate experience and considers it within the context of other 
experiences (Thayer & Dugan, 2009) and by comparing it with previous ones (Vermeeren et al., 
2008), i.e., when sharing the computing device with others for checking pictures, passing it around, 
co-surfing the internet and so forth, he suggests that he loves it as it provides a “wonderful (…) 
browsing experience” for even senior people: 

Ed: “The iPhone navigation is also fantastic in the larger format. And the iPad provides wonderful 
opportunities for "social" internet surfing. Rather than huddling around a monitor or passing 
back and forth that tiny iPhone, the iPad is wonderful for sharing the Internet with others -- we 
used it the other day to show my 80 year old mom my daughter's prom pictures, and it was 
great for passing around, as the screen is dazzling and it is perfect for people to hold for short 
periods.  So for easy access and instant access to the web, social surfing, and that wonderful 
iPhone browsing experience made even more wonderful, I love it.” (Professor of Management 
Science, B4) 

Similarly, Ben reflects on his experience with the iPad by extending it so as to consider it within the 
context of his iPhone experience as well. Through this comparison, he considers that the period he 
had to wait to acquire it was well worth it and that his anticipation was justifiable, since, in retrospect, 
the experience he is provided with in ineffable:  

Ben: “I have at last received my new Ipad and I make no apologies for being very excited. (…) So 
what are my first impressions of this technological super star? Well to begin with it was 
certainly worth the wait. Anyone who has an Iphone will appreciate the superb design and 
tactile experience it provides (as well as being able to make a phone call – which is almost 
secondary). Imagine, if you will, that canvas multiplied 6 times and you begin to get the Ipad.” 
(chartered accountant, B31) 
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3 “turning it on and off again” is a reference to Channel 4’s ‘The IT Crowd’ TV series. Roy, a technician who works at a 

company’s IT support department, feels irritated by the company’s dismissive attitude towards the IT department, and 
adopts in turn a dismissive attitude himself by responding to each and every telephone call by saying “Hello IT. Have you 
tried turning it on and off again?” 
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As it becomes evident from the study’s findings thus far, reflecting may happen concurrently with or 
immediately after interpreting. As users still interact with the IT artifact and the experience unfolds, 
they attempt to describe the structure of the experience and understand what is happening, what may 
happen next or why certain things are not possible to happen. At the same time, it is inevitable that in 
certain situations users will verbalize their evaluations of what is happening through a form of inner 
dialogue or recounting as previously discussed and reflect on how action possibilities or restrictions 
make them feel about their immediate experience. This is especially manifested through Bernard’s 
case, who, as previously discussed, identifies the agents which make possible the easy handling of the 
device (c.f. §5.1.3 and Table 10). In addition, as he reflects on one of his past business trips, he 
highlights how these same agents allowed him to feel liberated from an otherwise heavyweight 
laptop, thus making the overall experience a pleasurable one (Table 12).  

Therefore, and as McCarthy and Wright (2004b) describe, sensemaking functions are not always 
clearly distinct from each other nor do they follow a serial progression, but they may as well take 
place simultaneously. 

5.1.5. Appropriating 

Appropriating is perhaps the function with the greatest importance within the context of making sense 
of experience with technology, as “[i]t is not just a response to bad design, [but also] involved in 
appropriating a new artefact into one’s life” (Wright et al., 2005a), in “changing the activity to 
accommodate it” and giving meaning to it (Wright & McCarthy, 2005). 

In this sense, and as the analysis of the empirical material shows (Table 13), there are several authors 
who have found ways to fit the tablet within their everyday and by relating it to their previous 
experiences; nevertheless, as it turns out, the tablet experience is not one which all authors identified 
with, as it did not relate with their personal values and priorities. 

Through Garland’s case specifically, one can see how he compares previous experiences with other 
computing devices with his tablet experience, and in turn, how he changed his sense of self and his 
everyday routine: 

Garland: “I didn’t intend to get an iPad. (…) it just didn’t seem like the device for me. (…) Since it 
arrived, around two weeks ago, I’ve gone through marvelling at the industrial design, puzzling 
over how to fit it into my daily routine, and finally – perhaps grudgingly – recognising its 
strengths (and, of course, its weaknesses). (…) I’ve been finding I much prefer to save longer 
articles to a “to read” notebook in Evernote on my laptop and then read them at leisure on the 
iPad later on. The 3.7-inch screen on my Nexus One feels awfully pokey now, and triaging 
email (…) is something I’m finding faster and easier on the iPad. It’s a device that’s 
encouraging me to have more downtime, reading longer articles rather than hopping 
frenetically from topic to topic. (…) Still, it has already carved itself a niche in my day: I spend 
less time poking at my phone and less time out of work hours sat at my laptop.” (Executive 
editor, B11) 

In more detail, he stresses that when the iPad first became available in the market, he had no intention 
of getting one, because he did not identify with the particular device. Even when he did get the iPad, 
he found himself a little bit confused as to how he could fit it into his routine; eventually however, as 
Garland had the opportunity to recognise some of the tablet’s strengths, the iPad “carved itself a niche 
in [his] day”. Essentially, during the period he had to familiarise himself with the tablet, he begun 
preferring it over his laptop or his smartphone for extended reading and for prioritising e-mails, while 
he finds that he has more time to relax. In short, the experience of using the tablet has opened for 
Garland new possibilities of interacting IT, as he is now in position to spend more hours away from 
his work computing device and spend his reading time by interacting with a more relaxing IT artefact. 

Within a different sociocultural context of use, Jerry uses his tablet for praying: 
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Jerry: “1. read my bible on my iPad (…) 2. read an e-devotional (…) 3. journal on my iPad (…) 4. 
pray through my prayer list (…) While not feeling rushed, having these tools all in one place 
has saved time that I can now devote to the actual spiritual exercise (…) At first it seemed too 
'tech-y,' but the more I use this system, the more I'm finding this tool to be an invaluable help in 
my walk with Christ.” (Pastor, B47), 

for preparing and delivering sermons to his congregation (“You look really cool, especially when the 
house and stage lights are off...it casts a holy glow on your face :)” (B48), and as he points out: 

Jerry: “When I use my iPad, I feel very, very hip. As a 55-year-old, I need everything I can to be cool. 
Right now, I am the coolest person on our church staff, until the other guys get their iPads.” 
(Pastor, B49) 

Even though Jerry reports being an avid technology user, and, specifically, an Apple enthusiast (“I'm 
convinced God gave me a 'Geek' gene. (…) I'm also among an elite 50,000 who bought the very first 
Macintosh in 1984. I sold a life insurance policy and used the cash value to pay for it. Since then I've 
owned over 20 different Macs and I now sport a brand new MacBook Air.”, B48), when it came to the 
iPad, he initially felt that perhaps the tablet was a little bit “too tech-y’” for him. As time progressed, 
however, and as he begun using it more and more, familiarizing himself with what the tablet had to 
offer, he found out the various applications which could support him in his profession and his spiritual 
life and, ultimately managed to dramatically shrink the time allocated for preparing prayer lists and 
sermons, resulting in turn with more time for “the actual spiritual exercise”. In other words, what 
seemed to be too tech-y’” at first, got appropriated within the pastor’s “habitual practices” (Hsiao, 
Wu, & Hou, 2008). Furthermore, as the IT artefact allows him to enact the practice of preaching while 
remaining current with modern technologies and trends, the tablet experience makes him feel more 
confident. 

Nevertheless, as it has been noted before, in more than one occasions, the authors appear as unable to 
identify themselves with the experience of the tablet, thus appropriation is not possible. For William, 
among the greatest issues with the iPad tablet is that of the closest ecosystem: 

William: “Some might say that this is not a problem for most people, but imposing proprietary 
solutions on students which would make them pay money for a Windows license or a Mac 
would be in my opinion unethical. Imagine if your university would mandate Ipads, it would 
essentially make you pay for Windows or Mac at home, but it would not pay for your indirect 
home expenses.” (IT specialist, B33) 

As William finds himself within a higher education institution, he is particularly sensitive to issues 
pertaining to students, education and the various learning tools. This significantly colours his 
evaluation of the overall experience and considers that it would not be morally right should a 
university “[impose] proprietary solutions on students” or “mandate Ipads”, since this would 
effectively require that students pay some amount for having a Mac at home. This is especially 
problematic for him, since, as a Linux user (“The second problem I faced was that I use Linux”), he is 
most probably accustomed to using free and open source software4, whereas iOS is particularly 
‘closed’ as it does not allow the installation of non-authorised applications, while, its first generations 
dictated that it was set up through iTunes. In this line of thought, the two concepts are irreconcilable 
and William cannot relate the experience of the iPad with his personal sense of self. 

                                                        
4 The Linux OS, as an open source operating system, is free to use in the majority of its distributions. To date, there are only 

few ‘premium’ versions, which are not free (e.g., Red Hat, Oracle Enterprise), but typically these are used within corporate 
environments (http://www.linux.org/threads/is-linux-free.2909/, accessed on 13/02/2014). 



  

Efpraxia D. Zamani | Doctoral Thesis  94 

 T
ab

le
 1

3.
 C

ha
in

s o
f E

vi
de

nc
e 

– 
M

ak
in

g 
Se

ns
e 

of
 E

xp
er

ie
nc

e 
(A

pp
ro

pr
ia

tin
g)

 
 

Fi
t w

ith
 o

th
er

 e
xp

er
ie

nc
es

 a
nd

 li
fe

 

“I
 d

id
n’

t i
nt

en
d 

to
 g

et
 a

n 
iP

ad
. (

…
) i

t j
us

t d
id

n’
t s

ee
m

 li
ke

 th
e 

de
vi

ce
 fo

r m
e.

 (…
) S

in
ce

 it
 

ar
riv

ed
, a

ro
un

d 
tw

o 
w

ee
ks

 a
go

, I
’v

e 
go

ne
 th

ro
ug

h 
m

ar
ve

lli
ng

 a
t t

he
 in

du
st

ria
l d

es
ig

n,
 

pu
zz

lin
g 

ov
er

 h
ow

 to
 fi

t i
t i

nt
o 

m
y 

da
ily

 ro
ut

in
e,

 a
nd

 fi
na

lly
 –

 p
er

ha
ps

 g
ru

dg
in

gl
y 

– 
re

co
gn

is
in

g 
its

 st
re

ng
th

s (
an

d,
 o

f c
ou

rs
e,

 it
s w

ea
kn

es
se

s)
. (

…
) I

’v
e 

be
en

 fi
nd

in
g 

I m
uc

h 
pr

ef
er

 to
 sa

ve
 lo

ng
er

 a
rti

cl
es

 to
 a

 “
to

 re
ad

” 
no

te
bo

ok
 in

 E
ve

rn
ot

e 
on

 m
y 

la
pt

op
 a

nd
 th

en
 

re
ad

 th
em

 a
t l

ei
su

re
 o

n 
th

e 
iP

ad
 la

te
r o

n.
 T

he
 3

.7
-in

ch
 sc

re
en

 o
n 

m
y 

N
ex

us
 O

ne
 fe

el
s 

aw
fu

lly
 p

ok
ey

 n
ow

, a
nd

 tr
ia

gi
ng

 e
m

ai
l (

…
) i

s s
om

et
hi

ng
 I’

m
 fi

nd
in

g 
fa

st
er

 a
nd

 e
as

ie
r o

n 
th

e 
iP

ad
. I

t’s
 a

 d
ev

ic
e 

th
at

’s
 e

nc
ou

ra
gi

ng
 m

e 
to

 h
av

e 
m

or
e 

do
w

nt
im

e,
 re

ad
in

g 
lo

ng
er

 
ar

tic
le

s r
at

he
r t

ha
n 

ho
pp

in
g 

fr
en

et
ic

al
ly

 fr
om

 to
pi

c 
to

 to
pi

c.
 (…

) S
til

l, 
it 

ha
s a

lre
ad

y 
ca

rv
ed

 it
se

lf 
a 

ni
ch

e 
in

 m
y 

da
y:

 I 
sp

en
d 

le
ss

 ti
m

e 
po

ki
ng

 a
t m

y 
ph

on
e 

an
d 

le
ss

 ti
m

e 
ou

t o
f 

w
or

k 
ho

ur
s s

at
 a

t m
y 

la
pt

op
.”

 (G
ar

la
nd

, E
xe

cu
tiv

e 
ed

ito
r, 

B
11

) 
“O

nc
e 

yo
u 

ge
t u

se
d 

it 
th

at
, y

ou
 re

al
iz

e 
ho

w
 e

ff
ic

ie
nt

 y
ou

 a
re

 w
ith

 th
e 

la
ck

 o
f d

is
tra

ct
io

n.
 

N
o 

to
ol

ba
rs

, n
o 

st
ar

t m
en

u,
 n

o 
no

th
in

g 
bu

t t
he

 a
ct

ua
l p

ro
gr

am
 y

ou
're

 w
or

ki
ng

 w
ith

in
. I

 
fo

un
d 

it 
ve

ry
 e

ff
ic

ie
nt

 - 
es

pe
ci

al
ly

 c
om

pa
re

d 
to

 m
y 

us
ua

l s
et

up
 o

f w
or

ki
ng

 a
cr

os
s m

ul
tip

le
 

sc
re

en
s a

nd
 sy

st
em

s h
er

e 
at

 m
y 

de
sk

” 
(D

on
na

, I
nt

er
ne

t M
ar

ke
te

r, 
B

37
) 

“E
ve

r s
in

ce
 I 

bo
ug

ht
 it

, i
t h

as
 b

ee
n 

gl
ue

d 
to

 m
y 

hi
p.

 I 
ta

ke
 it

 a
lm

os
t e

ve
ry

w
he

re
 w

ith
 m

e.
 

W
he

n 
I a

m
 si

tti
ng

 th
er

e 
w

at
ch

in
g 

th
e 

tv
 I’

ll 
be

 p
la

yi
ng

 a
bo

ut
 d

oi
ng

 so
m

et
hi

ng
, w

he
n 

I g
o 

to
 m

y 
fr

ie
nd

s o
r f

am
ily

 I 
ta

ke
 it

 w
ith

 m
e.

 I 
al

w
ay

s f
in

d 
a 

re
as

on
 to

 u
se

 it
. W

he
th

er
 it

’s
 to

 
sh

ow
 th

em
 a

 p
ho

to
 o

r a
 w

eb
si

te
 o

r t
o 

lo
ok

 u
p 

ho
w

 c
he

ap
 y

ou
 c

an
 g

et
 so

m
et

hi
ng

 o
n 

eB
ay

. 
(…

) I
 h

ar
dl

y 
ev

er
 u

se
 m

y 
la

pt
op

/c
om

pu
te

r a
ny

m
or

e 
fo

r d
ay

-to
-d

ay
 in

te
rn

et
 u

se
.”

 (H
ar

ol
d,

 
So

ci
al

 sp
ec

ia
lis

t, 
B

38
) 

“I
 w

as
 sh

oc
ke

d 
ho

w
 th

e 
iP

ad
 c

ha
nn

el
ed

 m
y 

in
ne

r g
am

er
 w

ith
 S

im
C

ity
 H

D
, P

la
nt

s v
s. 

Zo
m

bi
es

, W
or

ds
 w

ith
 F

rie
nd

s a
nd

 A
ng

ry
 B

ird
s R

io
. T

he
 iP

ho
ne

’s
 sm

al
le

r r
ea

l e
st

at
e 

w
as

 
ne

ve
r e

no
ug

h 
fo

r g
am

in
g 

bu
t t

he
 iP

ad
 is

 th
e 

G
ol

di
lo

ck
s “

ju
st

 ri
gh

t”
 si

ze
 fo

r h
an

dl
in

g 
an

d 
vi

ew
in

g.
” 

(D
al

e,
 B

us
in

es
s d

ev
el

op
m

en
t, 

B
2)

 
““

W
he

re
’s

 y
ou

r i
Pa

d?
” 

In
 th

at
 m

om
en

t, 
I f

el
t a

 se
ns

e 
of

 n
or

m
al

cy
 a

nd
 a

cc
ep

ta
nc

e.
 U

si
ng

 
an

 iP
ad

, w
hi

ch
 c

ou
ld

 b
ec

om
e 

as
 c

om
m

on
pl

ac
e 

as
 th

e 
B

la
ck

be
rr

y 
an

d 
iP

ho
ne

, i
s n

ot
 y

et
 

an
ot

he
r t

hi
ng

 th
at

 m
ak

es
 m

e 
di

ff
er

en
t. 

I w
as

n’
t u

si
ng

 a
 st

ra
ng

e,
 u

nf
am

ili
ar

 d
ev

ic
e 

to
 

co
m

m
un

ic
at

e 
w

ith
 th

is
 g

ro
up

. P
eo

pl
e 

w
er

e 
dr

aw
n 

to
 it

 b
ec

au
se

 it
 w

as
 a

 “
re

co
gn

iz
ed

” 
or

 
“k

no
w

n”
 p

ie
ce

 o
f t

ec
hn

ol
og

y 
ra

th
er

 th
an

 b
ei

ng
 st

an
do

ff
-is

h 
w

ith
 a

n 
un

kn
ow

n 
co

m
m

un
ic

at
io

n 
de

vi
ce

. (
…

) T
he

n,
 I 

di
d 

so
m

et
hi

ng
 I 

ha
d 

ne
ve

r d
on

e 
be

fo
re

: I
 w

en
t i

nt
o 

on
e 

of
 th

e 
m

an
y 

St
ar

bu
ck

s a
t O

’H
ar

e 
an

d 
or

de
re

d 
m

y 
fir

st
 m

oc
ha

 fr
ap

pu
cc

in
o 

by
 m

ys
el

f. 
N

o 
m

is
un

de
rs

ta
nd

in
g 

or
 h

an
d 

ge
st

ur
in

g 
in

vo
lv

ed
. I

t w
as

 so
 c

oo
l, 

lik
e 

an
ot

he
r d

oo
r h

ad
 

ju
st

 o
pe

ne
d 

fo
r m

e!
 I 

fe
el

 li
ke

 te
ch

no
lo

gy
 is

 fi
na

lly
 c

at
ch

in
g 

up
 w

ith
 w

ha
t I

 tr
ul

y 
ne

ed
.”

 
(H

ar
rie

tt,
 A

cc
es

si
bi

lit
y 

ad
vo

ca
te

-c
on

su
lta

nt
, B

39
) 

 

N
o 

fit
 w

ith
 o

th
er

 e
xp

er
ie

nc
es

 a
nd

 li
fe

 

“F
or

 m
y 

ta
st

es
, i

Pa
d 

is
 to

o 
la

rg
e,

 a
bo

ut
 a

s l
on

g 
as

 a
 h

ar
dc

ov
er

 b
oo

k 
an

d 
m

uc
h 

w
id

er
, b

y 
ab

ou
t 3

 c
m

. T
he

 b
la

ck
 b

or
de

r s
ur

ro
un

di
ng

 th
e 

vi
ew

ab
le

 p
ar

t o
f t

he
 sc

re
en

 is
 a

bo
ut

 2
 c

m
 

ar
ou

nd
. B

y 
re

m
ov

in
g 

th
e 

bo
rd

er
, i

Pa
d'

s l
en

gt
h 

an
d 

w
id

th
 w

ou
ld

 b
e 

ab
ou

t t
he

 sa
m

e 
as

 a
 

ha
rd

co
ve

r b
oo

k.
 T

he
 iP

ad
 d

oe
sn

't 
co

m
pa

re
 w

el
l t

o 
ul

tra
-th

in
, e

le
ct

ro
ni

c 
pa

pe
r s

cr
ee

ns
, 

m
ak

in
g 

it 
no

t n
ea

rly
 a

s "
re

vo
lu

tio
na

ry
" 

as
 a

dv
er

tis
ed

. I
n 

tw
o 

or
 p

er
ha

ps
 th

re
e 

ye
ar

s, 
A

pp
le

 w
ill

 u
nv

ei
l a

n 
iP

ad
 n

an
o 

th
at

 is
 su

pe
r t

hi
n 

w
ith

 sm
al

le
r d

im
en

si
on

s.”
 (J

ea
n,

 
Jo

ur
na

lis
t, 

B
52

) 
“I

 u
nd

er
st

an
d 

th
at

 ta
bl

et
s c

an
 d

o 
m

an
y 

th
in

gs
 th

at
 la

pt
op

s a
re

n'
t t

er
rib

ly
 g

oo
d 

at
. T

he
y 

co
ns

er
ve

 p
ow

er
. T

he
y 

tu
rn

 o
n 

in
st

an
tly

. T
he

y 
ca

n 
be

 th
ro

w
n 

in
to

 a
 b

ag
 m

or
e 

ea
si

ly
. B

ut
 

ev
en

 th
en

, w
ith

 a
 c

el
l p

ho
ne

 th
at

 sp
or

ts
 a

 4
.5

" 
sc

re
en

,  
I a

lre
ad

y 
ha

ve
 a

 ta
bl

et
. T

he
 a

lw
ay

s-
w

ith
-m

e 
co

m
pu

te
r t

ha
t a

ct
s a

s m
y 

cl
oc

k,
 p

la
nn

er
, n

av
ig

at
or

, a
nd

 im
pr

om
pt

u 
ga

m
in

g 
de

vi
ce

 is
 a

lre
ad

y 
w

ith
 m

e.
 (…

) I
 w

as
n'

t i
m

pr
es

se
d 

w
ith

 th
e 

iP
ad

, t
he

 iP
ad

 2
, o

r a
ny

 o
f t

he
 

tw
o 

m
ill

io
n 

A
nd

ro
id

 ta
bl

et
s l

itt
er

in
g 

th
e 

m
ar

ke
t. 

Th
ey

 d
on

't 
fe

el
 li

ke
 a

 st
ep

 fo
rw

ar
d 

fo
r 

m
e;

 th
ey

 fe
el

 li
ke

 a
 st

ep
 b

ac
k.

 (…
) I

t t
oo

k 
us

 a
 lo

ng
 ti

m
e 

to
 g

et
 o

ur
 c

om
pu

te
rs

 to
 th

e 
po

in
t 

w
he

re
 th

ey
 a

re
 a

t, 
to

da
y.

 T
he

 d
es

pe
ra

te
 n

ee
d 

fo
r t

he
 n

ex
t s

hi
ny

 th
in

g 
fr

om
 A

pp
le

 d
is

tra
ct

s 
pe

op
le

 fr
om

 th
e 

ch
ea

p,
 u

se
fu

l, 
po

w
er

fu
l t

oo
ls

 th
at

 m
od

er
n 

co
m

pu
te

rs
 h

av
e 

be
co

m
e.

 T
he

y 
ar

e 
ep

ic
, l

ife
-c

ha
ng

in
g 

to
ol

s. 
Ta

bl
et

s a
re

 n
ot

. A
nd

 w
hy

 g
et

 u
p 

in
 a

rm
s?

 W
hy

 n
ot

 le
t p

eo
pl

e 
sp

en
d 

th
ei

r m
on

ey
 a

s t
he

y 
se

e 
fit

? 
B

ec
au

se
 w

e 
al

re
ad

y 
ar

e 
ro

ck
in

g 
m

or
e 

pe
rs

on
al

 d
eb

t 
th

an
 a

ny
 o

th
er

 c
ou

nt
ry

 o
n 

Ea
rth

. W
e 

ar
e 

al
re

ad
y 

co
ns

um
in

g 
m

or
e 

re
so

ur
ce

s t
ha

n 
an

y 
ot

he
r c

ou
nt

ry
 o

n 
Ea

rth
. I

t i
s a

nn
oy

in
g 

to
 se

e 
an

 e
nt

ire
 in

du
st

ry
 g

ea
re

d 
up

 to
 se

du
ce

 th
e 

m
ar

ke
t w

ith
 y

et
 a

no
th

er
 p

ro
du

ct
 th

at
 it

 d
oe

sn
't 

ne
ed

, a
nd

 if
 sa

le
s o

f A
nd

ro
id

 ta
bl

et
s a

re
 

an
y 

in
di

ca
tio

n,
 d

oe
sn

't 
ev

en
 re

al
ly

 w
an

t.”
 (L

aw
re

nc
e,

 D
es

ig
ne

r, 
B

35
) 

“P
ro

bl
em

 is
, w

ith
 n

o 
us

er
 a

cc
ou

nt
 fu

nc
tio

na
lit

y 
an

d 
no

 w
ay

 to
 in

di
vi

du
al

ly
 lo

ck
-d

ow
n 

ac
ce

ss
 to

 sp
ec

ifi
c 

ap
pl

ic
at

io
ns

, I
’v

e 
fo

un
d 

m
ys

el
f h

ov
er

in
g 

ar
ou

nd
 p

eo
pl

e 
to

 m
ak

e 
su

re
 

th
ey

 d
on

’t 
st

ar
t d

ig
gi

ng
 th

ro
ug

h 
m

y 
em

ai
l, 

sa
y,

 o
r s

en
di

ng
 o

ut
 tw

ee
ts

 u
nd

er
 m

y 
na

m
e 

fr
om

 T
w

itt
er

rif
ic

. I
f y

ou
r i

Pa
d 

is
 a

 d
ev

ic
e 

th
e 

w
ho

le
 fa

m
ily

 c
an

 u
se

, a
re

 y
ou

 h
ap

py
 

le
av

in
g 

yo
ur

 e
m

ai
l s

ig
ne

d 
in

?”
 (G

ar
la

nd
, E

xe
cu

tiv
e 

ed
ito

r, 
B

11
) 

“T
he

 iP
ad

 is
 w

ay
 to

o 
he

av
y,

 a
nd

 th
e 

sc
re

en
 to

o 
no

n-
pa

pe
ry

, t
o 

us
e 

as
 a

n 
e-

re
ad

er
.  

K
in

dl
e 

ha
s t

hi
s b

ea
t i

n 
th

at
 d

ep
ar

tm
en

t, 
pe

rio
d.

   
W

hi
ch

 is
 re

al
ly

 d
is

ap
po

in
tin

g 
be

ca
us

e 
I l

ov
e 

th
e 

id
ea

 o
f j

us
t h

av
in

g 
on

e 
de

vi
ce

 th
at

 c
an

 d
o 

ev
er

yt
hi

ng
.”

 (D
w

ay
ne

, T
ec

hn
ol

og
y 

en
tre

pr
en

eu
r, 

B
54

) 
“I

 a
m

 d
ef

in
ite

ly
 u

si
ng

 th
e 

iP
ad

 to
 c

on
su

m
e 

an
d 

no
t c

re
at

e.
 I’

m
 n

ot
 sa

yi
ng

 th
at

 in
 a

 c
rit

ic
al

 
or

 b
ad

 w
ay

. A
bo

ut
 8

0 
pe

rc
en

t o
f m

y 
jo

b 
is

 a
bo

ut
 c

on
te

nt
 c

on
su

m
pt

io
n,

 n
ot

 c
re

at
io

n.
 I 

kn
ow

 I 
co

ul
d 

cr
ea

te
 o

n 
an

 iP
ad

 if
 I 

w
an

te
d,

 b
ut

 I 
st

ill
 fi

nd
 it

 fa
st

er
 a

nd
 e

as
ie

r t
o 

us
e 

m
y 

la
pt

op
 to

 d
o 

so
.”

 (L
au

ra
, F

re
el

an
ce

 jo
ur

na
lis

t, 
B

25
) 

 

 



 

Efpraxia D. Zamani | Doctoral Thesis  95 

Fi
t w

ith
 o

th
er

 e
xp

er
ie

nc
es

 a
nd

 li
fe

 

“Y
ou

 c
an

 d
ev

ot
e 

ne
ar

ly
 e

ve
ry

 se
co

nd
 o

f y
ou

r t
im

e 
to

 th
e 

ta
sk

 a
t h

an
d,

 ra
th

er
 th

an
 b

ab
ys

itt
in

g 
a 

ba
lk

y 
co

m
pu

te
r. 

I d
on

’t 
fe

el
 li

ke
 I’

m
 “

us
in

g 
an

 iP
ad

 to
 w

rit
e.

” 
I’

m
 ju

st
 w

rit
in

g.
 It

’s
 a

 fa
r m

or
e 

tra
nq

ui
l, 

fo
cu

se
d 

ex
pe

rie
nc

e 
th

an
 u

si
ng

 a
 P

C
 o

r M
ac

. I
t’s

 a
ls

o 
ea

si
er

 to
 d

iv
e 

in
, d

o 
a 

bi
t o

f 
w

or
k 

as
 ti

m
e 

al
lo

w
s, 

th
en

 d
iv

e 
ou

t–
es

pe
ci

al
ly

 si
nc

e 
th

e 
iP

ad
’s

 in
st

an
t-o

n 
fe

at
ur

e 
is

 m
or

e 
re

lia
bl

y 
in

st
an

t t
ha

n 
th

e 
al

le
ge

d 
in

st
an

t-o
n 

ca
pa

bi
lit

ie
s o

f t
ra

di
tio

na
l c

om
pu

te
rs

.”
 (L

eo
, E

di
to

r, 
B

51
) 

“W
he

n 
I u

se
 m

y 
iP

ad
, I

 fe
el

 v
er

y,
 v

er
y 

hi
p.

 A
s a

 5
5-

ye
ar

-o
ld

, I
 n

ee
d 

ev
er

yt
hi

ng
 I 

ca
n 

to
 b

e 
co

ol
. R

ig
ht

 n
ow

, I
 a

m
 th

e 
co

ol
es

t p
er

so
n 

on
 o

ur
 c

hu
rc

h 
st

af
f, 

un
til

 th
e 

ot
he

r g
uy

s g
et

 th
ei

r 
iP

ad
s.”

 (J
er

ry
, P

as
to

r, 
B

49
) 

“I
n 

le
ss

 th
an

 5
 d

ay
s, 

th
e 

iP
ad

 2
 h

as
 b

ec
om

e 
m

y 
pr

im
ar

y 
m

ed
ia

 c
on

su
m

pt
io

n 
de

vi
ce

. I
'm

 a
t m

y 
de

sk
 m

os
t o

f t
he

 d
ay

 a
nd

 u
nd

oc
ki

ng
 m

y 
17

-in
ch

 la
pt

op
 to

 re
tre

at
 to

 th
e 

co
uc

h 
is

 a
lw

ay
s a

 
ch

or
e.

 In
st

ea
d 

I j
us

t p
ic

k 
up

 th
e 

iP
ad

 a
nd

 h
ea

d 
to

 th
e 

co
uc

h 
or

 lo
ca

l c
of

fe
e 

sh
op

 a
nd

 ta
p 

aw
ay

. 
B

lis
s.”

 (B
la

ck
y,

 D
ev

el
op

er
, B

29
) 

“A
n 

un
ex

pe
ct

ed
 iP

ad
 k

ill
er

 a
pp

 fo
r m

e 
is

...
M

ai
l. 

(…
) I

 w
on

't 
sa

y 
th

at
 I 

ha
ve

 w
or

ke
d 

th
ro

ug
h 

th
e 

hu
ge

 b
ac

kl
og

 o
f y

ea
rs

 o
f u

nr
ea

d 
em

ai
l, 

bu
t i

f y
ou

 e
m

ai
l m

e 
to

da
y 

it'
s m

uc
h 

m
or

e 
lik

el
y 

th
at

 
I'l

l a
ct

ua
lly

 se
e 

it.
 M

y 
ca

ch
ed

 in
bo

x 
un

re
ad

 c
ou

nt
 is

 z
er

o 
an

d 
I'm

 a
ct

ua
lly

 re
ad

in
g 

th
in

gs
 li

ke
 

th
e 

A
C

M
 te

ch
ni

ca
l n

ew
s b

ul
le

tin
s. 

Th
at

 h
as

 n
ot

 b
ee

n 
th

e 
ca

se
 in

 a
 lo

ng
 ti

m
e.

” 
(B

ob
, I

T 
pr

of
es

si
on

al
, B

61
) 

“I
’m

 su
re

 g
la

d 
I d

id
n’

t w
ai

t a
 y

ea
r …

 o
r t

hr
ee

…
 ju

st
 to

 g
et

 th
e 

tru
e 

po
rta

bi
lit

y 
th

at
 I’

ve
 w

an
te

d 
an

d 
ne

ed
ed

 fo
r t

he
 p

as
t c

ou
pl

e 
of

 y
ea

rs
.”

 (L
au

ra
, F

re
el

an
ce

 jo
ur

na
lis

t, 
B

25
) 

“B
ec

au
se

 I 
us

e 
co

m
pu

te
rs

 so
 m

uc
h 

an
d 

ha
ve

 fo
r s

o 
lo

ng
, I

 h
av

e 
de

ep
ly

 in
gr

ai
ne

d 
ha

bi
ts

 a
nd

 
pa

tte
rn

s t
ha

t a
re

 v
er

y 
ef

fic
ie

nt
, s

o 
it 

w
as

 d
iff

ic
ul

t f
or

 so
m

et
hi

ng
 a

s d
iff

er
en

t a
s t

he
 iP

ad
 to

 
br

ea
k 

in
to

 m
y 

da
ily

 ro
ut

in
e.

 H
ow

ev
er

, w
ith

 re
pe

at
ed

 a
tte

m
pt

s, 
I f

ou
nd

 w
ay

s i
n 

w
hi

ch
 th

e 
iP

ad
 

m
ad

e 
m

e 
m

or
e 

ef
fic

ie
nt

 a
nd

 fr
ee

d 
m

e 
fr

om
 h

av
in

g 
to

 w
re

st
le

 w
ith

 a
 b

ul
ki

er
 la

pt
op

 o
r l

ap
to

p 
ba

g.
 It

’s
 a

ls
o 

en
ab

le
d 

m
e 

to
 re

ad
 m

or
e 

an
d 

in
ge

st
 m

or
e 

in
fo

rm
at

io
n,

 w
hi

ch
 h

as
 b

ee
n 

an
 a

dd
ed

 
be

ne
fit

 si
nc

e 
w

e’
re

 a
ll 

bo
m

ba
rd

ed
 w

ith
 so

 m
uc

h 
in

fo
 to

 p
ro

ce
ss

 a
s p

ar
t o

f l
ife

 in
 th

e 
in

fo
rm

at
io

n 
ag

e.
” 

(B
er

na
rd

, E
di

to
r i

n 
C

hi
ef

, B
20

) 
“G

et
tin

g 
th

e 
iP

ad
 fi

na
lly

 m
ad

e 
m

y 
go

al
 o

f w
an

tin
g 

to
 b

e 
pa

pe
rle

ss
 a

 re
al

is
tic

 o
ne

. E
ve

rn
ot

e 
pr

ov
ed

 to
 b

e 
th

e 
pe

rf
ec

t t
oo

l a
nd

 se
rv

ic
e 

fo
r m

e 
to

 c
ap

tu
re

 a
ny

th
in

g 
I w

an
te

d 
w

ith
ou

t t
he

 n
ee

d 
fo

r p
ap

er
. A

nd
 th

e 
iP

ad
 p

ro
vi

de
d 

th
e 

pl
at

fo
rm

 th
at

 m
ad

e 
it 

ea
sy

 to
 c

ap
tu

re
 st

uf
f n

o 
m

at
te

r 
w

he
re

 I 
w

as
. (

…
) I

 d
on

’t 
th

in
k 

I’
d 

ha
ve

 b
ee

n 
ab

le
 to

 g
o 

pa
pe

rle
ss

 w
ith

ou
t m

y 
iP

ad
.”

 (E
m

or
y,

 
Sc

ie
nc

e 
Fi

ct
io

n 
w

rit
er

, B
46

) 
“1

. r
ea

d 
m

y 
bi

bl
e 

on
 m

y 
iP

ad
 (…

) 2
. r

ea
d 

an
 e

-d
ev

ot
io

na
l (

…
) 3

. j
ou

rn
al

 o
n 

m
y 

iP
ad

 (…
) 4

. 
pr

ay
 th

ro
ug

h 
m

y 
pr

ay
er

 li
st

 (…
) W

hi
le

 n
ot

 fe
el

in
g 

ru
sh

ed
, h

av
in

g 
th

es
e 

to
ol

s a
ll 

in
 o

ne
 p

la
ce

 
ha

s s
av

ed
 ti

m
e 

th
at

 I 
ca

n 
no

w
 d

ev
ot

e 
to

 th
e 

ac
tu

al
 sp

iri
tu

al
 e

xe
rc

is
e 

(…
) A

t f
irs

t i
t s

ee
m

ed
 to

o 
'te

ch
-y

,' 
bu

t t
he

 m
or

e 
I u

se
 th

is
 sy

st
em

, t
he

 m
or

e 
I'm

 fi
nd

in
g 

th
is

 to
ol

 to
 b

e 
an

 in
va

lu
ab

le
 h

el
p 

in
 m

y 
w

al
k 

w
ith

 C
hr

is
t.”

 (J
er

ry
, P

as
to

r, 
B

47
) 

N
o 

fit
 w

ith
 o

th
er

 e
xp

er
ie

nc
es

 a
nd

 li
fe

 

 “
So

m
e 

m
ig

ht
 sa

y 
th

at
 th

is
 is

 n
ot

 a
 p

ro
bl

em
 fo

r m
os

t p
eo

pl
e,

 b
ut

 im
po

si
ng

 p
ro

pr
ie

ta
ry

 
so

lu
tio

ns
 o

n 
st

ud
en

ts
 w

hi
ch

 w
ou

ld
 m

ak
e 

th
em

 p
ay

 m
on

ey
 fo

r a
 W

in
do

w
s l

ic
en

se
 o

r a
 

M
ac

 w
ou

ld
 b

e 
in

 m
y 

op
in

io
n 

un
et

hi
ca

l. 
Im

ag
in

e 
if 

yo
ur

 u
ni

ve
rs

ity
 w

ou
ld

 m
an

da
te

 Ip
ad

s, 
it 

w
ou

ld
 e

ss
en

tia
lly

 m
ak

e 
yo

u 
pa

y 
fo

r W
in

do
w

s o
r M

ac
 a

t h
om

e,
 b

ut
 it

 w
ou

ld
 n

ot
 p

ay
 fo

r 
yo

ur
 in

di
re

ct
 h

om
e 

ex
pe

ns
es

.”
 (W

ill
ia

m
, I

T 
sp

ec
ia

lis
t, 

B
33

) 



  

Efpraxia D. Zamani | Doctoral Thesis  96 

Next, turning to Lawrence’s account it seems that neither he can fit the iPad experience within his 
everyday life, his personal history, and his concerns for the IT industry and society in general: 

Lawrence: “I understand that tablets can do many things that laptops aren't terribly good at. They 
conserve power. They turn on instantly. They can be thrown into a bag more easily. But even 
then, with a cell phone that sports a 4.5" screen,  I already have a tablet. The always-with-me 
computer that acts as my clock, planner, navigator, and impromptu gaming device is already 
with me. (…) I wasn't impressed with the iPad, the iPad 2, or any of the two million Android 
tablets littering the market. They don't feel like a step forward for me; they feel like a step back. 
(…) It took us a long time to get our computers to the point where they are at, today. The 
desperate need for the next shiny thing from Apple distracts people from the cheap, useful, 
powerful tools that modern computers have become. They are epic, life-changing tools. Tablets 
are not. And why get up in arms? Why not let people spend their money as they see fit? Because 
we already are rocking more personal debt than any other country on Earth. We are already 
consuming more resources than any other country on Earth. It is annoying to see an entire 
industry geared up to seduce the market with yet another product that it doesn't need, and if 
sales of Android tablets are any indication, doesn't even really want.” (Designer, B35) 

As a designer, his evaluation of the interaction is largely based on how the tablet performs on design-
related tasks (“I could never imagine writing on this. Doing graphics work on it. Editing photos. 
Creating a presentation. Doing deep, serious research. In fact, aside from casual media consumption, I 
could not see myself using this for much of anything.”). Based on his background and profession, he 
states that he could not ever imagine using the specific IT artifact for such tasks, despite that he does 
recognize several of its strengths (e.g., battery efficiency), and further adds that he considers his large 
screen smartphone to perform equally well in several of the tasks a tablet is usually used for (e.g., 
gaming, agenda). Most importantly, however, he considers that the advent of tablets poses, on the one 
hand, a threat to the continuous technological advances, while, on the other hand, it is a worrying 
outcome for today’s consumer society, and especially USA. In other words, he refuses to appropriate 
the iPad and feels quite strongly against the specific class of IT artefacts as he considers them to put a 
halt in progress and responsible for breeding and strengthening users’ need to consume unnecessary 
products.  

5.1.6. Recounting 

Before proceeding with the results regarding the recounting function of sensemaking, it should be 
noted that, since the study’s empirical material by definition represent accounts of past experiences, 
which take the form of evaluative narratives and whose authors’ aimed at communicating them to 
others, all blogposts can be seen as expressions of this particular function, i.e., recounting. In more 
detail, as envisaged through McCarthy’s and Wright’s framework of sensemaking with technology, 
recounting “involves telling others and ourselves about the experience” (McCarthy & Wright, 2004a). 
Therefore, the analysis and the findings in this section focus on discussing how users’ narratives may 
facilitate to understand their experience beyond the immediate interaction, by placing it within a 
wider context of their other experiences, and through its communication to others – not merely their 
readership.  

This function is considered especially important because users have the opportunity to essentially 
relive the experience, and thus possibly succeed in finding new possibilities for interaction or even 
meaning in the experience itself (Kort et al., 2007). As McCarthy and Wright highlight, recounting 
helps in making the experience meaningful for the user, being a step toward structuring it through 
“selective interpretations”, and emphasising what is important for oneself (McCarthy & Wright, 
2004b). Indeed, as the study’s results show, within the function of recounting, there are three different 
types of narrating one’s experience; pure storytelling, storytelling by extending the context and 
narrating the experience while savouring it again (Table 14). 

To begin with, it becomes clear that tablet users tend to recount their experience, through various 
ways, one of which is the narration of snapshots of their interaction, which they themselves consider 
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particularly important to communicate to others. Through this type of storytelling, users manage to re-
evaluate their experience with the tablet retrospectively and focus their assessment around memorable 
episodes. Chester, for example, concentrates his storytelling on the tablet’s impact on the behaviour of 
his family and how the latter has changed since the introduction of the IT artefact in their household: 

Chester: “I get home from work, and there's always a certain level of chaos at that time.  But there 
was a new theme this week. "Who forgot to charge the iPad?".  "Hey, if you're going to eat 
pizza and use the iPad, at least wipe it!  How gross!"  "You already used the iPad this 
afternoon, it's my turn!". (…) All the PCs and laptops are basically not being used.  All the 
Macs are not being used.  All have been powered off. Everyone in the family is waiting for their 
turn at the iPad. (…) I don't think I'll be buying any more desktops going forward.  I don't think 
I'll even be buying any more laptops going forward. They've all been largely obsoleted (at least 
at my home) by a sleek $499 device that doesn't really have any right to be called a "computer" 
in the traditional sense.” (Chief Technology Officer, B13) 

While narrating how the members of his family begun using and eventually appropriating the device, 
Chester realises that previously owned computing devices “have [now] been powered off”. In this 
moment, through his storytelling, he reassesses his technology consuming habits and considers 
changing his behaviour. Furthermore, he further highlights the influence of the IT artifact, which he 
still refuses to consider it as “a “computer” in the traditional sense”. 

A similar form of recounting can be seen in Harry’s case: 

Harry: “I read eBooks on the plane and while riding the underground subway trains (…) to pass time 
and in an effort to justify all the money I've spent on electronic books. I even spent some time 
working on improving my chess game.” (HR Professional, B16) 

Harry, through his blogposts, narrates how he has been managing to read e-books in various settings 
and how he has been working on improving his abilities in chess. In doing so, his storytelling is 
enriched with some additional details as to the reasons for reading excessively while commuting; on 
the one hand, this helped him to pass his time while travelling. On the other hand, however, he 
emphasizes that the extensive use of the tablet helped him in justifying the purchase of the device, 
suggesting that, a value for money IT artifact, which makes up for its cost, is something important for 
him.  

The analysis of the empirical material reveals another form of recounting, as well, that of users’ effort 
to extend the context of their storytelling. In this type of recounting, users describe their personal 
experience in a more general manner, attempting to consider it in relation to other experiences, 
previous or different ones. Dennis for example, extends the context of his reading experience and 
includes in his storytelling details that pertain to the spatiotemporal context: 

Dennis: “I read in the evening outside while mosquitos were sucking me dry, I read in bed, next to the 
pool, while on the loo and at the beach. Yes, at the beach. I even read books while sitting in the 
sun, with my shades on. I know a lot of people complain and say you can’t read that well in the 
sun so I tried it out. Fact is, even if the sun shines directly at the iPad you can still read it. A 
book reflects too much sun when you hold it directly in the sunlight. The biggest problem with 
reading in the sun: it is just too damn hot. Mostly I read while sitting under a parasol. But even 
IF you want to read a book in the sun eBooks on the iPad work just fine, and probably even 
better than paper (‘pBooks’?) books.” (Blogger, B5) 

In this occasion, Dennis goes beyond the immediate experience of interacting with the tablet, and he 
specifically reflects on how he was able to read e-books within rather exotic surroundings, as for 
example while at the beach or next to a pool and in the bathroom. He further attempts to distance 
himself from the body of users who have been complaining about the performance of the tablet’s 
screen in relation to sunlight and draws comparisons with the reading of physical books, in another 
endeavor to extend the context of his storytelling. 

Within the same form of recounting, in Bob’s narrative the context is extended by including in the 
storytelling a comparison between the tablet and other devices for the purpose of checking e-mail 



 

Efpraxia D. Zamani | Doctoral Thesis  98 

specifically and by reflecting on the company’s announcements regarding the e-mail application’s 
potential:  

Bob: “An unexpected iPad killer app for me is...Mail. When Steve Jobs first demoed the iPad he 
claimed that it was the, "best device for reading email." I was skeptical of that claim as the 
interface looked very similar to the Mac desktop Mail application. (…) I pretty much gave up 
on my personal email a few years ago as the volume got to be too high. (…) it's not that I don't 
want to read the emails I get. It's just that I am usually on the go and I don't necessarily want to 
read it right now. So I just let it sit unread in my inbox. Until about 10,000 pile up. And then it's 
hopeless and I give up and ignore it, just scanning for important senders and subjects. That's 
how it has been for the past few years, but it's changed with the iPad.” (IT Professional, B61) 

As it is evidenced, Bob has appropriated the tablet within his everyday life, claiming that the 
particular device is a better fit for his everyday routine for the purpose of checking his e-mail account. 
He describes in great detail how he has managed to be more effective with checking his e-mails, and 
while referring to Steve Jobs and his personal, previous attitude towards e-mailing, he incorporates 
into his experience and his narrative information and particulars that go significantly beyond his 
personal, immediate experience.  

Finally, recounting may also take the form of reliving the experience of interacting with the tablet, 
savouring it again through its communication to others. Phillip, while writing about his experience 
with the tablet, reflects on his feelings about other people asking him his opinion about it: 

Phillip: “I have had at least a half-dozen people (I’ve lost count now) have asked me how I like it so 
far. Granted, this has been out for less than 5 days and people are curious, but I’d be hard-
pressed to think of anything else in recent memory where random people had no problem 
asking me what I thought about a new device. And do I hope I’m making them a little envious? 
That would sound bad of me if I said yes. I can honestly say it isn’t the main reason I’m doing 
it. Its more of a bonus” (Unidentified, B18) 

While he recounts the first few days of the tablet’s launching and the fact that he was among the first 
ones of owning the device, he remembers people’s reactions and their curiosity. With these in mind, 
he states that this has been one of the rare occasions of people wondering about his personal opinion 
regarding an IT artefact and further discusses that for him this is something like “a bonus”, which 
suggests that he has been rather enjoying the situation and people’s reactions. In essence, through his 
description, Phillip has the opportunity to relive people’s comments and savour again the their 
envious reactions. 

Similarly, Blacky reflects on his initial response to the tablet and how others may assess his recent 
approach: 

Blacky: “Taking a step back, this all may sound like blatant fanboyism and new gadget lust. I 
approached the iPad 2 and tablets in general as some sort of limited capability, locked-down 
laptop lacking a true form of data input. After getting to know the full iPad experience, my 
views have flipped. High caliber iPad apps exist for most things I need to do and they make 
them all more of a joy than a task.” (Developer, B29) 

He reveals that, initially, he considered the tablet to be an IT artefact of limited capability, especially 
due to the closed ecosystem and the lack of traditional input modalities. Nevertheless, and as his 
experience begun unfolding, he realised that there are various and satisfactory performance-wise 
applications. Through his general storytelling about his experience with the tablet and the pleasure of 
having discovered such applications, he pinpoints that his initial response to the tablet changed 
considerably and, while reliving and enjoying once more this realisations, he highlights that the 
various tasks can become rather joyous.  
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5.2. Working With and Around Technology 

Literature on behaviour toward information systems that appear to fall short of user expectations is 
abundant. Several studies have explored user workarounds or acts of resistance, focusing on 
understanding how users adopt (e.g., Hirt & Swanson, 1999), resist (e.g., Lapointe & Rivard, 2005) or 
adapt (e.g., Beaudry & Pinsonneault, 2005) to the implementation of new information systems. The 
common denominator across the majority of studies appears to be a focus on the organizational 
context. This is not unexpected considering that investments in information systems may be costly 
(Martinko, Zmud, & Henry, 1996), while user reluctance to adopt a newly introduced information 
system may pose a risk for the organization in question.  

However, technology has become ubiquitous, significantly changing user habits and everyday life, 
and is no longer restricted within an organizational or work setting. Portable and mobile IT artefacts 
in particular are being used in ever diverse and changing contexts, and new computing genres, like the 
tablet, have already started altering the landscape of daily IT use. In light of this, whilst there is a 
large body of literature on user adoption within numerous settings (e.g., Venkatesh, Thong, & Xu, 
2012), research on post adoption behaviour is more focused on the organisational/work context (e.g., 
Bhattacherjee & Premkumar, 2004; Jasperson, Carter, & Zmud, 2005), while studies examining 
personal use tend to emphasise more the role of habit in continuance intention (e.g., Limayem, Hirt, & 
Cheung, 2007) or switching technologies (e.g., Chen & Potter, 2011) and less user accommodating 
practices during problematic episodes. 

Therefore, a shift of focus so as to examine interaction with technology holistically, without assuming 
specific roles for the individual or the information system (e.g., work-related) may prove to be 
particularly valuable; an investigation into the episodes that cause a disparity between one’s 
expectations and the system’s actual performance, how these are understood and ultimately handled, 
can offer a deeper insight into user accommodating practices. 

5.2.1. Delineating the Functions of Sensemaking 

This section traces user sensemaking and seeks to detect the triggers, which initiate disillusionment, 
and to examine user practices under troublesome or uncertain conditions. Specifically, it presents a 
detailed account of the functions of sensemaking, aiming to illustrate the circumstances that activate 
them. In doing so, it allows illustrating the dynamic character of the sensemaking process during 
occasions of disillusionment, to identify the different patterns of behaviour depending on the episode 
at hand and to recognise the impact of such episodes on the overall experience with the IT artefact.  

At this stage of the study, the analysis begun by determining episodes of disillusionment and 
pinpointing the functions proposed by the Data/Frame theory of sensemaking that was introduced in 
§2.6.2. During the first phase, open coding entailed the identification of framebreaker episodes, i.e., 
triggers of sensemaking, and sensemaking functions, which was followed by grouping these codes 
together (selective coding) according to the identified triggers. This helped in delineating user 
interpretations and towards proceeding with more detailed examination of the empirical material; 
quotes were further coded, highlighting user accommodation practices during and beyond episodes of 
disillusionment and their respective outcomes. At the end of the coding procedure, chains of evidence 
were placed into tables by grouping together representative quotes, highlighting sensemaking 
functions (Table 15 and Table 16) and illustrating accommodating practices corresponding to the 
various problematic episodes (Table 17). 

Questioning the Frame: detecting episodes of disillusionment 

While interacting with the tablet, several users appear to be disappointed to some extent with the 
tablet’s capabilities and the possibilities offered. In their blogs, they document how they came across 
these episodes of disillusionment, while reporting on what they originally anticipated. 

Most frequent among their expectations was an unobtrusive internet experience. This was not 
unexpected since, as Pete recalls, the tablet was specifically marketed as offering a superior browsing 
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experience. While remembering the tablet’s official launch, he sees the lack of Flash support as 
something obviously hindering his interaction (B30, Q1). Phillip, on the other hand, acquired the 
tablet aiming specifically to use it as a reference manager, organising his PDF and PPT files in a 
directory structure. Realising that the particular tablet could not meet his expectations functioned as 
the starting point toward collapsing the initial frame and as a trigger towards seeking viable solutions, 
meeting his needs (B17, Q1). Similarly, Garland, who was looking forward to using the tablet for 
reading purposes while in bed, saw his expectations torn down as the new IT artefact’s form factor 
felt uncomfortable, and even precarious for use in the particular setting (B11, Q1). Following a 
similar line of thought, Jacques realized that the tablet is missing important features, namely ports and 
slots that would allow him to connect on it external storage media (B23, Q3). Even though it is 
uncertain whether he expected this obstacle, it is clear that upon facing it, he embarked towards 
resolving it with the help of a technology enabler. It is worth noting that both Garland and Jacques 
highlight what they perceive as an inconsistency between the device’s overall attractiveness, i.e., 
“premium materials” (B11, Q1), “beautifully designed device” (B23, Q3), and form-related 
perceptions. 

Comparing Frames: alternative solutions 

Following the moment of disillusionment, users proceed by adopting different practices. While some 
may seek ways to refine their understanding, others may attempt to justify in some way the 
inconsistency between their expectations and what actually happens. Yet, by and large, the most 
widely chosen path, as inferred from the empirical material, was that of developing comparisons 
between the extant situation and possible alternative approaches (Figure 13c, Figure 13d). 

When Hawk realized that heavy blogging solely from the tablet – a typing-intensive task – was rather 
unrealistic, he did consider that, had he used a keyboard, perhaps he would have been more efficient 
(B9, Q1). Emory, like Hawk, sought to compare alternative approaches for blogging. He compares 
blogging from the tablet using the dedicated mobile application or the internet browser to blogging 
directly from his laptop, and suggests that none of these alternatives seems viable as they don’t help 
him match his typical blogging pace (B45, Q1). Ed, who purchased the tablet for occupying his time 
while recovering from surgery, feels constant discomfort due to its form factor and screen glare. 
Seeking to explain his situation, he reflects on the differences between the newly acquired tablet and 
his other devices, highlighting various disadvantages (B4, Q2-Q3). 

Preserving a Frame: defending flawed interpretations 

While comparing different approaches, users have the opportunity to identify and later adopt the one 
offering a more desirable outcome (e.g., ease their interaction); yet, results show that they can equally 
dismiss this process and proceed by justifying their primary choice, i.e., preserving the frame (Figure 
13c). Tracing Phillip’s sensemaking, it shows that he aimed at using the tablet as a PDF and PPT file 
organiser (B17, Q1). He highlights that, admittedly, one can download such files via the internet for 
later viewing, which assumes however that there is an always-available connection. He further 
stresses that, since his device is not 3G-enabled, as a solution is not always at his disposal. As a result, 
he finds himself struggling to transfer files, and in doing so, he examines the scenario of having 
purchased the 3G-enabled, instead of the Wi-Fi-only one, while he also considers the option of 
acquiring a personal hotspot, which would allow him to be always connected (B18, Q2). In short, 
while he realises the inconsistency of the initial frame, with the tablet failing his expectations, he goes 
on comparing alternative frames, i.e., different scenarios with the help of technology enablers, and he 
finally preserves the initial frame, by introducing the advantages of financial savings. 

All the while, others preserve their flawed interpretation, without examining alternative strategies or 
approaches to the anomalous situation. In other words, they proceed directly in diminishing the 
significance of what triggers their disillusionment or justifying it altogether (Figure 13b). One 
exemplary case is that of Maddy, who feels disappointed at first due to the tablet’s inability to allow 
multitasking (B50, Q1). As other users, e.g., (B11, Q2), (B37, Q1), she, too, notices that she can only 
use only one application at a time. However, she minimises multitasking’s importance within the 
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context of her interaction and supports the initial frame, by suggesting that the issue may be the result 
of the tablet’s immaturity. Ben exhibits a similar rationale when reading into his internet browsing. 
For him, the problematic episode evolves around the lack of Flash support and website compatibility. 
However, he doesn’t seek an alternative explanation by means of comparison among different 
browsing strategies; instead, he too adopts the first available frame and attributes the disillusionment 
to the tablet’s immaturity (B32, Q1). 

Elaborating the Frame: enriching the interpretation 

Several users seek to collect information towards improving their understanding on the particularities 
of the situation, so that they can eventually adopt a suitable course of action (Figure 13a). Jacques, for 
example, examines the possibilities for connectivity and their impact on his interaction, which equips 
him to develop a more elaborate knowledge of the issue (B23, Q3). Nevertheless, as shown in 
Maddy’s case, one may preserve an imperfect frame and further elaborate it (Figure 2b); while she 
perceives a discomfort from the lack of multitasking, she minimises the episode’s impact by 
suggesting that the operating system’s responsiveness may compensate for it (B50, Q1). 

Finally, others enrich their understanding following a different path. Garland (B11, Q4), for example, 
having gone through the function of comparing his interaction across different platforms, developed 
several alternative frames. However, he preserves an imperfect one and goes on attributing his initial 
frustration to his style of interaction (Figure 13c). 

Seeking a Frame: finding anchors 

As users attempt to understand the anomalous episodes, they seek the reasons of their disillusionment, 
and which function as the anchors for the construction of the new frame (Figure 13e). As in Phillip’s 
case (B17, Q1), the lack of a universal file structure functions as the trigger of several users’ 
sensemaking. However each of them follows a different path of making sense of their experience; 
while they have different points of departure, they anchor their understanding on different points. 

Bobby for example approaches the tablet as an IT artefact of great potential and builds his initial 
frame around this concept. Nevertheless he quickly feels disappointed as the lack of a directory 
structure proves to be troublesome because it doesn’t allow the implementation of applications as 
envisaged by their developers. He considers this to be a limitation imposed by the company’s overall 
business strategy (B21, Q2). In short, while his sensemaking is triggered by the lack of file structure, 
the main source, i.e., the anchor for his interpretation of the situation is found in business-related 
aspects. On the other hand, Hawk’s initial frame is constructed around his motivation to use the tablet 
as a substitute for his laptop for his blogging activities. Yet, he perceives it as inadequate for his needs 
and anchors the newly constructed frame in the inability to manipulate effectively picture 
management tasks, directly or indirectly with the help of third-party applications (B9, Q3). 
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Table 15. Chains of Evidence – Sensemaking Functions in the Elaboration Cycle 

Process Trigger Quotes 

(a) 
Connectivity 

B23: Gripe number 2 is the lack of a USB port and/or an SD card slot. I bought Apple’s Camera Connection Kit for iPad but it seems a little 
strange for such a beautifully designed device to rely on what is essentially a dongle in order to connect to a camera or to flash media. With no 
power available from the iPad’s dock-USB connector, few (if any) peripherals can be used with the iPad – even if there was software available to 
exploit them. For example, there are times when it would be good to hook up a webcam, and my main camera uses CF cards so, without a working 
card reader, there is no choice but to (slowly) download images from the camera over a USB cable, draining the camera’s batteries in the process. 
(Q3) 

Application 
Translation 

B51: I use an excellent app called Blogsy, which I prefer to the official WordPress app for iOS. (I’d be even happier if I could just use full-blown 
WordPress in Safari, but it doesn’t quite work.) (Q3) 

(b) 
Flash support 

B32: It is comfortable to use and for emailing and web surfing there is no equal. Some web sites have not been fully optimised for the IPad – I am 
not just talking about the absence of Flash which, admittedly, can be annoying at times – but as time progresses this will improve (this, after all is 
still version 1). (Q1) 
B25: I’ve run up against the inability to view Flash and Silverlight streaming content about once every other day. It’s annoying, but not a deal 
breaker for me. (Q1) 

Multitasking B50: You can only work on one thing at a time – I’m guessing that’s a first generation thing. So there’s a lot of flipping back and forth but things 
open exactly where you left off and they open quickly. (Q1) 

(c) 

Form Factor 

B11: The downside to those premium materials is that there’s a fair amount of heft to cope with. The first night I took the iPad to bed – for some 
Amazon Kindle app reading, after all it was only our first date – I soon gave up trying to hold up the tablet and reached for my Kindle instead; in 
contrast the dedicated ereader felt far more manageable, though also much less solid.  I was also a little afraid of dosing off and having the iPad 
drop on my face and break my nose. (Q1) 
B4: The first day I had it, I rented a movie I have always loved, Blade Runner, and tried to watch it for over an hour before simply giving-up. I 
struggled to get in the right position where I could see it perfectly without glare and get in position where I did not have to hold the surprisingly 
heavy thing up in the air in the perfect position. After carefully piling up pillows on my lap, and adjusting them, I got it just right, until I got up to 
got to the bathroom, and readjustment took another 5 minutes. (Q2) 
B4: The Kindle is so much lighter, comfortable for me to hold in any position, especially holding it in the air for long periods in various positions 
(as I have been doing) as I read it in bed or sitting.  In contrast not only does the weight of the iPad make it uncomfortable to read for even short 
periods in many different the same positions where a book or Kindle would work well, getting it positioned just right to avoid the glare adds a 
second variable to the struggle (a problem the Kindle's non-glare screen largely avoids, even though it lacks the beauty of the iPad screen). (Q3) 

Connectivity 

B19: I got my iPad the day they came out, and it was the wifi version. (..) So I ended up getting the mifi through verizon. I’m paying more than I 
would if I had a 3G iPad (…). I can use the mifi with all of my computers, so it was worth it but it is something that has given me pause. (Q2) 
B18: I don’t think I am missing out yet having bought the non-3G version. Certainly I wouldn’t have had to work so hard to fill my device up with 
documents if I had an always-on connection. But with the wi-fi only version I am not worried about paying more each month for the data 
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downloads, and I do worry that I would end up using that a lot. I am actually considering getting a portable hotspot device (…) and that way my 
wife and I can both share the connection when we are traveling. We don’t work in the same office, but if one of us needed it the other can give it 
up for the day. I think that would be a better solution, at least for my situation. (Q2) 

Directory 
Structure 

B17: As I think about what the first things that came to my mind when using the iPad the most common thought was “how the heck do you store a 
PDF file on it to view later?” That was one of my biggest initial frustrations with the iPad (knowing what I hoped to do with it initially). (...) The 
second frustration was the lack of a directory structure. I bought Keynote so that I could place ppt slides on the iPad. (…) But in Keynote all the 
files show up in one spot. (…) My first attempt to solve these issues was to use Evernote. (…) But it doesn’t meet my needs either. (…) 3 days 
after I bought the iPad I noticed that one of the top paid apps (…) was called GoodReader. (…) I thought it might meet my needs. And it does! 
(Q1) 

File formats 
B5: I, uhm, acquired a bunch of movie classics (…). Use Permute to convert your existing movie files to the iPad format or buy your movies 
straight from iTunes. (…) To be honest, I did illegally download a bunch of movies. But, in my defense, these were all movies I already owned on 
DVD. The problem is that ripping a DVD you legally owned and then converting it just takes hours or days. (Q1) 

Flash support B30: (...) what he said about the iPad during it’s launch back in January must always be taken with a pinch of salt (best ever web browsing 
experience? Without Flash? Pfft), but one thing he said does ring true; it is like holding the web in the palm of your hands. (Q1) 

Multitasking 

B11: I don’t think I’m asking too much for wanting to browse the web while having Twitter and Spotify running in the background, something I 
can happily do on Android. (Q2) 
B11: It probably sounds like I’ve been terribly disappointed with my iPad experience, but in fact I’m gradually finding more and more ways to 
integrate it into my life. The mistake, perhaps, was in immediately trying to find how I could directly replace my usual workday tools with the new 
tablet. The sort of multitasking I do as a matter of course while blogging – flipping from browser to twitter to RSS to IM and more – isn’t the best 
style of interacting with the iPad, and while you can certainly use it to prepare articles I’m still quicker on the MBP. (Q4) 
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Table 16. Chains of Evidence – Sensemaking Functions in the Reframing Cycle 

Process Trigger Quotes 

(d) 

Flash 
Support 

B10: The biggest thing I realized from going iPad only is that it’s a total waste of time to lug around the Macbook on days where I am doing a ton 
of commuting or have a lot of meetings. By and large, I was able to keep up with email, Facebook, the news, and deal with Google Docs and light 
spreadsheets / presentations on the iPad alone. When I was going iPad only, I basically just deferred any long emails until I got home (which was 
generally okay) and deferred playing Flash-based Facebook games until I had a Flash-capable device. (Q1) 

New 
cognitive 
ergonomics 

B34: I often forget and press the home button, not the open-windows icon, while in Safari. (Home works in webOS to see multiple open browser 
windows). (…) I'll readily admit that some of this may just be a case of retraining my finger memory from Palm Pre's gestures, which feel intuitive 
after a year and a half, to the iPad's, which are still new to me. (Q1) 

Multitasking 
B51: When you use a Windows PC–and, to a somewhat lesser extent, a Mac–you get dragged down by the responsibilities and obligations of 
using a computer. (…) With the iPad, all that goes away. You can devote nearly every second of your time to the task at hand, rather than 
babysitting a balky computer. (Q4) 

Typing-
intensive 
tasks 

- See also B10, Q1 above. 
B10: There was one very unexpected surprise. The iPad is a much more capable all-day computer than my Macbook. I generally can’t get more 
than 2-3 hours of useful stuff done on my Macbook on a single charge. On the flipside, my iPad is able to last an entire day on a single charge with 
nearly constant use. (…) At least 2-3 days per week I have a combination of commute and meetings that basically make the laptop useless. When 
I’m on the go, I rarely get the opportunity to sit down, plug in, and get enough work done to justify lugging around the laptop. (Q2) 
B44: I have installed the WordPress app for the iPad, but I still tend to write these posts on the laptop. The reason for that is that the rich-text 
interface for WordPress is not available in the app, and does not appear to work in the version of Safari that runs on the iPad. Now, I know plenty 
of HTML, but having to write the HTML myself slows me down and I really don’t have the time to slow down in order to keep up with the blog 
posts. So while I have written one or two posts directly on the iPad, most of them are still written on the laptop. (Q1) 
B51: Without the ZaggFolio, I used the iPad mostly for reading and light productivity. I’d happily type brief e-mails on it, but never anything as 
long as a meaty blog post or article. But Zagg’s no-compromise keyboard made typing every bit as comfy as it is on a notebook. All of a sudden I 
could write hundreds of words on the iPad. Or thousands of them. (Q2) 

(e) Directory 
Structure 

B9: The other major reason that blogging on the iPad is hard is because of picture resizing and uploading. Nevermind that there isn’t a camera, 
there isn’t a file system to download pictures off the Internet that could be used to resize. Also, while there are a few image apps out there for the 
iPad, none that I’ve tried work all that well, and again, without a file system, getting pictures uploaded to Wordpress is impossible (as far as I can 
tell). (Q3) 
B21: DropBox: A life-saver and a great replacement for the lack of universal file storage on the iOS platform. (Q1) 
B21: But one of the biggest problems with iPad that is preventing it from showing its great potential is the software limitations imposed by the 
fundamental design and business strategies. This has limited the opportunities for implementing very good ideas on iPad tablets. For example, the 
lack of a universal file storage system doesn’t let developers implement many good features in their applications. (Q2) 
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Typing-
intensive 
tasks 

B9: I took notes at the DC conference on the iPad, which turned into three posts. However (…) all these posts came at best hours after the sessions 
because I didn’t actually post any of these stories to WordPress using the iPad. There are a few reason why (at present) trying to blog from the 
iPad isn’t a good idea. First of all, even though I’ve had my iPad for a number of weeks, I still haven’t rearched what I would consider an 
acceptable typing speed using the on-screen keyboard. (...) Of course, perhaps if I had purchased a keyboard, a lot of my typing woes may have 
decreased, although I imagine that autocorrect would still be a pain. (...). However, I’d be lying if I said that I’m not going to take a closer look at 
the pros and cons of getting a keyboard soon. (…) So to make a long story short, I gave up and borrowed laptops (one per continent) to do all of 
my posts (Q1) 

File formats B18: (…) I did hope that the iPad would show my work well. It does, but since I primarily shoot in RAW format I have to convert everything to 
jpg files for the ipad to display them. (Q1) 

Application 
Translation 

B51: When I started using the iPad as my primary device (…) I thought that Photoshop would be simply irreplaceable. Then I discovered that I 
could do about 85% of the things I do with Photoshop by using several iPad apps together as an ad-hoc graphics suite, including PhotoForge2, 
TouchDraw, and others.  Photoshop remains the more powerful tool, and on the iPad, I only have access to the fonts that Apple provides. But I can 
apply fancy effects, layer together multiple images into a collage, and dress up type on the iPad. (Wait, how can you match the precision of a 
mouse and the efficiency of a big-screen display with the iPad’s touch interface and dinky screen? Well…you can’t. But for most of my day-to-
day needs I can come closer than I would have expected before I gave it a shot.) (Q9) 

Flash support B23: I know Flash is a nuisance, and I would love to see a web of standards-compliant sites using HTML5 to deliver dynamic content, but I also 
live in the real world, and when sites like the BBC’s weather page don’t work properly on the iPad, it’s a bloody nuisance. (Q2) 

New 
cognitive 
ergonomics 

B42: (…) my muscle memory has me reaching for a mouse again and again. I imagine that once I’ve written on the iPad enough, I’ll get used to 
touching the screen instead of reaching for the mouse. (Q2) 

Multitasking 
B37: The one thing I thought would be a negative in the beginning, turned out to be a positive. I'm referring to the iPad's lack of ability to multi-
task. When you're doing email, you're doing email full screen. You have to go back to the home screen, and touch another icon to switch to a 
different program or application. (…) Once you get used it that, you realize how efficient you are with the lack of distraction. (Q1) 
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Reframing: reinterpreting the frame 

Reframing, i.e., the reinterpretation of a problematic episode due – or thanks – to newly perceived 
data, may result by juxtaposing alternative frames. While the sensemaker considers alternative 
interpretations of the anomaly, (s)he also reflects on the possible approaches towards overcoming it. 
Therefore, (s)he may ultimately identify new information, which may now be more important within 
the context of the interaction and thus alter pre-established perceptions and goals (Figure 13d).  

Drawing from Gordon’s recounting, it seems that what triggers his sensemaking are the lack of Flash 
support and that of a physical keyboard, the first inhibiting his gaming activities and the second 
typing-intensive tasks (B10, Q1). However, he examines his tablet interaction within the 
particularities of his everyday life – which includes increased community and frequent meetings – and 
compares it with that with the laptop (B10, Q2). This process leads him into reflecting on the tablet’s 
increased portability and battery efficiency, re-evaluating his priorities and lessening the importance 
of a typing-intensive and Flash-based tasks, and ultimately being comfortable with deferring them 
(B10, Q1-2). Nevertheless, reframing may also occur as users seek to anchor their understanding on 
the causes of their disillusionment (Figure 13c). As Leo endeavours to use the tablet as a picture-
editing tool, he finds himself disappointed because the application of his choice doesn’t translate well 
on the specific platform, offering limited features. This initialises his sensemaking and, while seeking 
to enrich his initial frame by highlighting the application’s disadvantages, he anchors his 
interpretation on the tablet’s primary role, as imposed by its overall design, and his original stance 
towards its competencies. However, through this process, he eventually repositions his approach and 
suggests that the tablet’s reduced performance may still be considered satisfactory along the lines of 
his everyday needs (B51, Q9). 

 
Figure 13. Sensemaking processes 

5.2.2. Episodes of Disillusionment and User Accommodating Practices 

Patterns of user practices in relation to sensemaking triggers were identified through an across-case 
analysis, while a within-case analysis was conducted so as to examine whether differences in the 
sensemaking processes entailed the adoption of specific practices. These results are summarized in 
Table 17 and the three main clusters that emerged are ‘Rejecting’, ‘Workarounds’ and 
‘Repositioning’. It should be noted that the concept of ‘workarounds’ is quite different from Gasser’s 
‘working around’ (Gasser, 1986). Gasser’s ‘working around’ embraces both workarounds and 
working around technology, the latter potentially suggesting bypassing the technology altogether. 
However, these two behaviours are conceptually and practically different (Markus, 1983); entirely 
avoiding a technology is often approached as resistance-related behaviour and in many cases it entails 
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no effort to work with or integrate a given technology in everyday routine, while workarounds may be 
the result of one’s endeavour to seek a solution towards successfully adopting or adapting the 
technology (Azad & King, 2011).  

Rejecting the Tablet 

The practice of rejecting the tablet may be thought as one’s resistance to adopt the device for 
particular tasks, and it may range from deferring these tasks to abandoning the IT artefact altogether. 
In more detail, an important pattern that emerged within this cluster is that of users abandoning the 
tablet for watching movies and videos (e.g., B4, Q2), for bedtime reading (e.g., B11, Q1) and for 
typing-intensive tasks (e.g., B9, Q1, B44, Q1). As far as watching movies and reading are concerned, 
disillusionment originates from the tablet’s form factor with users choosing to substitute the IT 
artefact. Interestingly enough, this choice derives from a comparison between a previously owned 
device, e.g., dedicated e-reader, and the newly acquired one. In essence, having already a positive 
experience with another device minimises users’ willingness to adjust to a new anthropometry and 
they thus preserve the initial frame of the tablet being an uncomfortable, ergonomically-wise, artefact. 

Findings on prolonged typing vary. Even though a comparison of alternative frames may lead to the 
tablet’s rejection (e.g., B44, Q1), it may equally lead to task postponement (e.g., B10, Q1-Q2). 
Emory, for example, considers the alternative solutions at his disposal and argues that they can be 
time-consuming; thus, his goal shifts, from using the tablet for blogging to maintaining his blog-
posting pace and thus abandons the tablet for this task (B44, Q1). Following the same sensemaking 
process, Gordon highlights the importance of the tablet’s increased portability and re-evaluates his 
goals; yet, in this case, instead of abandoning the tablet, he chooses to defer the task itself (B10, Q1-
Q2). Finally, rejecting the tablet for typing-intensive tasks may also be the result of a saturated 
understanding of the tablet’s performance and capabilities and which can be captured through Hawk’s 
case (B9, Q1). He recounts his effort to use the tablet for intense typing, the issues he faced, and how 
he ultimately resorted in replacing the device with borrowed laptops for his blogging activities. 
Therefore, similarly to Emory and in contrast to Gordon, Hawk sees a greater value in completing 
tasks on time and efficiently rather than in increased portability. 

Understandably, these user practices differ immensely regarding user intentions, and they all stem 
from the interaction’s re-evaluation within the context of use. Considering them as a whole, one sees 
that users prefer to postpone less important activities, such as flash-based games and less significant 
e-mails (B10, Q1-Q2). In contrast, when the activity is considered to be important, for example, being 
work-centred (B9, Q1) or remaining faithful to one’s readership (B44, Q1), users consider using other 
devices as more advantageous.     

Developing workarounds 

The second cluster of user practices is that of workarounds. When users break free from a flawed or 
fragmented interpretation (Figure 13a, c, d, e), they succeed in resolving the problem they face, by 
deploying elegant or complex workarounds. In more detail, the nature and the complexity of the 
workaround is mainly dictated by the issue and the available solutions, provided that the user 
acknowledges that the situation can be improved through her/his mediation. 

By and large the most popular type of workaround among users was the use of third-party, offline or 
cloud-based, applications. The analysis shows that the lack of a directory structure, e.g., (B21, Q1-
Q2), (B17, Q1), and the inefficient translation of applications for the specific platform, e.g., (B51, 
Q3), (B51, Q9), lead users to research the extant application marketplace. Nevertheless, a clear 
pattern, linking the solution’s sophistication, the user type and the sensemaking process did not 
surface. For example, users may go through the process of revising their understanding and 
expectations (Figure 13e) and adopt a complex workaround, entailing the use of a bundle of 
applications (e.g., B51, Q9), and which may be seen as a ‘kludge’ (Koopman & Hoffman, 2003). 
Others, while refining their frame through an investigation into the tablet’s capabilities (Figure 13a), 
appear deploying a rather straightforward workaround, i.e., use a substitute application (e.g., B51, 
Q3). As a result, provided that one manages to recognise that (s)he can improve the interaction, the 
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sophistication of the workaround may be approached as problem-dependent rather than solely 
sensemaking-dependent. 

Moving from software- to hardware-based workarounds, users turn to technology enablers in order to 
overcome connectivity issues and handle typing-intensive tasks. Connectivity issues are most often 
treated with the help of enablers, such as hotspot devices (e.g., B19, Q2) and card readers (e.g., B23, 
Q4), which enable the tablet’s cooperation with networks and other devices. On the other end, heavy 
typing is approached with the help of a wireless keyboard (e.g., B51, Q2). What is notable is that 
users tackle typing-intensive tasks with the help of technology enabler, even though they follow the 
same sensemaking process with those rejecting the tablet for such tasks (e.g., B44, Q1) or deferring 
them (e.g., B10, Q1). This difference was not possible to be attributed to the sensemaking process; 
thus there was a further investigation into user characteristics so as to shed light into the 
inconsistency.  

Gordon prefers to defer typing-intensive tasks for the sake of increased portability (B10, Q1), while 
Emory chooses to abandon the tablet and continue using his regular computer so as to maintain his 
blogposting pace (B44, Q1). The main difference between these two is that the first is a mobile 
professional while the second, even though a frequent traveller, conducts a more stationary 
professional life. Nevertheless, Leo, who is an on-the-go professional, like Gordon, adopted an 
approach similar to Emory’s. Further scrutinising his recounting, Leo is more difficult to defer tasks 
since his typical workdays take place almost always outside the office: 

Leo: “Even when I’m not traveling, I spend a lot of time bopping around San Francisco and the Bay 
Area, attending conferences, visiting tech companies, working out of hotel lobbies” (Editor, 
B51, Q7), 

and possibly he has less time for revisiting responsibilities, much like Emory. Furthermore, Leo finds 
additional advantages in the tablet, even when augmented with an external keyboard: 

Leo: “Beyond the jaw-droppingly good battery life, my iPad 2 has one other hardware attribute that’s 
a huge upgrade over the Air: It has AT&T wireless broadband built in. (…) I don’t have to futz 
with Wi-Fi hotspots. I’m just online–and it makes me so much more productive that I don’t 
object a bit to paying AT&T for the service.” (Editor, B51, Q7). 

Therefore, revisiting the initial interpretation, following the same sensemaking process (Figure 2d) 
and for the purposes of typing-intensive tasks, what leads users to adopt a specific accommodating 
practice rests with their perception regarding the tablet’s overall performance; additional advantages, 
e.g., battery efficiency and portability, may exert a stronger influence and drive them to work harder 
toward resolving any emerging issues.  

Repositioning understanding 

The third cluster may be considered as the result of one’s repositioning relative to the initial frame 
and the development of a new understanding (Figure 13c-e). The common denominator across these 
instances is that, independently of the sensemaking process, users adjust their understanding to the 
situation at hand, without seeking to improve the underlying conditions. As a result, they defend or 
minimise the importance of any inconsistencies between their expectations and the tablet’s 
functionality. 

Most prominent among the features that violate users expectations is the lack of multitasking, with 
users rationalizing it across all sensemaking processes. Those who persist on a flawed understanding 
imply that perhaps this feature is lacking due to the tablet’s immaturity and hope that future versions 
may allow it, e.g., (B50, Q1). Others seek to examine further their interaction and, while reflecting on 
previous experiences, revise their interpretation and approach the lack of multitasking as something 
that assists them in being more focused on the task at hand, e.g., (B51, Q4), (B37, Q1). Equally so, 
others consider their interaction style as imperfect within the context of the newly introduced 
cognitive ergonomics, and posit that any inconsistencies are due to a mismatch between the two, e.g., 
(B11, Q4). 
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Table 17. User Accommodating Practices 

Process 
Rejecting Workarounds Repositioning 

Trigger User practice Trigger User practice Trigger User practice 

(a) 
    Connectivity Technology Enabler (B23, Q3)     

Application 
Translation 

Third-Party Application (B51, Q3) 

(b) 

        Flash support Will improve (B32, Q1) 
Dismiss importance 
(B25, Q1) 

Multitasking Will improve (B50, Q1) 

(c) 

Form Factor Abandon tablet (B11, Q1), 
(B4, Q2), (B4, Q3) 

Connectivity Technology Enabler (B19, Q2) Connectivity Dismiss Importance 
(B18, Q2) 

Directory Structure Third-Party Application (B17, Q1) 

File formats Alternative Routes (B5, Q1) Flash support Dismiss importance 
(B30, Q1) 

Multitasking Taking the Blame 
(B11, Q2), (B11, Q4) 

(d) 

Flash Support Push back activity (B10, 
Q1) 

Typing-intensive 
tasks 

Technology Enabler (B51, Q2), 
(B44, Q2) 

New cognitive 
ergonomics 

Taking the Blame 
(B34, Q1) 

Typing-intensive 
tasks 

Push back activity (B10, 
Q1), (B10, Q2) 
Abandon tablet (B44, Q1) 

Multitasking Permits focusing 
(B51, Q4) 

(e) 

Directory Structure Abandon tablet (B9, Q3) File formats Convert files (B18, Q1) Flash support Dismiss importance 
(B23, Q2) 

Typing-intensive 
tasks 

Abandon tablet (B9, Q1) Application 
Translation 

Third-Party Application (B51, Q9) New cognitive 
ergonomics 

Taking the Blame 
(B42, Q2) 

Directory Structure Third-Party Application (B21, Q1), 
(B21, Q2), (B45, Q1) 

Multitasking Permits focusing  
(B37, Q1) 
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Finally, a subgroup within the cluster of repositioning emerged due to the lack of Flash support. Even 
though all users suggest that it inhibits their internet experience, they eventually rationalize it, each to 
different extent. Similarly to those who accredit some issues to the tablet’s immaturity, they appear 
confident that this will be handled in the future, e.g., (B32, Q1). Yet, others shelter their 
understanding and, instead of seeking alternative interpretations, they claim that Flash is not integral, 
e.g., (B25, Q1). All the while, others shift liabilities and posit that the issue lies with websites using 
Flash rather than with the incompatibility between the software and the operating system, e.g., (B23, 
Q2). 

5.2.3. Interdependence of Accommodating Practices 

The within-case analysis revealed that, for specific disillusionment triggers, the adopted 
accommodating practices are not necessarily used independently from each other. A user may shift 
from one practice to another over time, or deploy more than one, depending on the task at hand. 

As shown from Emory’s accounts, he considered blogging from the tablet as a typing-intensive task 
due to the necessity of typing HTML himself; fearing of putting his blogging pace in jeopardy, he 
chose to abandon the tablet and continue on blogging from his computer (B44, Q1). However, he 
reveals that he is equipped with a bluetooth keyboard (i.e., a technology enabler), so as to catch up 
with his science-fiction writing when he finds himself outside his home office” 

Emory: “In writing on my iPad, I don’t use the touch screen, which would be far too slow for me. (…) 
I have a standard Mac wireless BlueTooth keyboard that I sync with my MacBook. When I am 
going to be away from the house and I know I’ll be writing, I take that same keyboard with 
me.” (Science Fiction writer, B45, Q2). 

In addition, he resorts to using a bundle of cloud-based third-party applications, because syncing with 
his home computer is a basic requirement: 

Emory: “I had to experiment with different ways of writing fiction that would allow me to integrate 
with Scrivener, which is my primary writing tool on my Mac laptop. (…) Eventually, I found a 
better solution, using Scrivener, Dropbox, and Elements.” (Science Fiction writer, B45, Q1). 

In other words, he uses two workarounds – a technology enabler and several third-party applications – 
so as to succeed in using the tablet as desired and at an acceptable pace; yet, previously, he had 
rejected the IT artefact altogether (B44, Q1). 

On a more abstract level, such behaviour may be interpreted as repositioning one’s understanding. In 
the example above, the user attempted to use the tablet for blogging; yet he realized that it would slow 
him down considerably, thus abandoned the tablet altogether for the specific use scenario, but not for 
all other purposes. Instead, by developing two workarounds (technology enabler and third-party 
applications), he succeeded in fitting the IT artefact in his everyday and work life, and in using it for 
other, similarly typing-intensive tasks.  It can thus be argued that users set out using a mixture of the 
identified accommodating practices rather than resorting to just one, leading the user from an initial 
rejection to a final repositioning. 

5.3. Summary 

Concluding this chapter, up to this point, the thesis investigated the relationship users develop with 
the tablet, by examining specifically how they make sense of their personal experience, by adopting 
McCarthy’s and Wright’s theorisation of experience (McCarthy & Wright, 2004b), and by 
investigating further troublesome situations, during which user expectations seem to be violated, 
following Klein et al.’s approach (Klein et al., 2006). 
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As it was shown, while users interact in an instrumental, non-instrumental or in non-physical manner 
with the tablet, they employ six sensemaking processes, i.e., anticipating, connecting, interpreting, 
reflecting, appropriating and recounting, in a non-linear fashion, while, as it was evidenced, 
interpreting and reflecting may occur concurrently. The study, with regards to these sensemaking 
processes has corroborated and replicated to some extent findings of previous studies. However, it has 
also added new knowledge in the extant literature. In more detail, at the stage of anticipating the 
interaction with an IT artefact, which is usually classified as a non-physical interaction, one’s 
expectations colour and shape the experience to come. Through this study, it has been highlighted that 
such expectations may go beyond general hopes and expectations of acquiring and interacting with 
the tablet, as users look forward to seeing the tablet fulfilling their predefined utilitarian-related goals. 
While coming into contact with the tablet, users form immediate responses without making any 
judgments in a reflective manner but rather on a sensory level (connecting). At this stage, users 
connect with the tablet by making general valuations, but focus greatly on form-related evaluations. 
Moreover, findings show, that while the other functions may repeat themselves within the process of 
sensemaking, connecting is unique in the sense that it signifies a unique opportunity for users to 
assess the tablet and their interaction with it for the very first time. As users begin interpreting the 
experience, they consider their interaction relatively to the possibilities offered by the IT artefact, to 
the goals set beforehand and to their expectations, as formed at the phase of anticipating. While doing 
so, the participating authors are in position to perceive both the IT artefact and their interaction in 
more detail and proceed in form-related and utilitarian-based evaluations, both positive and negative, 
depending on how the various perceived agents either facilitate or restrict action possibilities. 

When users reflect on their interaction, while users still interact with the IT artefact or most often 
beyond its physical duration, they tend to consider the hindrances they came across in relation to how 
they succeeded in overcoming them or not. Equally, they may judge their overall experience in 
relation to the overarching feeling state they were left with after the experience ran its course, i.e., 
pleasure or frustration. In turn, users can find a fit for the tablet within their everyday through various 
pathways, i.e., by changing an activity to accommodate it, by changing their everyday routine and 
practices so that these can be more aligned to the tablet’s capabilities, by recognizing it aspects of 
their personality as it is or as the authors’ would like their personality to be etc. Nevertheless, in many 
cases, at this phase of appropriating, authors may realize that this IT artefact has no place in their 
everyday and thus put forth their concerns, which can range from moral trepidations to misalignments 
with their personality as technology users. Finally, the process of making sense includes also the 
function of recounting, which in essence refers to the act of storytelling, i.e., describing and relating 
the experience to others, and thus possibly relive the experience, find new meaning through this 
narration, as they may discover new possibilities through the very experience of storytelling and 
sharing the experience with others. 

With regards to troublesome or uncertain situations, the study has identified five sensemaking 
processes that can be divided into those leading to elaborating and those leading to reframing one’s 
initial understanding (§5.2.1). In other words, upon identifying the discrepancy between expectations 
and actuality, users begin making sense of what takes place, following different processes, and they 
either a) revise their goals, or b) elaborate further their understanding, occasionally persisting on a 
flawed interpretation or discarding alternative choices. All the while, the findings show that the very 
process of sensemaking leads users into investigating alternative solutions, assessing the value in 
adapting the tablet to their needs or adapting themselves to the tablet’s capabilities.  

With regards to user accommodation practices, users may proceed developing workarounds by 
turning to technology enablers and third-party applications in order to successfully integrate the tablet 
into their routine. Such workarounds appear to be persistent over time, without explicitly breaking the 
principles of the interaction. In contrast, they are perceived as essential workarounds (Azad & King, 
2011), facilitating interaction and increasing productivity and are quite different from direct/indirect 
or positive/negative resistance (Ferneley & Sobreperez, 2006). In more detail, users appear to aim at 
incorporating the tablet in their everyday; therefore, developing workarounds is not a resistance-
resultant behaviour in principle. At the same time, as the study focuses on interaction with technology 
without examining whether the IT artefact holds a work or non-work related role, the tablet is not 
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imposed by an external power structure (e.g., work environment) to whose intention a user could 
resist. Moreover, as findings exhibit, resistance-related behaviour surfaces more explicitly, with users 
highlighting numerous reasons for rejecting the tablet for specific tasks; users do not seek to deploy 
any type of workaround, sophisticated or not, as they feel that extant solutions cannot remedy the 
situation, and they thus resort to a different IT artefact (e.g., e-reader) or entirely defer the task at 
hand, rather than adapt the tablet to their needs.  
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6. Unravelling User Experience from the Users’ Perspective  

6.1. Introduction 

The ensuing sections build upon pinpointing relevant interpretations by grouping together several of 
the previously identified use scenarios (§4.2) in relation to the four components of experience, as 
introduced by McCarthy and Wright (McCarthy & Wright, 2004b). Specifically, the aim is to 
examine user perceptions regarding the tablet’s role, depending on the spatiotemporal character of the 
interaction, its aesthetics as perceived through the various stimuli, and its semantic charge, and in 
turn, analyse the impact on the overall impact on user experience, as communicated through user 
emotions. 

6.2. A Space- and Time-Dependent Role for the Tablet 

The following sections describe the roles that users seem to identify in the tablet, as emerging in 
relation to their profile, by accessing the bloggers’ interpretations as found in their blogs. 

When it comes to IT artefacts, their use is largely dependent upon one’s needs and the context within 
which interaction takes place, as this also poses specific demands and requirements. Focusing on the 
study’s pool of users, the majority of blog authors hold upper level managerial positions within 
companies or businesses. However, there are several cases of pastors or ministers, accountants, 
authors and user experience designers and developers, among others. Due to the nature of their job, 
many of the bloggers are frequent commuters or need to travel often for work purposes, while they 
attend meetings on a regular basis. This suggests that their lives are organized around a fairly unstable 
schedule; thus, with regards to the tablet, almost all of the bloggers report increasing needs for 
continuous connectivity, speed and mobility. As a result, when, for example, the focus changes from 
the business environment to the everyday, the way users experience the tablet changes dramatically. 

Looking back to McCarthy’s and Wright’s (2004b) conceptualization of user experience, this is 
largely due to the spatiotemporal thread. In other words, since experience is situated to a specific time 
and a specific place, user perceptions are more than likely to change depending on the context, within 
which the experience unfolds.  

The analysis begun by identifying the spatiotemporal character of the experience, as introduced 
through the spatiotemporal thread by McCarthy’s and Wright’s (2004b) framework. Therefore, during 
the first phase, open coding entailed the identification of space- and time- related features in order to 
delineate the spatiotemporal character of the use scenarios. This, in turn, was followed by grouping 
codes together (selective coding), which in many cases were each others’ variants or subcategories of 
the core category, seeking to identify space- and time-dependent roles for the tablet within user 
everyday. At the end of the coding procedure, chains of evidence were produced, and for each 
category representative quotes were extracted for the purposes of highlighting the introduced 
arguments, discussed in the following sections (§6.2.1, §6.2.2, §6.2.3, §6.2.4).  

All in all, this process identified four main roles for the tablet, namely the productivity tool, the home 
appliance, the socialising medium and the casual companion. These are discussed next, supported 
with the study’s chain of evidence. 

6.2.1. Productivity Tool 

Often, the tablet plays the role of a productivity tool. In many occasions it facilitates work-related 
processes having concurred a position within the business life. Even though it is not regarded as a 
‘primary workhorse’, since several obstacles still exist (e.g., lack of Flash), the majority of authors 
report using the iPad as an extension of their business life. 
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The study’s findings suggest that it can easily become a business device, by allowing users to 
communicate their work ideas to others, as for example in Dougie’s case: 

Dougie: “It’s a legitimately usable Digital Sketchpad. I am a visual thinker and communicator. If I 
don’t have a pad in my pocket there’s about a 100% chance I’ll be drawing in the air with my 
fingers as I talk, either trying to understand something or communicate it.” (User Experience 
professional, B55), 

and by providing a platform for carrying out daily work tasks 

Donna: “The iPad quickly became my device of choice for email, agenda, web browsing, voice 
dictation - and the majority of my daily work tasks.” (Internet marketer, B37), 

and/or monitoring them: 

Albert: “No More Leather Planner—for years my primary organizational tool was a leather binder—
it had a tab for every area of ministry, major events, teaching outlines, prayer lists, and a 
calendar. Thanks to Evernote, everything in that binder has been moved into a digital format 
where it can be accessed from iPad, iPhone, and computer.” (Minister, B8). 

Interestingly enough, what users seem to value the most, is the tablet’s capability to support them 
while attending meetings: 

Roger: “It’s also a great work netbook. It’s small and light enough to have in every meeting, and fits 
in smaller rucksacks. No more ugly corporate laptop bags. It’s excellent for presentations (and 
not just as a novelty)” (VP Marketing, B7). 

Offering a satisfactory work environment for basic tasks and being extremely portable, they consider 
that it allows them to remain productive when they are on the move or out of the office, providing 
them with the necessary mobility. Indeed, while commuting and during meetings, business needs are 
very different from those of the pure desktop environment. Most often they relate to giving or 
attending presentations, managing information, e-mails and messages. Such tasks, even though they 
are time consuming and often demand preparation beforehand, are considered as light work. While 
previously such professionals had to carry around their laptops, now they prefer to use the tablet. 
Offering instant access to ubiquitous information, supporting most content consumption needs and 
representing familiar use paradigms, the tablet serves the business needs of the on-the-move 
professional in a more natural way without imposing its presence in the process. At the same time, 
being a lightweight device, the iPad gains an additional advantage over the average laptop, by 
changing users’ perceptions on mobility and diminishing the prevailing sense of a chore: 

Bernard: “the fact that it’s instant-on and you can flip the screen around to show a colleague a web 
page, a chart, or a document just like you would a piece of paper gives the iPad a much more 
natural feel and a huge advantage over a traditional laptop (…). On a business trip a couple 
months ago (…), I left my laptop in the hotel room and only carried the iPad. It was ultra-
convenient to just flip out the iPad to compare calendars for follow-up meetings, show off a few 
charts, and co-surf a few web sites without having to whip out a laptop or fire up a projector. It 
was also liberating to walk in without a laptop bag slung over my shoulder.” (Editor in Chief, 
B20). 

Along these lines, the tablet becomes an office extension, which manages to support, especially 
mobile, professionals during business trips, at home for doing light work, or generally, while working 
away from their primary office and while being mobile. Leo, for instance, realized that, the 
opportunities offered by the tablet’s increased battery capacity free him from power-related worries 
for an entire day: 

Leo: “(…) I hopped on a plane to fly to Berlin, where I was attending the IFA electronics show. I took 
my iPad 2, the ZaggFolio, and my MacBook Air. It was during this trip that the iPad became 
my primary computing device, even though I was still learning how to be productive with it. 
And it was one specific thing about the iPad that made it so useful on the trip: I could use it for 
ten hours at a pop without worrying about plugging it in.” (Editor, B51). 
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Next, it is quite common for modern professionals to find themselves doing some light work while at 
home, as for example, checking and responding to e-mails, thus extending their office within the 
home environment. This is particularly evident through Hank’s case, who uses the iPad in order to 
support these tasks: 

Hank: “I used to drag my laptop all over my house to “work” which is code for check email or some 
other minimalistic effort. The iPad works great in this capacity and if you spend most of your 
time online, working on documents, responding to email or any social networking ditch the hot 
lap.” (Visiting Professor of Social Media and Strategy, B3). 

Finally, throughout all the aforementioned cases, it is evident that the tablet is the device of choice for 
mobile professionals and commuters; however, it is also preferred even in those cases that other, 
computationally superior devices are available, simply thanks to its portability, as users wish to 
remain relatively mobile: 

Blacky: “I'm at my desk most of the day and undocking my 17-inch laptop to retreat to the couch is 
always a chore. Instead I just pick up the iPad and head to the couch or local coffee shop and 
tap away. Bliss.” (Developer, B29). 

6.2.2. Home Appliance 

As the spatiotemporal component of experience changes, from the work to the home environment, we 
see the tablet fulfilling the role of a home appliance.  

In more detail, many have integrated it within their everyday routine, and substituted other devices 
with it for internet browsing or catching up with the news during leisure time: 

Sarah: “How many times do Hubby and I Google something or pull up Fandango on our iPhones 
while sitting on the sofa in front of the TV? Um, too many to count. The iPad is a happy 
medium between running to your PC and Googling via the iPhone” (Fashion blogger, B57). 

Moreover, when there are more than one members within the household, it is not uncommon for all 
the members of the family (e.g., children, parents) to use it, concurrently or successively, thus 
transforming it into a family device. 

In addition, there are several instances of bloggers using it together with their children for 
entertainment purposes: 

Albert: “It would be wrong not to admit that using these devices is just plain fun. Whether it’s reading 
Winnie the Pooh to Haylee, playing “Memory Cards” with our family, or teaching Dana how 
to play solitaire, we’ve had a good time” (Minister, B8). 

Equally so, in several occasions, children take advantage of the tablet for gaming: 

Dennis: “Both our daughters have their favorite games installed on our iPads” (Blogger, B5), 

or general entertainment: 

Jacques: “(…) for my 5 year-old son, who’s just developing an interest in photography, being able to 
see what his pictures and videos look like on the screen has been a huge source of delight” 
(Strategy Consultant, B23), 

and use it on their own. Notwithstanding, parents are exploiting the entertaining character of the tablet 
for keeping their children occupied when needed, as for example, while in restaurants, running 
errands, or working: 

Emory: “And while I don’t play a whole lot of games on the iPad, I’ve found a surprising use for its 
entertainment capabilities–one that has already come in handy on a few occasions: letting my 
little boy play games on it. I’ve picked up a couple of games for young kids, as well as a few 
interactive book “apps” and he seems to really enjoy them. If I need 20 minutes to get 
something done and am at my wits end for keeping the Little Man entertained, I can put on a 
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Thomas the Train interactive book and let him play with it for a while and he is perfectly 
content.” (Science Fiction writer, B45). 

While the aforementioned first-order data are evidence for an interpretation strongly relating to a 
family device, there are numerous user accounts supporting the concept of the tablet taking the form 
of a different home appliance, that of a home computer. Surprisingly, there are arguments for the 
tablet being able to function as the sole computer within the household: 

Leland: “The iPad 2 is really turning into both a content consumption and creation device and with 
apps like these the iPad 2 really can be the only computer in a house for many, many people.” 
(Naval architect, B26), 

primarily because it can support both consumption and creation use scenarios. Indeed, users suggest 
that it is adequate for daily tasks: 

Bobby: “you should be a frequent technology user who’s in need to use computers or smart devices 
for common daily tasks. Modern tablets are very useful in many circumstances like travelling, 
long-distance walks, using subways, or many other situations.” (PhD Candidate in Computer 
Studies, B21), 

while it has proven itself as a useful IT artefact for every room and an integral part of the 
‘decoration’: 

Roger: “It’s a great sofa computer. It looks fabulous of course, and it storms for browsing, looking 
stuff up and casual email. (…) It’s a terrific media player. Both for wandering around the 
house playing WiFi radio (5 Live Sports Extra and Indie 103.1), and also as a temporary 
kitchen TV (for iTunes purchases)” (VP Marketing, B7), 

while bloggers continuously use it during e.g., watching TV: 

Harold: “When I am sitting there watching the tv I’ll be playing about doing something“ (Social 
specialist, B38). 

6.2.3. Socialising Medium 

The tablet manages to channel users’ social life, taking up the role of a socializing medium. In 
essence, it functions as both a communication and a social device, acting as a social lifeline, on the 
one hand, and strengthening the social character of several commonplace activities on the other. 

For example, Harry, “[a]fter some conversation about technology, philosophy, and politics” with “a 
gentleman from India, who had a tablet computer”, politely declined to sell him his iPad, because he 
“enjoyed the device too much. It was a social lifeline and multi-media tool that had become very 
important to [him] during [his] trip.” (Harry, HR professional, B16). On the other end, Harriett, who 
suffers from cerebral palsy, which affects her muscle coordination, balance and speech, acquired the 
iPad, wondering whether she could use it as a communicator between her and others. In her personal 
blog, she recounts: 

Harriett: “My friend Hope was having trouble figuring out what I was saying and she asked, 
“Where’s your iPad?” In that moment, I felt a sense of normalcy and acceptance. Using an 
iPad, which could become as commonplace as the Blackberry and iPhone, is not yet another 
thing that makes me different. I wasn’t using a strange, unfamiliar device to communicate with 
this group. People were drawn to it because it was a “recognized” or “known” piece of 
technology rather than being standoff-ish with an unknown communication device.” 
(Accessibility advocate - Consultant, B39). 

Both cases tend to be rather extraordinary, each for its own particularities; yet, they illustrate 
adequately the extent to which users manage to communicate more effectively and efficiently, in 
reality (in Harriett’s case) or possibly solely in their perception (in Harry’s case). For all other cases, 
findings reveal that several of the tablet’s features work towards enhanced communication, namely 
the ability for video and VoIP calls, the first combining image and voice, and the second affordable 
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calls of the internet. James, for example, when travelling, has used the IT artefact to communicate 
with his wife: 

Ben: “I also tried FaceTime, calling my wife on her iPhone 4. Video calling really stands out on this 
screen. While the camera resolution is not high, it is suitable for video calling.” (James, Chief 
Technology Officer, B15), 

while Ben reports being amazed by the sound quality: “I have even made Skype calls using the IPad. 
Video calls are not possible but the sound quality for voice calls is excellent.” (Chartered accountant, 
B32). 

All the while, the tablet is a social device by supporting the social nature of activities, such as looking 
up photos, browsing the internet with others, dining out and so forth: 

Dougie: “I opened up the web page of the restaurant we wanted to order from and passed around the 
iPad for everyone to have a look at the menu. It was quite cool and a bit of an eye-opener for 
the skeptics. It worked a lot better than crowding around a screen or taking turns sitting at a 
computer for the places for which we didn’t have a menu on hand.” (User Experience 
professional, B55).  

In other words, the tablet is considered as a communal device. As discussed, it can be a vehicle for 
looking up information, playing games, viewing family photos etc. What is important is that, 
according to authors’ constructions, the tablet offers opportunities for sharing and socializing with 
others. In the past, physically sharing content with another suggested handing over a mobile phone, 
passing around a laptop or hanging over one’s shoulder to share a screen. However, the mobile phone 
is considered as a more personal device and handing it over brings about a sense of insecurity. 
Similarly, physically sharing content by passing around a laptop or gathering in front of a desktop 
computer is described as unpleasant, the first being relatively heavy or often attached to cables and 
the second limiting users’ personal space. As one of the bloggers shares with his readership: 

Ed: “The iPad provides wonderful opportunities for "social" internet surfing. Rather than huddling 
around a monitor or passing back and forth that tiny iPhone, the iPad is wonderful for sharing 
the Internet with others - we used it the other day to show my 80 year old mom my daughter's 
prom pictures, and it was great for passing around, as the screen is dazzling and it is perfect 
for people to hold for short periods.” (Professor of Management Science, B4). 

Through such first-order data, it appears that the tablet’s overall size is considered ideal for sharing, 
while its weight and form don’t pose significant limitations for passing it around from one to another, 
much like people pass around, for instance, kitchenware around the dinner table. In addition, as the 
use of the tablet is done concurrently, rather than successively, it allows its integration into users’ life, 
without disrupting their social life. Instead, users use it in a way so as to include others in the activity, 
interestingly enough senior citizens, too. Quoting another blogger’s writings: 

Jacques: “Somehow, passing a tablet around and swiping back/forth seems very simple and 
surprisingly non-geek.” (Jacques, Strategy Consultant, B23), 

it seems that it is because the iPad, an otherwise innovative computing device, builds upon natural and 
familiar interaction modalities, that it is not considered as something sophisticated. Instead, by being 
intuitive, it addresses a wider demographic. 

6.2.4. Casual Companion 

Based on the study’s findings, the tablet manages to fulfil a set of minor needs, corresponding to the 
desires of the average user, such as those of traveling, gaming and computing needs.  

Specifically, as it is evident from Dale’s recounting, largely thanks to the iPad’s form factor and 
touch-based operating system, the tablet transforms into a gaming device even for older adults, who 
tend to have experience with new as well as rather vintage games, as the latter have now been 
translated for the iOS platform: 
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Dale: “I was shocked how the iPad channeled my inner gamer with SimCity HD, Plants vs. Zombies, 
Words with Friends and Angry Birds Rio. The iPhone’s smaller real estate was never enough 
for gaming but the iPad is the Goldilocks “just right” size for handling and viewing. The new 
titles make perfect use of multitouch and old friends like SimCity that began as a PC favorite 
have been slickly translated for a touch experience.” (Business Development, B2). 

Next, bloggers seem to prefer the particular IT artefact for their travelling needs over other computing 
devices for a number of reasons; first, it facilitates navigation within foreign surroundings: 

Harry: “It was like having a personal tour guide and I was happy to find that a Starbucks is never far 
from you even when you're 7,000 miles and an ocean away from home.” (HR Professional, 
B16), 

while it eases the interaction with the security personnel in airports: 

Dick: “The best thing about it: airport security don’t need to scan separately for a bomb threat.” (IT 
in the Oil and Gas Industry, B53), 

and minimizes the need for carrying travel documents: 

Dennis: “For travel itself the iPad works wonders too. We ended up not printing our boarding passes 
but just showing the full PDF on our iPads (My girlfriend has one too) and nobody objected.” 
(Blogger, B5). 

In addition, beyond working hours, during family or leisure time, users interpret the tablet and interact 
with it for casual internet browsing, looking at family pictures, keeping up-to-date with the news and 
so forth; essentially the tablet satisfies the computing needs of casual users, as bloggers themselves 
suggest: 

Harry: “Most want to know if it can replace a laptop. That really depends on how use your laptop, but 
for most casual computer users--Internet surfing, social networking, light word processing, 
mutt-media entertainment--the iPad is the perfect, portable, computing companion.” (HR 
Professional, B16). 

In summary, the IT artefact plays a role, which may appear as an aggregation of the previously 
discussed ones, yet it is quite different in its essence. The tablet takes up the role of a casual 
companion by fulfilling a set of minor needs, i.e., those of travel, gaming and computing needs of the 
average user, and this entails the tablet’s use for several, trivial purposes, and within particular 
contexts; therefore, its assessment stems from an entirely different perspective, i.e., as something for 
occupying oneself for in-between time: 

Emory: “I don’t get much time to play around on the iPad for fun. I’m either reading or writing or 
doing something with some stated purpose (researching for an interview or story, writing a 
blog post, etc.) But sometimes, I just need a break and I can turn to my iPad for that as well” 
(Science Fiction writer, B46). 

6.2.5. Serving Multiple Roles 
While the study identified four different roles for the tablet, it should be noted that these are not mutually 
exclusive. On the contrary, as the tablet is used interchangeably and within ever-diverse contexts, it manages to 
fulfil several roles throughout the course of a day, depending on the spatiotemporal order and the social context 
of use. In essence, the tablet manages to transcend all facets of contemporary human living; from the 
office to the home environment, changing established behaviours, like reading books and using 
laptops as portable devices, accompanying users in their everyday computing needs or supporting 
their social sharing activities. Drawing from the authors’ accounts, and based on an initial analysis, 
this change in behavioural patterns is thanks to the increased portability, the intuitive interaction, and 
the overall form factor of the IT artefact. Yet, additional factors come into play; the tablet can easily 
switch roles and turn from a gaming console into a library, with increased capacity, as far as the 
number of books is concerned. Together with its ease of use and the application store’s ecosystem, 
which produces continuously new applications, the latter considered quite affordable and accessible, 
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the tablet manages to satisfy basic computing needs. At the same time, technological advances 
continuously reshape human-computer interaction, and previously perceived as specialized devices, 
now transcend the boundaries between the work and the home environment, and are used 
interchangeably in a myriad of ways. Such is the case with tablets. The launching of the iPad has 
popularized this class of devices across almost all market segments, shifting users’ perceptions, thus 
allowing most individuals to experience it from the physically static work environment, to the context 
of ‘office-on-the-move’, to the privacy of their personal environment. 

6.3. Experience of Aesthetics and the Sensual Component of User Experience 

At this phase of the study, the focus shifts to the impact of aesthetics on one’s experience with the IT 
artefact. In doing so, the analysis follows Sonderegger’s and Sauer’s terminology and rationale, 
aiming to explore both the design aesthetics and the artefact’s attractiveness, in relation to the overall 
user experience. In more detail, by design aesthetics, the discussion will refer henceforth “to the 
objective design aspects of [an IT artefact]”, while by attractiveness it will refer to “the individual’s 
reaction to the [IT artefact] features” (Sonderegger & Sauer, 2010), representing user perceptions of 
aesthetic pleasure. 

Moreover, the discussion unfolds based on an analysis of the sensual thread in conjunction with how 
users make sense of their experience, i.e., through the processes proposed by McCarthy and Wright 
(2004b). Adopting this approach, it is posited that a more detailed examination of the aesthetics’ 
impact on user experience is possible, going beyond the point of illustrating that indeed beautiful 
computing devices affect user perceptions. In particular, the objective is to shed light into the various 
design elements forming the IT artefact, because these, together with the materials and the materials’ 
properties, all play an essential role toward users’ evaluation of the artefact’s attractiveness, and as 
such, toward the formulation of the sensual aspect of the user experience. Nevertheless, when these 
are examined together with how users make sense of their experience, it will allow us to understand 
their impact on the various stages of the formulation of experience and realise how and when these 
may give their place to other attributes, as for example the experience of meaning, feelings of 
attachment etc. In other words, such an analysis can help in understanding to what extent the sensual 
thread, as expressed through aesthetics, is integral in formulating long-lasting positive experiences 
with technology, rather than merely positive first impressions. 

Therefore, as the intention is to examine the tablet’s design aesthetics and attractiveness, henceforth 
collectively referred to as aesthetics, and their impact on user experience, the analysis begun by open 
coding the entire material. Then, codes were grouped together around the study’s core variables, i.e., 
McCarthy’s and Wright’s proposed processes, design aesthetics, attractiveness and user experience 
evaluations, which was followed by developing themes and subthemes, drawing both from the 
literature and continuously examining the material data, seeking to identify reoccurring patterns. In 
more detail, coding followed a two-step process, beginning open coding around design features and 
then moving on to selective coding, grouping open codes together, in more abstract categories, thus 
highlighting issues pertaining to overall attractiveness of the IT artefact. In the end, higher-level codes 
were related to the processes of the framework of experience (Table 2), and to user experience 
evaluations. The Evaluations of user experience, when they were not formally expressed, they were 
inferred from bloggers’ first-order data, while there was a provision for blogs containing both 
negative and positive evaluations.  

At the end of the coding procedure, chains of evidence were produced, and representative quotes were 
extracted in order to highlight the study’s findings, which are presented in the following sections. 

To begin with, and as far as the process of making sense is concerned, the analysis provided support 
for five out of the six functions by McCarthy and Wright (2004b). There was no evidence linking the 
stage of anticipating to aesthetics. This was somewhat surprising since, as a function, it is influenced 
by the sensual component of the experience; however, it may be partly explained by the very nature of 
the tablet and its character. Specifically, looking into two representative extracts, from Emory and 
Blacky, it seems that anticipation relates mostly to utilitarian aspects, in particular to usefulness: 
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Emory: “When the original iPad was first announced, I had a mixed reaction. Without having it in my 
hand to play with, I was hard pressed to see how it could be any more useful than a laptop.” 
(Science Fiction writer, B43) 

Blacky: “Taking a step back, this all may sound like blatant fanboyism and new gadget lust. I 
approached the iPad 2 and tablets in general as some sort of limited capability, locked-down 
laptop lacking a true form of data input. After getting to know the full iPad experience, my 
views have flipped.” (Developer, B29) 

In other words, users were anxious to find out whether the iPad could be a laptop replacement, more 
useful than other devices or anything other than a mere ‘gadget’ (e.g., Blacky). Within this context, it 
is perhaps somewhat understandable that one’s expectations may relate stronger or even solely to the 
tablet’s capabilities and the compositional thread rather than the sensual. 

Before proceeding with the results, as the investigation was conducted by tracing users’ sensemaking 
process, in the next sections the latter are clearly marked in the quotations within brackets in non-
italics.  

6.3.1. Design Aesthetics 

It soon became obvious that design aesthetics, which the users referred most often to, included the 
texture of the tablet, directly or indirectly through hand feel, the properties of the materials, referring 
to aspects of hardness and robustness, and the tablet’s constituting design elements, e.g., screen, 
surrounding bezel, switches, buttons. The least discussed attribute was that of the tablet’s colour. For 
example, one blogger discusses his choice of the black model in relation to his personal aspirations: 

Harold: “I went with black because I thought it looked smarter and the white one looked a bit Essex!” 
(connecting / appropriating) (Social Specialist, B38), 

while another focuses on the advantages of the white model and discusses utilitarian-related issues: 

Leland: “I also actually like the white model I purchased and it does a great job of hiding any 
fingerprints that might be present around the bezel. I also don’t find it detracting much from 
the viewability of the display (interpreting) and have no regrets about purchasing the white 
model.” (reflecting) (Leland, Naval architect, B26). 

Naturally, colour, perceived through vision, is one of the first attributes impacting a user’s sensory 
modalities and plays an integral role for the formulation of an object’s perceived attractiveness. In this 
study, it shows that, even though not widely mentioned, it can nevertheless serve on a more abstract 
level in users’ appropriating phase, as they relate it directly to their actual, perceived or desired sense 
of self, as in Harold’s case. At the same time, it may serve another role, as an anchor, for the 
interpreting phase during which a user deciphers the narrative structure of the interaction, aiming to 
detect the offered possibilities. In Leland’s case in particular, the interpreting phase extends to 
reflecting, as he considers the chosen colour as satisfactory in the context of his interaction with the 
tablet, arguing in favour of his choice.  

Next, having perceived visually the tablet, users document extensively their tactile experience with 
the tablet, thus awarding texture with a key role in the formulation of their experience: 

Donna: “While it's slick feel is part of the "cool factor" with the iPad, I see it as a definite design 
flaw. (interpreting) (…) I had the usual 5-finger grip on my beautiful iPad, but when I rounded 
the corner it slid right off my hand like I was holding a wet eel with baby oil on my palm. It did 
a flip mid-air, landed on it's glass face, and shattered - with tiny shards of glass flying 
everywhere” (interpreting/ reflecting/ recounting). (Internet Marketer, B37). 

Harry: “The iPad picks up fingerprints easily and it's smooth and glossy screen shows them all too 
clearly. When the device is powered off, your swipes and touches litter the screen surface and 
beg to be wiped away so that you can focus on the clean lines and simplicity of the device's 
design” (interpreting) (HR Professional, B16) 
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Garland: “It’s undeniably attractive hardware – the smooth, brushed aluminum back and single glass 
fascia, together with the finely bezelled edges (connecting/interpreting). (…) If you’re sneering 
at me for getting so excited about hand-feel, remember that for Apple it’s half a technology 
purchase that they’re pushing and half a lifestyle one, and I’m not alone in wanting my new – 
undeniably inessential – toy to feel good” (appropriating/ interpreting/ recounting). (Executive 
editor, B11) 

The particular attribute appears to transcend almost entirely users’ sensemaking. Nesting within the 
sensual thread, the sensation of touch, at the phase of connecting, allows users to perceive the material 
constituting the tablet and leads them in crediting the tablet with specific traits. For example, in 
Garland’s case, the iPad initially gives an impression of attractiveness. Later on, the tablet’s texture 
(hand feel), plays a central role toward appropriating the experience; he approaches the iPad, not only 
as a computing device, but also as a lifestyle artefact, which nevertheless considers it as inessential 
and primarily as a toy; yet, his excitement about the tablet’s texture, appears to change his 
perceptions, and, in turn, his sense of self.  

While for Garland, the tablet’s texture serves undeniably toward the formulation of a positive user 
experience, for others it is considered as an impediment for the appreciation of other design aesthetics 
(e.g., Harry). It can be said that, when the interaction begins, even when it concerns a non-
instrumental form of interaction and is restricted in caressing, holding or simply observing the tablet, 
users examine texture and interpret their experience within the context of the overall aesthetics of the 
tablet, in conjunction with the required interaction modalities. As a result, they tend to feel a sense of 
uneasiness, while, when changing perspective, texture may also be considered as encompassing a 
“design flaw”; while recounting and reflecting on the chain of events that led up to her shattered iPad, 
Donna interprets the smoothness of the tablet as “a wet eel” and attributes her loss of grip on its 
slippery texture. 

As the experience progresses, users manage to gather additional information on the tablet’s materials 
and its construction, and begin perceiving the materials’ properties as well: 

Garland: “The first night I took the iPad to bed – for some Amazon Kindle app reading, after all it 
was only our first date – I soon gave up trying to hold up the tablet and reached for my Kindle 
instead; in contrast the dedicated ereader felt far more manageable, though also much less 
solid.” (interpreting/ reflecting) (Executive editor, B11) 

Jacques: “Finally, like many Apple products, it is beautiful to look at (connecting), but easily 
damaged (interpreting); which means that my iPad spends its life wrapped in a case (…). The 
iPad is not an inexpensive device – it’s a shame that it’s so easily damaged 
(interpreting/reflecting). Still, at least I can’t fit it in my pocket to get scratched by keys and 
coins like a phone!” (recounting) (Strategy Consultant, B23) 

While some posit that for prolonged periods of time, the iPad may feel cumbersome to hold, 
particularly when compared to rival computing devices, they nevertheless include in their narratives 
perceptions regarding the properties of the materials. By interpreting his inability of holding up the 
tablet as the latter’s unwieldiness, Garland reflects on choosing to remove himself from the situation, 
and at the same time acknowledges the tablet’s firmness and expresses his evaluation with regards to 
the tablet’s construction quality. Another property the users acknowledge is that of hardness, a trait 
related to the materials’ substance and which is perceived by placing pressure on the surface 
(Sonneveld & Schifferstein, 2008). Jacques, for example, perceives the iPad as particularly 
vulnerable. By extending his tablet experience so as to examine it by juxtaposing to a phone 
experience, we see that he is apprehensive about scratches, suggesting that his concerns are related to 
the surface’s hardness. 

Among the design elements, comprising the tablet, the most discussed ones were the screen, the bezel 
surrounding it, the glass fascia, and its buttons and switches: 

Ed: “In contrast not only does the weight of the iPad make it uncomfortable to read for even short 
periods in many different the same positions (sic) where a book or Kindle would work well, 
getting it positioned just right to avoid the glare adds a second variable to the struggle (a 
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problem the Kindle's non-glare screen largely avoids, even though it lacks the beauty of the 
iPad screen)” (interpreting). (Professor of Management Science, B4) 

Garland: “It’s undeniably attractive hardware – the smooth, brushed aluminum back and single glass 
fascia, together with the finely bezelled edges – and it feels futuristic in your hands in a way 
that a regular tablet PC seldom does (connecting/interpreting). That’s perhaps because those 
regular tablets make accommodations for general use: they have USB ports, card readers and 
physical controls, whereas the iPad makes do with minimal connectivity and the fewest possible 
buttons and switches” (interpreting/recounting). (Executive Editor, B11) 

Leland: “The Apple iPad 2 is an even better piece of hardware with a redesigned back and sides that 
give it the feeling it is thinner and much more ergonomic (interpreting). The original iPad was 
a bit sharp around the edges and the iPad 2 feels so much more comfortable to hold” 
(interpreting/recounting). (Naval Architect, B26) 

Users extend their account of their experience with the iPad, so as to develop comparisons between 
that and other tablets. Through this juxtaposition, they perceive the iPad’s minimalism as far as 
physical controllers are concerned, i.e., buttons and switches, and discover a meaning in their user 
experience. Garland’s sensemaking process, for example, shows that, by examining his user 
experience with the iPad retrospectively, he acknowledges it as something “futuristic”, thanks to the 
absence of physical controllers. In a similar fashion, such comparisons may occur across iPad 
generations; illustrated through Leland’s case, he interprets his experience while reflecting on his 
interaction with the previous model. In doing so, he evaluates the new model as being more 
ergonomic and comfortable, thanks to the improved casing and rounded edges. Finally, as the screen 
dominates over the entire composition, it naturally governs most users’ accounts. Most importantly, 
however, the empirical data shows that its dominant role and users’ evaluation remain solid even in 
cases when the appraisal of the overall user experience, or certain aspects of it, is being classified as 
rather disappointing. Ed, for example, is feeling uncomfortable and frustrated while managing the 
tablet, due to the screen’s glare and the iPad’s weight. Nevertheless, in his account confesses his 
admiration for the tablet’s beautiful screen. 

6.3.2. Overall Attractiveness 

Not unexpectedly, there was no evidence supporting a negative evaluation of the tablet’s general 
attractiveness, nor any inverted relationship between that and the appraisal of the overall user 
experience:  

Bobby: “The design is a very important factor for a tablet that can influence the rest of factors 
significantly (…). The design for iPad 2 is excellent. It’s thinner than the first generation and is 
very competitive and even better than some major Android tablets (interpreting/recounting). 
(…) As of beauty, it has a very sharp and attractive design (connecting). (…)  In my opinion the 
design for iPad 2 doesn’t have any flaws even though it can be even better with a 
smaller/thinner size that is most probably one of features that Apple has kept for future 
generations to be able to sell its devices” (interpreting). (PhD Candidate in Computer Studies, 
B21) 

Ben: “Anyone who has an Iphone will appreciate the superb design and tactile experience it provides 
(as well as being able to make a phone call – which is almost secondary)” (recounting/ 
appropriating/ reflecting). (Chartered accountant, B31) 

Andrew: “Nice, simple, clean design” (connecting). (Co-founder of social media agency, B1) 

As evidenced, evaluations of the tablet’s attractiveness range from moderate (e.g., Andrew) to slightly 
(e.g., Bobby) and completely polarized (e.g., Ben). While users acknowledge the importance of 
design in the context of the overall composition and its impact on other factors, they formally express 
their evaluation of design, restricting it however, in most cases, to broad appraisals (“excellent, 
“sharp, attractive design” – Bobby, “superb design” – Ben). Typically, following such appraisals, 
users tend to focus on the tablet’s overall size and weight and the provided tactile experience, 
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embodied through the touch-focused user interface, rather than the tablet’s texture and materials. 
Nevertheless, there are those who develop more precise appraisals, referring to fairly specific 
qualities, as for example Andrew, who highlights the simplicity and clarity of design. 

Investigating the data more closely, one sees that evaluations of the overall attractiveness do form 
during the phase of connecting. This was not unexpected since connecting involves primarily the 
sensual thread; users’ sensory modalities are always deployed, providing immediate responses to an 
object’s visual appearance, expressed as evaluations of its attractiveness or having an impact on the 
emotional level when interaction begins. Next, as the analysis showed, aesthetics traces almost the 
entire sensemaking process with users, within the context of recounting and reflecting on their 
experience, making comparisons between the iPad’s attractiveness and that of rival tables, or even 
that of smartphones, even though the latter may be considered as a different product altogether. In 
short, even though one could argue that, at these phases of sensemaking, users have collected enough 
information to focus primarily on the utilitarian aspects of user experience, they still appear engaged 
with the beauty of the tablet, discussing equally its hedonic qualities.  

Even in cases when users evaluated their user experience as entirely or partly disappointing, as in 
Garland’s and Donna’s case, their appraisals with regards to the tablet’s attractiveness remain intact, 
in the sense that no extrapolations across attributes take place in the particular occasions. Garland 
specifically, who describes the iOS user experience as “masochist[ic]” (B12), admits nevertheless of 
having been “marvelling at the industrial design” (B11):  

Garland: “Since it arrived, around two weeks ago, I’ve gone through marvelling at the industrial 
design (connecting), puzzling over how to fit it into my daily routine (interpreting), and finally – 
perhaps grudgingly – recognising its strengths (and, of course, its weaknesses) 
(appropriating/reflecting). (…) To be honest, despite the iPad hype I’m a little more curious 
about Tegra 2 based tablets, like Notion Ink’s Adam.” (Executive Editor, B11) 

Next, Donna, the blogger who perceives the iPad to suffer of a design flaw, does nevertheless accept 
that the tablet is an attractive IT artefact. Moreover, since she had the chance, prior to the accident, to 
interact with the tablet and admire its beauty unharmed, she manages to disregard momentarily the 
mishap and express her appraisal of the tablet, formally expressed as a feeling state of love: 

Donna: “Here's hoping Apple comes up with a solution before too many others lose their grip on this 
butter-slick beauty... (recounting) (…) All said and done, I fell completely in love with my Apple 
iPad” (appropriating/ reflecting). (Internet Marketer, B37) 

In other words, even within the context of quite misfortunate experiences, the users acknowledge the 
tablet’s attractiveness, which does colour the overall user experience; yet, for these cases, other 
attributes are rendered more important for the final evaluation of user experience, as for example the 
possibilities offered by the operating system. 

6.4. Examining the Facets of Meaning 

Today’s IT artefacts manage to satisfy most user requirements, and therefore, they are often 
differentiated by the user experience they offer (Tractinsky, 2004). As a result, designers are burdened 
with designing devices and interfaces for pleasurable or unique experiences. Yet, “experience is (…) 
beyond designers’ complete control” (Blythe et al., 2009) and its design entails that the designer is 
well aware of the various values and meanings, communicated through and identified in IT artefacts, 
as well as of the sociocultural and material context within which experience unfolds (Battarbee & 
Koskinen, 2008).  

This section presents users’ subjective interpretations of the tablet as constructed during and beyond 
their interaction with the IT artefact. In order to better structure the study’s findings, the discussion is 
based on Desmet’s and Hekkert’s approach of experience of meaning (Desmet & Hekkert, 2007), 
according to which, people, through cognitive processes, such as interpretation, associations and 
memory, are able to assign personality or other expressive characteristics to products, identify the 
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symbolic significance these may hold or ascribe them with a personal one and recognize metaphors in 
them. 

At this stage, the unit of analysis was set at the level of the interaction with the tablet (i.e., the iPad), 
treating the tablet as a comprehensive agency. The analysis begun by pinpointing three specific 
elements within each user account: descriptions of the interaction and the overall experience, features 
of the IT artefact pertaining to experiential evaluations (i.e., references to cognitive ergonomics), and 
references to the IT artefact as a whole. Following open coding, selective coding was conducted by 
grouping themes together, which resulted in identifying the core categories, i.e., user interpretations 
and subjective meanings, with regards to the three aforementioned elements, allowing the scaling up 
of the analysis. Finally, core categories were related to each other, i.e., interpretations of the tablet to 
those relating to cognitive ergonomics. 

6.4.1. Personality Assignment 

One of the concepts that surfaced among the empirical material was that of personality assignment. 
Users exhibit a strong attachment to the IT artefact, while they approach it as more than a mere 
computing device and users themselves or members of their social environment interpret it as a 
person, prescribing a personality to it: 

Andy: “I’m not an Apploid. You know – those people who (…) have a Bill Gates dartboard. Those 
people are a little scary (…). I have two desktop PC’s, a laptop, a netbook, a Kindle, an 
Android phone … and an iPad.  But it’s that iPad that my wife refers to as my “mistress.” If 
you haven’t spent a few minutes playing with (or “fondling,” as the Missus calls it) an iPad, I 
won’t try to describe the user experience.” (IT Project Manager, B14), 

Ben: “I have had my iPad for 4 weeks or so and during that time it has hardly left my side – my wife is 
threatening to sue me for adultery, citing my iPad as co-respondent – I have promised to attend 
counseling sessions!” (Chartered accountant, B32). 

At the same time, user narratives are ingrained with feelings and references that are typically reserved 
for a loved one: 

Mike: “I’m a week into a relationship with the new iPad and I can definitely say we’re staying 
together. Strictly speaking we’re still in the honeymoon stage but that’s not to say my giddy 
excitement and love struck feelings aren’t valid.” (Operations Director, B36). 

Therefore, users developed strong ties with the specific IT artefact and project life onto the artefact. 

Users often develop strong feelings for their computing devices. As this study shows, the authors in 
many occasions develop an almost intimate relationship. Several authors report using the tablet 
everywhere they go; while in the office, even when they have their laptops or desktops available, in 
coffee shops and at the beach, while in bed reading, or even choosing to retreat with it in their 
bedrooms, to privately enjoy interacting with the IT artefact. Drawing from Sternberg’s theory of love 
(Sternberg, 1986), it can be argued that their accounts reflect the triptych of intimacy – passion – 
commitment. The authors exhibit a commitment to the tablet by choosing it over other available 
computationally superior devices; they are passionate about it by being inseparable from it and using 
illustrative metaphors while describing it; and one could argue that requiring private time with an 
inanimate object, to peacefully enjoy the naturalness and the intuitiveness of the interaction, can be 
interpreted as a feeling of intimacy towards it. 

Similar findings have been reported by previous studies (Turkle, 2007b, 2008a). More specifically, 
when examining evocative objects, Turkle found that laptop users may feel at one with them, 
experience them as “co-extensive with the self” and directly report feelings of love toward the IT 
artefact (Turkle, 2007b). Here, however, the authors’ behavioural expressions resemble the 
relationship that people develop with loved ones. In other words, through the use of a vocabulary that 
is most often reserved for describing more intimate relationships (e.g., “mistress”, “honeymoon”, “a 
keeper”, “co-respondent”) and by developing relevant associations (e.g., “my wife is threatening to 
sue me for adultery”, “why did I succumb to the charms of the iPad”, “after all it was only our first 
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date”, “a week of reckless romantic abandon with the new iPad”), this study’s findings differ in that, 
tablet users go beyond of assessing the device as simply their companion, but interpret it as a 
significant other. 

Table 18. Chains of Evidence – Personality Assignment (Significant Other) 

Subjective 
Interpretation à  Experience of Meaning 

Personality 
assignment 

à Significant other 
“I’m a week into a relationship with the new iPad and I can definitely say we’re staying 
together. Strictly speaking we’re still in the honeymoon stage but that’s not to say my giddy 
excitement and love struck feelings aren’t valid. (…) the big change for me personally is 
that the previous iPad was a shared device whereas this one is all mine, and as such my 
engagement with the device has changed quicte rapidly. Evidently I’m not very good at 
open relationships, as one week into this one I’m not looking anywhere else… (…) All I can 
say is that after a week of reckless romantic abandon with the new iPad, this one’s a 
keeper.” (Mike, Operations Director, B36) 
“My review comes with a warning that your significant other may divorce you when they 
become an iPad widow because you pay more attention to the iPad than them! BE 
WARNED!” (Harold, Social Specialist, B38) 

“I have had my IPad for 4 weeks or so and during that time it has hardly left my side – my 
wife is threatening to sue me for adultery, citing my IPad as co-respondent – I have 
promised to attend counselling sessions!” (Ben, Chartered accountant, B32) 

“I have two desktop PC’s, a laptop, a netbook, a Kindle, an Android phone … and an 
iPad.  But it’s that iPad that my wife refers to as my “mistress.” If you haven’t spent a few 
minutes playing with (or “fondling,” as the Missus calls it) an iPad, I won’t try to describe 
the user experience.  Let’s just say it’s as different from a Wintel laptop as the laptop is 
from an IBM Model 29 card punch.” (Andy, IT Project Manager, B14) 

“The first night I took the iPad to bed – for some Amazon Kindle app reading, after all it 
was only our first date – I soon gave up trying to hold up the tablet and reached for my 
Kindle instead; in contrast the dedicated ereader felt far more manageable, though also 
much less solid.” (Garland, Executive Editor, B11) 

“That said, I personally do not like the idea of a keyboard for the iPad – the whole point in 
my mind is that it is a self-contained device that shouldn’t require external equipment 
(though obviously Apple doesn’t agree)” (Hawk, Marketing & Business Development 
Executive, B9) 

“I bought Apple’s Camera Connection Kit for iPad but it seems a little strange for such a 
beautifully designed device to rely on what is essentially a dongle in order to connect to a 
camera or to flash media.” (Jacques, Strategy consultant, B23) 

“I keep holding back on getting the external keyboard simple because it feels like I am not 
being true to the device” (Hank, Visiting Professor of social media and Strategy, B3) 

6.4.2. Personal significance 

All the while, the tablet holds a personal significance for users. The analysis of the empirical material 
depicts users’ strong ties with the IT artefact and, while users document their experience and reflect 
on their interaction, a sense of attachment surfaces: 

Harold: “Ever since I bought it, it has been glued to my hip. I take it almost everywhere with me. 
When I am sitting there watching the tv I’ll be playing about doing something, when I go to my 
friends or family I take it with me. I always find a reason to use it.” (Social Media Specialist, 
B38). 
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Desmet and Hekkert posit that attachment most often relates to a product that contains a “profound 
and sustained meaning” to the user (Desmet & Hekkert, 2007), while Mugge et al. argue that it may 
be attributed to its potential to communicate one’s identity or group affiliation, and to preserve 
memories, among others (Mugge, Schoormans, & Schifferstein, 2008). Indeed, the concept of identity 
and group affiliation manifestation through products is quite familiar. Specifically for Apple users, 
extant literature suggests that this form of attachment may relate to brand loyalty and faith-like 
feelings (Belk & Tumbat, 2005). Yet, most users don’t fit within this category: 

Hank: “I’m no fanboy of apple. I would consider myself to be technologically agnostic and really look 
first at what will accomplish the objective at hand with a normally limited budget.” (Visiting 
Professor of Social Media & Strategy, B3). 

Moreover, there are several first-time Apple users: 

Laura: “It took a lot for me to go into my local Apple store and explain to one of the “genuises” (?) 
that I was a Windows user who was unfamiliar with Apple’s products but was considering an iPad.” 
(Freelance journalist, B24),  

while those who have previously used and owned other Apple products, suggest that the sum of their 
computing devices is an assemblage of brands. Therefore, we may safely conclude that the experience 
of attachment, prevalent in their accounts, doesn’t relate to a loyalty or self-identification feeling. 

Contrary to that, we see that the personal significance, which leads in this case to attachment, is based 
on those characteristics that satisfy user needs. Indeed, when it comes to IT artefacts, their use is 
largely dependent upon one’s needs and the use context. The majority of users in the study’s pool 
hold upper level managerial positions or are free lancers; therefore, the nature of their job demands 
that they attend meetings frequently, that they travel often and that they work while being mobile or 
outside a strictly defined work environment. This suggests that their lives are organized around a 
fairly unstable schedule and that they have increasing needs for continuous connectivity, speed and 
mobility. As a result, their interpretations of the IT artefact are bound to depend on their most 
frequently used cases. For example, among the tablet’s most valued features is that it allows users to 
carry out light work when away from the office through a more comfortable computing environment, 
therefore contributing towards a sense of relaxation: 

Garland: “it has already carved itself a niche in my day: I spend less time poking at my phone and 
less time out of work hours sat at my laptop.” (Executive editor, B11). 

In addition, the extreme portability, the provision of several functionalities within a single, compact 
device and the always available internet connection, provide users with a much appreciated flexibility 
and are associated with a feeling of independence: 

Harry: “I'm never without high speed internet access and I can take my mobile computing activities 
anywhere at anytime.” (HR professional, B16). 

Table 19. Chains of Evidence – Personal Significance (Attachment) 

Subjective 
Interpretation à  Experience of Meaning 

Personal 
significance 

à  Attachment 

“Maybe the biggest eye-opener is battery life, though. (…) In a sense, it’s similar to the 
sudden realisation of freedom that you felt when moving from dial-up to DSL/cable 
internet, the knowledge that you could dip in and check something whenever you felt like it, 
rather than having to go through the hassle of dialling in for a connection. Alternatively, 
it’s like switching from metered to unlimited data on a cellphone: no more obsessively 
counting megabytes, just pick it up and do what you wanted to do. Power hungry that they 
are, that’s not even a feeling you get with today’s smartphones. Go in for some heavy 
browsing on the Nexus One, for instance, and soon it’ll want to sit in its dock for a mid-day 
top up. (…) it has already carved itself a niche in my day: I spend less time poking at my 
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phone and less time out of work hours sat at my laptop.” (Garland, Executive Editor, B11)  

“The one thing I really got hooked on was the touch screen computing. Experiencing that 
with my smart phone was one thing, but on this larger clearer screen it was ideal. The iPad 
quickly became my device of choice for email, agenda, web browsing, voice dictation - and 
the majority of my daily work tasks.” (Donna, Internet Marketer, B37) 

“Ever since I bought it, it has been glued to my hip. I take it almost everywhere with me. 
When I am sitting there watching the tv I’ll be playing about doing something, when I go to 
my friends or family I take it with me. I always find a reason to use it. Whether it’s to show 
them a photo or a website or to look up how cheap you can get something on eBay.” 
(Harold, Social Specialist, B38) 

“The iPad is just right. I can sit anywhere reading the magazine. Should I feel the need to 
take notes, my iPad is right there next to me.” (Emory, Science Fiction writer, B41) 

“I’ve got to say that I am impressed. The quality of the graphics, the sound, the ability to 
control the game in a realistic fashion, and all on a tiny device that I can take with me 
virtually anywhere is pretty darn cool.” (Emory, Science Fiction writer, B45) 

“Using the Zinio App for my iPad, I also read New Scientist, Discover, and Rolling Stone. 
Zinio has been a great app, second probably only to the Kindle App for my iPad reading. I 
love that I can take all my issues of all my magazines everywhere with me. (…) Sure, it 
means carrying a keyboard in my backpack, but the combined weight of the iPad and the 
keyboard still don’t add up to that of a small laptop, to say nothing of the menagerie of 
cables I’d have to take with me.” (Emory, Science Fiction writer, B46) 

“you get dragged down by the responsibilities and obligations of using a computer. (…) 
you need to bob and weave your way around icons and menu items you don’t require at the 
moment to get to the ones you do need (…) You might have to rummage around in folders 
to find documents. (…) With the iPad, all that goes away. You can devote nearly every 
second of your time to the task at hand, rather than babysitting a balky computer. (…) 
Even with the added bulk of a Zagg keyboard, the iPad is the smoothest, least cumbersome 
mobile computing device I’ve ever used, and I rarely leave the house without it.” (Leo, 
Editor, B51) 

“I have had my IPad for 4 weeks or so and during that time it has hardly left my side – my 
wife is threatening to sue me for adultery, citing my IPad as co-respondent – I have 
promised to attend counselling sessions!” (Ben, Chartered accountant, B32) 

“I have now spent a week with my 64GB AT&T 3G iPad and am convinced this was the 
right purchase for me and I cannot put it down. (…) However, after using the iPad 2 3G 
for a week I am likely going to sell my SGT soon because I am finding that the iPad 2 with 
AT&T 3G is now going everywhere with me and the larger display is much better for me 
with the apps I have now loaded up. (…) My brother said that his family has not put down 
the iPad since they bought it from me a couple months ago and I imagine there are 
thousands more stories like this around the world.” (Leland, Naval architect, B26) 

“The onscreen keyboard was easy to use and the small and even more portable size of the 
iPad made it easy to carry everywhere that I went without obviously looking like I had a 
laptop with me. (…) I'm never without high speed internet access and I can take my mobile 
computing activities anywhere at anytime.” (Harry, HR Professional, B16) 

“And, the fact that it’s instant-on and you can flip the screen around to show a colleague a 
web page, a chart, or a document just like you would a piece of paper gives the iPad a 
much more natural feel and a huge advantage over a traditional laptop for those business 
professionals who spend a lot of time in meetings. (…) On a business trip a couple months 
ago where I spent a few days hopping from meeting to meeting (the way business 
executives spend nearly every day), I left my laptop in the hotel room and only carried the 
iPad. It was ultra-convenient to just flip out the iPad to compare calendars for follow-up 
meetings, show off a few charts, and co-surf a few web sites without having to whip out a 
laptop or fire up a projector. It was also liberating to walk in without a laptop bag slung 
over my shoulder. (…) However, with repeated attempts, I found ways in which the iPad 
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made me more efficient and freed me from having to wrestle with a bulkier laptop or laptop 
bag.” (Bernard, Editor in Chief, B20) 

“You’ll Have to Pry My iPad From My Cold, Dead Hands (…) But I’m now officially 
hooked.” (Andy, IT Project Manager, B14)  

6.4.3. Symbolic Significance 

The analysis also supports the tablet’s symbolic significance, as the latter embodies several symbolic 
values, such as those of futurism, luxury, and paradigm-changing. The aesthetics and design of the 
tablet, which are considered to be among its expressive characteristics, lead users to consider the 
device as something futuristic: 

Garland: “It’s undeniably attractive hardware (…) and it feels futuristic in your hands in a way that a 
regular tablet PC seldom does.” (Executive editor, B11). 

Moreover, focusing on the expressive characteristics, users mainly direct their attention to its 
aesthetics and its novelty as deriving from hedonic-related characteristics, referring primarily to the 
sensual thread of the experience. The most interesting descriptive terms are ‘eye candy’, ‘sexy’, 
‘cool’, ‘toy’ and ‘futuristic’, with the authors discussing the combination of metal and glass, the feel 
and form of the surfaces and the sharp and attractive design. Specifically, one author reflects feeling 
“like Tom Cruise in Minority Report” (Ben, Chartered accountant, B31) every time he touches the 
screen, while another writes that “there’s definitely something about having a device (…) as sexy as 
the iPad” (Johnny, Web designer/coder, B22). These descriptions only rarely relate to pragmatic 
characteristics, as the authors discuss that the iPad is not capable enough: 

Chester: “We have always had a lot of tech in the house. (…) And then I brought home the iPad. My 
wife and kids summed it up in 30 seconds.  "Oh no, Dad bought another toy". (…) Later that 
week (…) I get home from work, and there's always a certain level of chaos at that time. But 
there was a new theme this week. (…) All the PCs and laptops are basically not being used.  All 
the Macs are not being used.  (…) I don't think I'll be buying any more desktops going forward. 
I don't think I'll even be buying any more laptops going forward. They've all been largely 
obsoleted (at least at my home) by a sleek $499 device that doesn't really have any right to be 
called a "computer" in the traditional sense. (…) The members of my family immediately 
gravitated to the new shiny thing - no prompting, no encouragement, no migration, etc.  They 
are drawn to it like a moth to flame.” (Chief technology officer, B13). 

Perceiving the tablet primarily as a ‘toy’, rather than as a ‘device’ or as a ‘tool’, suggests that the user 
perceives little usefulness in it: 

Garland: “I’m not alone in wanting my new – undeniably inessential – toy to feel good.” (Executive 
editor, B11). 

At the same time, the tablet’s price (e.g., “over 15 million iPads sold so far and I think it is pretty 
clear that the iPad is more than a luxury device for those with too much money on their hands.” 
(Leland, Naval architect, B26)), combined with the occasional uncertainty regarding its necessity 
(e.g., “The iPad is undoubtedly a luxury; it’s hard, in my experience, to argue that it adequately 
replaces a laptop unless you really are doing the most basic of content production.” (Garland, 
Executive editor, B11)) or capability (c.f. Chester, Chief technology officer, B13), create an allure of 
luxury. 

The final symbolic value that users see in the tablet is that of a post-PC era device: 

Bernard: “Because of the iPad, 2010 will likely be remembered as a landmark year in computing. It 
will rank right up there with 1984 when the graphical user interface debuted to the masses in 
the first Macintosh, and 1995 when the launch of Windows 95 made PCs much easier to use at 
a time when a lot more people were about to buy computers to connect to the Internet.” (Chief 
editor, B20). 
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Such interpretations are based on the iPad’s success in popularizing the tablet: 

Franky: “I suspect that the real significance of the iPad is that it legitimises the tablet format.” 
(Academic, B60), 

while managing to successfully serve users during their everyday, without entailing significant 
sacrifices in its usefulness: 

Leo: “Based on my first three months as a mostly-iPad person, I’m convinced that I’ve arrived in the 
future of computing.” (Editor, B51). 

This symbolic value also depends upon user perceptions regarding the absence - or lack - of product 
features and their relative weight when compared to other extant devices: 

Dale: “If there’s one thing about the post-PC era the iPad demonstrates it’s that technical specs don’t 
really matter.” (Business developer, B2). 

To summarise, the role of aesthetics and expressive characteristics toward the formulation of meaning 
has been examined by a number of disciplines. For example, industrial design literature illustrates that 
describing an IT artefact as ‘sexy’ or ‘cool’ is not uncommon; in the contrary, a recent study has 
shown that such descriptions often refer to computing devices whose materials combine glass and 
metal and whose surface is considered as glossy or sleek (Karana, Hekkert, & Kandachar, 2009). 
Furthermore, Postrel (2003) argues that aesthetics is “a universal desire”, not a mere luxury and that, 
today, products are being largely differentiated by style rather than by functionality. This concept is 
pertinent to the computing market as well; technological advances manage to effectively satisfy most 
users’ requirements, and more importantly, those of the average user (Tractinsky, 2004). As a result, 
users are correct, in expecting, and often taking for granted, that IT artefacts will succeed serving 
them well and that the available choices, found within a specific price and features range, will 
function equally well. According to Postrel (2003), this results in aesthetics being among the most 
important decision-making criteria and, finally, a medium for one to communicate one’s own taste. In 
addition, being the owner of a fashionable object may often be enough to communicate a certain 
image of one’s self (Boztepe, 2007), and people often use products, frequently luxurious, novel and 
innovative, so as to communicate to others their position within the social structure (Bourdieu, 1984). 

Table 20. Chains of Evidence – Symbolic Significance (Futurism, Luxury, Paradigm-Changing) 

Subjective 
Interpretation à  Experience of Meaning 

Symbolic 
significance 

à  Futurism 
“Do you like to eat with your fingers? Then iPad is for you. The Apple demos don't lie. The 
tablet is pure finger food. Are you ambidextrous or would you like to be? Apple is a two-
handed device, if rightly used. Think "Minority Report" for the kind of sweeping movements 
that make iPad fun to use and a remarkably more productive tool than mouse and 
keyboard.” (Jean, Journalist, B52) 
“It’s undeniably attractive hardware – the smooth, brushed aluminum back and single 
glass fascia, together with the finely bezelled edges – and it feels futuristic in your hands in 
a way that a regular tablet PC seldom does. That’s perhaps because those regular tablets 
make accommodations for general use: they have USB ports, card readers and physical 
controls, whereas the iPad makes do with minimal connectivity and the fewest possible 
buttons and switches.” (Garland, Executive editor, B11) 
“every time I reach out to touch the screen, instead of using a mouse, I feel like Tom 
Cruise in Minority Report” (Ben, Chartered accountant, B31) 
 
à  Luxury 
“As for portability, I’m always conscious that the iPad is an attractive item for a would-be 
thief, consequently I find myself using a “man bag” more than I used to… but I no longer 
need to carry a netbook, or a second laptop, for personal use when I’m at work.” (Jacques, 
Strategy Consultant, B23) 
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“The downside to those premium materials is that there’s a fair amount of heft to cope with 
(…) The iPad is undoubtedly a luxury” (Garland, Executive editor, B11) 
“After some clever manouvering I was able to order one from the States and waited with 
ever increasing anticipation until it was delivered today. I even tracked its progress via the 
DHL web site and am only too grateful that I managed to avoid the Icelandic Volcanic 
disruption (as I re-read this, I realize how sad this sounds. I really ought to get out more!) 
(…) An indulgence maybe, but it does mean that if I am traveling I no longer need to take 
my Kindle and my computer – I could manage with the ipad on its own.” (Ben, Chartered 
accountant, B31) 
“over 15 million iPads sold so far and I think it is pretty clear that the iPad is more than a 
luxury device for those with too much money on their hands.” (Leland, Naval architect, 
B26) 
“Having all this stuff around is an indulgence of mine.  My 16 year old son is in charge of 
first-level tech support.  I get the really hard stuff, like fixing rootkit problems, or 
debugging dodgy hardware.” (Chester, Chief technology officer, B13) 
 
à  Paradigm-changing 
“For example, whether Microsoft, Sony, and Nintendo want to admit it, I think that the 
New iPad, more than anything else that I have held, screams loud and clear that this is the 
future of gaming.” (Lawrence, Designer, B35) 
““post PC era” device” (Dale, Business development, B2) 
“If there’s one thing about the post-PC era the iPad demonstrates it’s that technical specs 
don’t really matter.” (Dale, Business development, B2) 
“Based on my first three months as a mostly-iPad person, I’m convinced that I’ve arrived 
in the future of computing–or a rough approximation thereof–a little ahead of schedule. 
I’m glad I’m here, and I bet I have lots and lots of company soon enough.” (Leo, Editor, 
B51) 
“It’s a device that has the potential to be filled with capabilities that will allow us to do 
things we haven’t even conceived of yet.” (Dougie, User Experience professional, B55) 
“Astute realizations, Tony, but this is no surprise coming from you. Since I am commenting 
via my new iPad 2, I can attest to the fact that tablets are indeed changing the face of 
computing; I was never compelled to go the netbook route but tablets marry the ebook and 
mobile computing in a streamlined and totally portable way.” (Sarah, Fashion blogger, 
B57) 
“Revolutionising the way we consume media… in small ways (…) Although not without its 
shortcomings, the iPad is a fantastic media consumption device and looks set to 
revolutionise the way that we use the web. (…) I can safely say that although it is by no 
means a perfect device, the arrival of the iPad is significant. (…) For content consumption, 
there are few competing devices that offer such a smooth user experience and the iPad 
offers a tantalising glimpse at the future of computing.” (Pete, User experience designer, 
B30) 
“I suspect that the real significance of the iPad is that it legitimises the tablet format. Just 
as the iPhone legitimised the idea that a mobile phone should actually be a powerful 
handheld computer that happens to make voice calls.” (Franky, Academic, B60) 
“The Apple iPad is a landmark product, but it’s also imperfect and fairly limited. (…) 
Because of the iPad, 2010 will likely be remembered as a landmark year in computing. It 
will rank right up there with 1984 when the graphical user interface debuted to the masses 
in the first Macintosh, and 1995 when the launch of Windows 95 made PCs much easier to 
use at a time when a lot more people were about to buy computers to connect to the 
Internet. (…) However, as groundbreaking as the iPad is, its capabilities sometimes get 
exaggerated — not the least of which by Apple itself, which repeatedly refers to it as 
“magical” and “revolutionary.” (…) And since the iPad is (physically) the largest mass 
market multi-touch device we’ve seen, it has started to show us the potential for touch 
interfaces to make computing much more approachable for the masses than the PC ever 
did. (…)” (Bernard, Editor in Chief, B20) 



 

Efpraxia D. Zamani | Doctoral Thesis  133 

6.4.4. Developing Metaphors 

Finally, users use illustrative metaphors to describe their interaction with the tablet. Before, during 
and beyond interaction, users associate the tablet with wonder and admiration, each time focusing on 
different features and the way these contribute in the experience. For example, while anticipating 
acquiring the tablet, i.e., at the level of non-physical interaction, the tablet is considered as something 
revered: 

Franky: “he’s clutching two promising looking packages. Yesss! they contain the sacred Tablet and 
its duly-ordered accessories” (Academic, B60). 

This interpretation permeates the experience and colours the actual, instrumental interaction: 

Emory: “after countless nights reading in bed with a book light attached to my Kindle, I found the 
backlighting of the iPad a godsend.” (Science Fiction writer, B41). 

Further to this, the tablet is construed as holding even supernatural powers: 

Sam: “I am simply thinking and the iPad is typing for me by reading my mind” (Entrepreneur, B6). 

While within the context of developing metaphors, users may associate the tablet to something holly, 
and equally so, they may interpret it as possibly malevolent: 

Dale: “it was time to see if this tablet could really fit in my digital life, or if it would live as the evil 
middle child between my Macbook and iPhone.” (Business developer, B2).  

From a human-computer interaction perspective, Blackwell claims that the discipline has long been 
focused on “shallow metonyms [by] fetishizing once-coherent design elements like the wastebasket”, 
and argues for the use of metaphors, approaching them as an opportunity for designers, practitioners 
and academics for imagination and interpretation, rather than as a mere encoding scheme (Blackwell, 
2010). However it should not be ignored that the relationship between one’s sensory experience and 
the symbolic properties of a product are highly complex, especially when these associations refer to 
metaphors (Fenko & Schifferstein, 2012). As a result, only few studies exist dealing with these 
themes and most tend to focus on the psychological components that pertain to an interaction. Rousi 
et al. (2011), for example, have employed design stimuli, specifically interface icon menus, and 
illustrated that these require memory, inference and interpretation so as to support action. Yet, the aim 
of their study was the clarity in design and information content, towards user behaviour through 
cognitive and emotional responses to the stimuli. Nevertheless, it is interesting to note that 
participants to the study used more metaphors in order to describe semi-positive traits than positive or 
negative traits, which referred to the banality of the design of the stimuli (Rousi et al., 2011). Contrary 
to that, in this study, the common denominator across the identified metaphors is that users base their 
narratives on mainly pragmatic-related characteristics, such as ease of use, responsiveness and 
usefulness. These features appear particularly influential in these instances and become the elements 
on which users anchor their associations to divine or wicked imageries, awarding the tablet with 
extraordinary abilities. 

Table 21. Chains of Evidence – Metaphors (Extraordinary Abilities) 

Subjective 
Interpretation à  Experience of Meaning 

Metaphor à  Extraordinary abilities 
“The magical aura surrounding my unboxing of the product was cut short when I pressed 
the power button for the very first time. (…) Once the iPad synced all my stuff- photos, 
podcasts and apps, it was time to see if this tablet could really fit in my digital life, or if it 
would live as the evil middle child between my Macbook and iPhone.” (Dale, Business 
development, B2) 
“But after countless nights reading in bed with a book light attached to my Kindle, I found 
the backlighting of the iPad a godsend.” (Emory, Science Fiction writer, B51) 
“I can move images around with a swivel of my fingers, whether in pages (word document) 
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or on slides.  It’s like magic.” (Maddy, Digital Strategist, B50) 
“one thing he said does ring true; it is like holding the web in the palm of your hands. (…) 
when browsing on a computer, you are somewhat disassociated from the website, having to 
stoop to the intricacies of trivial physical barriers such as a mouse and keyboard. (…) It 
feels very natural and very much like you have the web in the palm of your hands.” (Pete, 
User experience designer, B30) 
“iPad day! Apple emailed last Saturday to say that they had shipped the device and 
promised faithfully to deliver the Jesus Tablet by today, so entire household is on courier 
watch. (…) But he’s clutching two promising looking packages. Yesss! they contain the 
sacred Tablet and its duly-ordered accessories — a case and a Vodafone sim card.” 
(Franky, Academic, B60) 
“After I finish this blog post, which I am simply thinking and the iPad is typing for me by 
reading my mind, I plan to buy another dozen or two books and devour them all by dinner-
time.” (Sam, Entrepreneur, B6) 
“Like many things from Apple, it “just works” and having it act like a BlackBerry holster 
with automatic screen on and off is slick.” (Leland, Naval architect, B26) 
“For travel itself the iPad works wonders too.” (Dennis, Blogger, B5) 
“My wife emailed me a Microsoft Word document that I opened and edited in Pages (the 
iPad word processing application), saved in Word format, and emailed back to her. It was 
surprisingly easy and just worked with no hassle whatsoever.” (Harry, HR Professional, 
B16) 
“I have honestly had mixed feelings about the device throughout the experiment, switching 
back and forth between the amazement of holding a full screen of computing power in a 
single hand and yet frustrated over its awkwardness or inability to accomplish some of my 
most basic and important computing tasks such as writing an article (inserting links and 
images are painful at times) and navigating interactive websites that use Flash or some of 
the advanced Javascript and AJAX actions that make sites act more desktop apps.” 
(Bernard, Editor in Chief, B20) 

6.4.5. Human Factors: Meaning through touch 

With the introduction of touch computing, new forms of interaction modalities have swiftly replaced 
traditional input devices. The physical keyboard has been replaced by a virtual, on-screen keyboard 
and the mouse by user’s fingertips, while users are able to interact with devices by simply handling 
them (e.g., rotate to flip). Therefore, the user interface requires from the user to employ a series of 
gestures to interact with the device without any intermediaries. Since these human factors are entirely 
new for the majority of average users, it is only natural that these too contribute in the formulation of 
the subjective meanings discussed previously.  

The massive popularization of touch-focused devices provides the opportunity to investigate these 
novel interactions and their impact on user experiences within real life scenarios. In an effort to 
delineate the subjective meanings users attach to touch-focused IT artefacts, this section presents the 
results of the analysis that dealt with identifying patterns of interpretations and meanings produced 
during and beyond interaction. 

Examining the interaction modalities, users are expected to swipe within applications and between 
pages, rotate objects using multiple fingers, pinch and expand their fingers to enlarge a view and type 
using the on-screen keyboard. Largely, these gestures have been branded as rather easy and natural, 
thus characterizing the overall interaction mainly intuitive: 

Jacques: “somehow, passing a tablet around and swiping back/forth seems very simple and 
surprisingly non-geek.” (Strategy consultant, B23). 

Focusing on the experience of a significant other, the analysis of the empirical material suggests that 
it is indeed partly associated with the appealing touch-focused interface of the device: 

Laura: “So why did I succumb to the charms of the iPad? Quite simply, I have not been able to find a 
PC that offered what an iPad does. (…) none of these has the amazing battery life, fast on/off, 
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ultra-handy form factor, a made-for-touch interface (rather than touch bolted on to a 
keyboard/mouse-centric interface) or a built-in app store.” (Freelance journalist, B24). 

In addition, users consider their physical interaction with the device as intimate, rather as merely 
utilitarian: 

Andy: “If you haven’t spent a few minutes playing with (or “fondling,” as the Missus calls it) an 
iPad, I won’t try to describe the user experience.” (IT Project Manager, B14). 

Focusing on individual aspects of interaction modalities, the specific experience of meaning relates to 
user preference of the virtual keyboard. Even though users consider the on-screen keyboard to be less 
efficient for several use scenarios, they attempt to train themselves on its use rather than use a 
physical one, driven by their need to remain ‘faithful’ to an inanimate object: 

Hank: “It took me a about an hour to get the hang of the keyboard and I still prefer to type in 
landscape. I keep holding back on getting the external keyboard simple because it feels like I 
am not being true to the device.” (Visiting Professor of social media and strategy, B3). 

Moving onto the experience of attachment, several factors contribute towards its construction. With 
regards to the on-screen keyboard, again, even though users have the opportunity to use a wireless 
keyboard, interestingly enough, several of them refrain from doing so. Instead, when they are faced 
with heavy typing, they prefer to postpone it when possible or necessary: 

Gordon: “the iPad does not allow for easy one-hand typing - it’s too heavy and too awkward. The 
simple workaround for me was to simply defer typing intensive tasks until I had a full 
keyboard.” (Venture Partner and CEO, B10). 

In these instances, this choice is dictated by users’ need to preserve their mobility and the 
compactness of the device: 

Hawk: “I personally do not like the idea of a keyboard for the iPad – the whole point in my mind is 
that it is a self-contained device that shouldn’t require external equipment (…). Also, add the 
extra weight and bulk of the keyboard, and you’re getting into netbook size territory.” 
(Marketing & Business development executive, B9). 

In other words, as portability and compactness constitute some of the users’ needs, the virtual 
keyboard holds a personal significance and leads to attachment, because it manages to fulfil them.  

Another interaction modality that contributes towards the experience of attachment is the tappable 
gesture: 

Chester: “Within four hours, my wife was playing with the photo app, and sending pictures to people - 
she'd be meaning to do so for a while. Tap, tap, tap. She was doing that from the back porch 
with a frosty adult beverage to complement the activity. She was smiling. That fun was followed 
by an extended Facebook session (she's a big fan, I don't use it). Tap, tap, tap.  This was lying 
on the couch with a tennis match on. More smiles (…). Everyone in the family is waiting for 
their turn at the iPad. My wife asserted her rightful place in the hierarchy later that evening, 
and took it upstairs to the bedroom to relax while watching TV. Tap, tap, tap.” (Chief 
Technology Officer, B13). 

Tapping through the various applications enhances user perceptions for an effortless and speedy 
interaction. In light of this, users approach their chores as enjoyable sessions rather than as tasks. 
Therefore, users become attached to the tablet and rather determined to continue on using it 
exclusively, even though it is considered a communal device and used by others as well. 

Within the context of the symbolic significance, and specifically the experience of luxury, no 
relationship between it and the various interaction modalities was found. Admittedly, this was not 
unexpected as extant literature highlights that luxury correlates higher with attributes such as 
materials, packaging, and advertising (Reinmoeller, 2002). However, the findings show that human 
factors do contribute towards the construction of the experience of futurism: 
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Ben: “every time I reach out to touch the screen, instead of using a mouse, I feel like Tom Cruise in 
Minority Report” (Chartered accountant, B31). 

Set in 2054, the movie Minority Report depicts holographic screens and retina displays and 
introduced the wide audience to Natural User Interfaces. In the movie, the user was able to manipulate 
objects directly with his body and move objects from one screen to another with sweeping moves, 
while wearing electronic gloves (Wright, 2008). These gestures are also present in the touch-focused 
paradigm examined in this study; users are required to swipe and tap on a touch screen in order to 
interact with the information system. Moreover, one could argue that the entire information system, 
i.e., the tablet, is in fact comprised of solely the touch screen, as no other devices, accessories or 
enablers are required: 

Garland: “it feels futuristic in your hands in a way that a regular tablet PC seldom does. That’s 
perhaps because those regular tablets make accommodations for general use: they have USB 
ports, card readers and physical controls, whereas the iPad makes do with minimal 
connectivity and the fewest possible buttons and switches.” (Executive editor, B11). 

Contrary to previous computing devices, such as laptops and desktops, that tend to rely heavily on 
extensions, the tablet is indeed equipped with only few controls and ports. Furthermore, minimalism 
has been traditionally associated with futuristic design, and the device’s self-contained character 
further exacerbates the sense of futurism, as it entails that all actions need to be carried out through 
direct interaction, as in Sci-Fi movies.  

Finally, one of the meanings ascribed to the tablet is that of paradigm-changing, having users 
experiencing it as a landmark product: 

Pete: “We don’t usually think about it because none of us really know any different, but when 
browsing on a computer, you are somewhat disassociated from the website, having to stoop to 
the intricacies of trivial physical barriers such as a mouse and keyboard. Surfing the web on a 
phone is even worse as we have to put up with a limited, small screen experience and farcical 
layouts and navigation. Interacting with the web through the iPad however, is a surprisingly 
intimate and tactile experience. (…) For content consumption, there are few competing devices 
that offer such a smooth user experience and the iPad offers a tantalising glimpse at the future 
of computing.” (User Experience designer, B30). 

As shown throughout user narratives, the analysis shows that there are several factors driving the 
formulation of experience of paradigm-changing; however, with regards to the contributing human 
factors, paradigm-changing is based on the touch-focused user interface in its entirety, rather than on 
individual gestures and features.   

The touch-focused interface is quite important as users approach the tablet as an object with 
extraordinary abilities. Specifically, it allows them to experience it as something magical or 
supernatural and we notice that there is a strong association between user subjective meanings and the 
available gestures: 

Maddy: “I can move images around with a swivel of my fingers, whether in pages (word document) or 
on slides.  It’s like magic.” (Digital strategist, B50). 

This sort of interaction, even though is characterized as ‘magical’, leading users to suggest that the 
tablet may be a metaphysical container of the entire internet, it is also considered as natural: 

Pete: “Laying back on your couch or bed, pinch to zoom, rotate to landscape. It feels very natural and 
very much like you have the web in the palm of your hands. A superior web browsing 
experience in many subtle, but significant ways.” (User Experience designer, B30). 

Previous interaction paradigms entailed that users needed to use some form of input device to 
communicate with the device, such as a keyboard, a mouse or a stylus. Over the years, this became 
the norm and, understandably, commonplace and natural. However, it is obvious that people do not 
interact with their environment through intermediaries, but through their own sensory modalities, i.e., 
touch, sight, etc. Therefore, as the finger gestures and the re-orientation functionality are designed as 
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metaphors of real-world gestures, they manage to be at the same time intuitive (because users are 
familiar with e.g., swiping the pages of a magazine) and enchanting and ‘supernatural’ (because they 
propose an entirely different interaction paradigm for one’s computing needs). In other words, this set 
of interaction modalities may be considering as putting forward users’ kinaesthetic memory, i.e., the 
procedural knowledge which is responsible for knowledge such as driving a car or riding a bicycle, 
and “to think in terms of movement by mentally reconstructing muscular effort, movement, and 
position in space” (Seitz, 2000). 

6.5. Evaluating and Communicating User Experience 

As discussed, individuals evaluate their user experience through the attribution of emotional value, 
which is also supported by appraisal theory (Scherer, 1999). Keeping in mind that each user is 
characterized by her/his own personal characteristics and goals (also known as ‘concerns’, using the 
terminology of appraisal theory), the evaluation of experience with the tablet, will produce an 
emotional response (Lazarus, 1991; Smith & Lazarus, 1990). Therefore, this section is burdened with 
presenting users’ feeling states as influenced by their interaction with the tablet, seeking, in essence, 
to investigate their evaluations with regards to their experience and their appraisals in relation to the 
IT artefact. 

In order to draw insights from the study’s empirical material using a systematic approach, the analysis 
and the ensuing discussion are based on the identification of core affect and its changes as resultant 
from one’s interaction with the tablet. Similarly with §6.4, the unit of analysis was set at the level of 
the interaction with the tablet, while the IT artefact itself has been approached as a comprehensive 
agency. The analysis begun by identifying communicated feeling states, i.e., references to feelings 
and/or emotions as proposed by the circumplex model of affect (Russell, 1980); any references to an 
affective state which is regarded as synonyms5 with previously identified ones have been grouped 
together with the latter. Following open coding, selective coding was conducted by grouping feeling 
states together, constructing the greater core affects, i.e., pleasure, displeasure, activation and de-
activation. Finally, core categories were related to the identified roles of the tablet (§6.2) and the 
facets of meaning (§6.4), aiming to first understand how the various components of experience affect 
each other and second to gain access to users’ evaluations of their experience. 

Focusing in more detail on the emotional aspect of experience, the particular component indeed acts 
as the mean through which users express their evaluation regarding the overall user experience as 
posited by extant literature (Desmet & Hekkert, 2007; Wright, McCarthy, & Meekison, 2005b). 
Nevertheless, a discussion on the relation between emotions and the various roles the IT artefact may 
hold for users can be quite difficult, since both are related to meaning and the various subjective 
interpretations; even though they are quite different, the meaning one may attach to an IT artefact is 
always ingrained with affect, making the disentanglement of the emotional component from that of 
meaning a difficult process, and particularly prone to negative criticisms regarding its validity 
(Fournier, 1991). However, the present study, rather than unravelling the two threads, aims to portray 
the strong relationship between them and interpret the emotional experience as constructed thanks to 
the assignment of meaning and the roles that users seem to identify in the tablet, during their 
instrumental, non-instrumental and non-physical interaction with the tablet. 

6.5.1. General Valuations of Experience with the Tablet 

Before proceeding with the results, it should be noted that, the evaluation of bloggers with regards to 
their user experience varied significantly, ranging from strongly negative appraisals to strongly 
positive ones. Garland, for example, having been disappointed with the lack of multiple user accounts 
support, suggests that it has been a rather masochistic experience for him: 

                                                        
5 Synonyms have been identified through the Merriam-Webster online Dictionary and Thesaurus (http://www.merriam-

webster.com). 
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Garland: “Shiny shiny, shiny Apple iPad; whiplash tablet in the dark 6 . Forgive the Velvet 
Underground, but sometimes it really does feel like being a masochist would make the iOS user 
experience easier to stomach.” (Executive editor, B12). 

Similarly Ed, saddened in his case by the tablet’s form factor and the quality of the screen, he 
confesses being rather half-hearted about his iPad experience: 

Ed: “Why am I so lukewarm about the iPad after a week?  In short, the combination of the 
surprisingly heavy weight and the glare on the screen make using it for any length of time a 
constant battle for comfort -- the result is a surprisingly bad user experience despite all the 
hype to the contrary.” (Professor of Management Science, B4). 

Nevertheless, on the other end, there are quite enthusiastic testimonies. For instance, both Andy and 
Donna report having been mesmerized by what the tablet offers them: 

Andy: “If you haven’t spent a few minutes playing with (or “fondling,” as the Missus calls it) an 
iPad, I won’t try to describe the user experience.  Let’s just say it’s as different from a Wintel 
laptop as the laptop is from an IBM Model 29 card punch.” (IT Project Manager, B14), 

Donna: “The one thing I really got hooked on was the touch screen computing. Experiencing that 
with my smart phone was one thing, but on this larger clearer screen it was ideal.” (Internet 
Marketer, B37). 

However, generally, those who straightforwardly report a positive evaluation well outnumber those 
describing negative experiences. Furthermore, in many cases of negative appraisals, users appear to 
find eventually several positive aspects in their experience with the iPad. Ed, for example, even 
though he is “thinking, solely based on [his] experience with the iPad, that perhaps it is time to sell 
[his Apple] stock”, does in fact later on suggest that “(…) for easy access and instant access to the 
web, social surfing, and that wonderful iPhone browsing experience made even more wonderful, I 
love it.” (Ed, Professor of Management Science, B4). 

6.5.2. Emotions within the Spatiotemporal Order of the Experience 

Examining users’ feeling states in relation to the roles the authors seem to identify in the tablet, and 
focusing first on the tablet’s interpretation as a productivity tool, i.e., as a business device and as an 
extension of office beyond its physical boundaries, users directly relate the attribution of emotional 
value according to business-related concerns, focusing primarily on its pragmatic and behavioural 
characteristics. The authors highlight that the tablet allows them to remain productive while on the go 
and that several of its pragmatic qualities, specifically the tablet’s screen size, its portability and 
efficiency in a number of tasks, and its responsiveness, exceed their initial expectations and their 
personal concerns (Lazarus, 1991). Blacky, for instance highlights aspects that facilitate portability 
and productivity on the go (“I'm at my desk most of the day and undocking my 17-inch laptop to 
retreat to the couch is always a chore. Instead I just pick up the iPad and head to the couch or local 
coffee shop and tap away. Bliss.” (Developer, B29)), whereas Harry underlines the importance of 
responsiveness in light of the lack of multitasking (“Applications opened quickly and some of the 
device's speed made up for the lack of multi-tasking.” (HR Professional, B16)). In turn, the authors’ 
personal productivity and the overall better information management within a work-related context 
are ultimately translated into satisfaction and relaxation, a combination of pleasure and deactivation, 
following the categorisation introduced by core affect theory. While the first, pleasure, is self-
explanatory, the second requires some further clarification; the empirical material provides evidence 
that the authors feel a sense of comfort and liberation when using the iPad over other devices because 

                                                        
6 This is a reference to Velvet Underground’s 1967 song ‘Venus in Furs’, which in turn has been inspired by the 1870 novel 

of the same name by Leopold von Sacher-Masoch. The novel, and the song, tell the story of Severin, who wishes to be 
dominated by a woman named Wanda and become her sex slave (“Shiny, shiny, shiny boots of leather /Whiplash girlchild 
in the dark /Comes in bells, your servant, don't forsake him /Strike, dear mistress, and cure his heart”). According to the 
novel, Wanda detests the idea at first, yet further along she seems to enjoy it (http://goo.gl/zmdfge, accessed on 
19/01/2014). It is also worth noting that, the word ‘masochism’ derives from Sacher-Masoch’s name 
(http://goo.gl/VqS0wm, accessed on 19/01/2014).  
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it allows them to perceive business-related processes as less of an assignment, or a imposition, and 
more as activities, which can be seen as rather enjoyable: 

Bernard: “On a business trip a couple months ago (…) I left my laptop in the hotel room and only 
carried the iPad. It was ultra-convenient to just flip out the iPad to compare calendars for 
follow-up meetings, show off a few charts, and co-surf a few web sites without having to whip 
out a laptop or fire up a projector. It was also liberating to walk in without a laptop bag slung 
over my shoulder.” (Editor in Chief, B20) 

As mentioned, appraisal and emotional value are directly related to one’s concerns and previously set 
goals. Even though the tablet can function as an extension of the business environment, empirical data 
show that it cannot fully replace other superior computing devices for work-related purposes. As a 
result, individuals whose goal is to do so, i.e., use the tablet as a ‘primary workhorse’, while assessing 
its pragmatic qualities are faced with a feeling of disappointment, which is a facet of displeasure: 
Hawk: “So to make a long story short, I gave up and borrowed laptops (one per continent) to do all 

of my posts, including when I was covering our keynotes at TNW Conference. (…) in the near 
future at least, I will haul my laptop on any trip I go on where I’ll be blogging. Zee is right – the 
thing just isn’t a work laptop replacement.” (Marketing & Business Development Executive, B9)  

In addition, some authors consider specific pragmatic features and evaluate their role within the 
context of their tablet interaction. One such example, is that of Roger who focuses on the system’s 
typing accuracy and autocorrect function, which appears to be rather awkward for him, and which, 
following core affect theory, may be classified as a displeasure feeling state: 

Roger: “Correcting typos feels more awkward than on an iPhone and often knocks me off my train of 
thought. It is possible to type up notes and actions during a meeting, but it’s certainly slower 
than a keyboard. In fact, I think I can type faster on an iPhone as its narrower screen allows 
double thumbs action!” (VP Marketing, B7) 

When users interpret the tablet as a computing companion and as a home appliance, where the tablet 
may act as a substitute for a group of other computing devices and objects, the nature and intensity of 
emotions changes. The interaction concerns an entirely different set of goals; as the majority of users 
appear to aim at using the IT artefact for completing work of minimal effort, as a substitute for 
reading, for home entertainment and as content and multimedia consumption station, overall appraisal 
follows a different path. In these cases, as the tablet has for many users substituted the laptop within 
the home environment, user experience is directly linked to a feeling of bliss (pleasure). For 
contemporary users, mobility is not an issue that can be exhausted outside the home environment. 
Instead, as contemporary professionals are often required to carry out light work during their private 
life, they appear to seek maximum mobility within this context, too, as seen through Blacky’s 
recounting (c.f. p. 138). As a result, using the tablet over the laptop allows them to navigate freely 
within their private space without the hassle of undocking devices, carrying semi-heavy objects, 
cables and so forth, which is interpreted as a sense of freedom, pleasing the users. 

Within the context of using the tablet as an entertainment station, either for multimedia or gaming, the 
feeling of pleasure further intensifies, resulting in pleasure – activation. Specifically for adults, some 
authors report being astonished (activation) with the tablets capabilities firstly to support such 
activities, and secondly how this actually impacts on their personal behavioural patterns. Examining 
this in relation to Wright et al’s framework (2005b), the authors’ constructions reveal that users, 
following a process of sense making, find a way to channel or express their inner gamer, and 
appropriate the user experience: 

Dale: “I was shocked how the iPad channeled my inner gamer with SimCity HD, Plants vs. Zombies, 
Words with Friends and Angry Birds Rio.” (Business Development, B2) 

All the while, as they report feeling astonished or fascinated (pleasure), one can argue that, by 
appropriating the experience, the authors may change their sense of self, seeking to experience such 
intense emotions in the future by identifying themselves as gamers. At the same time, the tablet is 
used as a children’s gaming device. Through their keens’ first order constructions, we see that this 
activity is, on the one hand, a fun activity (activation – pleasure) for the children themselves: 
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Dennis: “Both our daughters have their favorite games installed on our iPads. Some of those are fun 
enough for everybody. We played a lot of Angry Birds and Faye(5) enjoyed it as much as 
Loïs(8).” (Blogger, B5), 

while, on the other hand, a joy (pleasure) for their parents and relatives: 
Albert: “It would be wrong not to admit that using these devices is just plain fun. Whether it’s reading 

Winnie the Pooh to Haylee, playing “Memory Cards” with our family, or teaching Dana how to 
play solitaire, we’ve had a good time.” (Minister, B8) 

Moreover, while reflecting and recounting their experience with the tablet as a gaming device, the 
authors discuss their fascination (pleasure) on its ability to be an easy to use and intuitive device both 
for themselves and for their children. Indeed, extant literature offers evidence for a direct link 
between ease of use and pleasure (van Schaik & Ling, 2008). Moreover, the same accounts, i.e., of 
being fascinated with the device’s ease of use, have been documented for senior citizens as well:  

Murphy: “The second surprise for me was that she instinctively swiped to the next photo. This is an 
interaction she is not used to, but it somehow came natural (or she’d seen this on TV, she wasn’t 
sure). (…) I have to say I was surprised with how easily my mom could find her way around 
different apps on this new device, with all its new interaction paradigms.” (User experience 
consultant, B27) 

In short, an otherwise perceived as ‘futuristic’ and innovative IT artefact, is assessed by the particular 
pool of authors as quite natural and easy to use device for a range of demographics. This facilitates its 
interpretation as an artefact which can fulfil one’s family needs, thus resulting into feelings of pure 
pleasure, bliss, fascination and astonishment, which, following the core affect theory, range from 
pleasure – activation to pleasure, respectively. 

Next, while the authors identify in the tablet the role of a socialising medium, the results show that the 
dominant feeling state among authors is that of pleasure, as they discuss how the IT artefact manages 
to enhance their communication with others and their sociability while interacting with IT. Harry for 
example describes that, as the tablet had transformed into his personal social lifeline while being 
abroad, he begun enjoying the tablet far too much to give it by selling it (c.f., Table 12, p. 91): 

Harry: “I politely told him no; I enjoyed the device too much. It was a social lifeline and multi-media 
tool that had become very important to me during my trip.” (HR Professional, B16) 

Similarly, Sam admits that the tablet drives consumption, changing one’s buying habits, but also 
divulges that it also increases communication, which can be, together with other things, a source of 
delight and happiness:  
Sam: “You will buy more, spend more, read more, communicate more, and most importantly, be 

happier than you have ever been in your entire life once you get your hands on an iPad.” 
(Enterpreneur, B6) 

Notwithstanding, in some occasions, as users use the tablet as a socialising medium they even 
experience even more intense feeling states, which are expressed directly as love feelings: 
Ed: “So for easy access and instant access to the web, social surfing, and that wonderful iPhone 

browsing experience made even more wonderful, I love it.” (Professor of Management Science, 
B4) 

In this example, Ed, who, as already discussed, appears to be somewhat half-hearted with regards his 
overall user experience with the tablet (c.f. p.138), while finding several situational uses during which 
his interaction leads to a pleasurable user experience, he pinpoints that for the specific set of scenarios 
he loves interacting with the tablet. Within this set, he includes “social surfing”, a specific reference 
to sharing the internet and looking up pictures with others, by passing the tablet onto others (c.f., 
Table 12, p.90). Therefore, in relation to the feeling state of love, following the classification 
introduced by core affect theory, this can be mapped as an activation-pleasure emotion.  



 

Efpraxia D. Zamani | Doctoral Thesis  141 

6.5.3. Emotions and the Facets of Meaning 

As discussed in §6.4, within the component of experience of meaning, this study identified four main 
types of subjective interpretations; namely, personal significance, personality assignment, symbolic 
significance and the use of metaphors. All these subjective interpretations, understandably denote 
rather positive connotations, which, in turn, implies that the associated emotions and feeling states are 
expected to range from pleasure and pleasure – activation, to pure activation.  

Indeed, as far as personal significance is concerned, expressed as attachment to the tablet, the 
identified feeling states, as documented by the authors range from pleasure to pleasure – activation. 
To begin with, pleasure appears to be related to users’ surprise in how they use the IT artefact and 
how the IT artefact manages to fulfil their personal needs and desires. In more detail, for Blacky, for 
example, the tablet succeeds in supporting his computing needs while at home or third places, like 
coffee shops, and when in need to move around:   
Blacky: "I'm at my desk most of the day and undocking my 17-inch laptop to retreat to the couch is 

always a chore. Instead I just pick up the iPad and head to the couch or local coffee shop and 
tap away. Bliss." (Developer, B29) 

Emory and Harriett, on the other hand, have recognised that the tablet holds a personal significance; 
Emory uses it for numerous reasons, taking his computing needs everywhere with him, including his 
professional writing, while Harriett is using it as her personal communicator, due to her condition: 

Harriett: "Then, I did something I had never done before: I went into one of the many Starbucks at 
O’Hare and ordered my first mocha frappuccino by myself. No misunderstanding or hand 
gesturing involved. It was so cool, like another door had just opened for me!" (Accessibility 
advocate-consultant, B39) 

Emory: "I’ve got to say that I am impressed. The quality of the graphics, the sound, the ability to 
control the game in a realistic fashion, and all on a tiny device that I can take with me virtually 
anywhere is pretty darn cool." (Science fiction writer, B45) 

What these two cases have in common is that both of them, personal significance does essentially 
produces feeling states of delight and enchantment, which, following core affect theory, can be 
mapped as a state of pleasure. 

Nevertheless, for Donna, who have chosen eventually the tablet to be her primary device for several 
commonplace tasks, the tablet and specifically the tactile experience it provides, leads to a more 
intense emotional experience, which can be mapped as pleasure – activation:    
Donna: "The one thing I really got hooked on was the touch screen computing. Experiencing that with 

my smart phone was one thing, but on this larger clearer screen it was ideal. The iPad quickly 
became my device of choice for email, agenda, web browsing, voice dictation - and the majority 
of my daily work tasks." (Internet Marketer, B37) 

Moving on to the personality assignment, expressed as a significant other, the study’s findings show 
that in most cases, the authors directly report to love the particular IT artefact, which is on its own a 
feeling mapped as an activation – pleasure emotion. Second-order concepts reveal that, aside the 
emotion of love, they also exhibit a feeling of passion, which can be approached as excitement 
(activation), as they document vivid descriptions, using a specific vocabulary and relevant 
associations when referring to their experience: 

Mike: "I’m a week into a relationship with the new iPad and I can definitely say we’re staying 
together. Strictly speaking we’re still in the honeymoon stage but that’s not to say my giddy 
excitement and love struck feelings aren’t valid." (Operations director, B36) 

Naturally, the greatest variability is observed within the category of the symbolic significance, as this 
includes expressions of luxury, futurism and a paradigm change in computing. As far as luxury is 
concerned, most often this proved to be related to the IT artefact’s expressive characteristics and its 
aesthetics, with users admiring it as ‘an object to own’. Nevertheless, this symbolic significance plays 
an important role on how users experience changes in their feeling states. They document being 
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charmed by the tablet, whose overall look and form simply make them desire it. They are fascinated 
and amazed by the construction of the device and the combination of its materials and compare it to 
previously owned devices. Desire is mapped as an activation – pleasure feeling state, while 
fascination and amazement are mapped within the pleasure quadrant. Such accounts exhibit a strong 
linkage between the sensual and the emotional thread of the experience, i.e., between the aesthetics of 
the tablet and user emotions. Extant literature has repeatedly found such a connection, with studies 
following either the quantitative or the qualitative approach. However, in this study, this linkage takes 
a whole different meaning as users refer directly to their user experience and interaction with the IT 
artefact as ‘great’, ‘amazing’, even ‘utopian’ (“I can’t emphasize enough how much I respect Apple’s 
ability to create an amazing user experience.” (Andrew, Co-founder of a Social Media Agency, B1)), 
and simply desire to own and use the tablet, even though, it is “undeniably inessential”: 
Garland: "If you’re sneering at me for getting so excited about hand-feel, remember that for Apple it’s 

half a technology purchase that they’re pushing and half a lifestyle one, and I’m not alone in 
wanting my new – undeniably inessential – toy to feel good." (Executive editor, B11) 

In short, it may be said that, it is in such cases that the design of computing devices is considered as 
“irresistible” (Overbeeke, Djajadiningrat, Hummels, Wensveen, & Frens, 2005b). 

With regards to futurism, as discussed, authors repeatedly refer to a futuristic film, that of ‘Minority 
Report’. In many occasions this relates to a sense of awkwardness as users were not familiar enough 
with the touch-focused operating computing at the time of compiling their blogposts (e.g., “Although 
I am typing this blog using the ipad keyboard accessory – every time I reach out to touch the screen, 
instead of using a mouse, I feel like Tom Cruise in Minority Report – I am not certain how easy it 
would be to work on a spread sheet.” (Ben, Chartered Accountant, B31)). However, in the majority of 
cases, the interpretation of futurism mostly communicates a rather positive emotion, with users 
reporting enjoying the newly introduced sweeping movements: 

Jean: "Apple is a two-handed device, if rightly used. Think "Minority Report" for the kind of sweeping 
movements that make iPad fun to use and a remarkably more productive tool than mouse and 
keyboard." (Journalist, B52) 

In these occasions, the reported fun of using the tablet, according to core affect theory, can be mapped 
as a feeling state of pleasure. 

Finally, with regards to users’ subjective interpretations of paradigm-changing and their use of 
metaphors, the analysis of the empirical material does not provide support of an explicit 
communication of feeling states, since authors, in their blogposts, discuss their emotional experience 
in a more implied fashion. When considering, for instance, the metaphors users use for the tablet and 
how they refer to the IT artefact, the authors tend to focus primarily on its pragmatic qualities and the 
evaluation of features which pertain to cognitive ergonomics and human-computer interaction:  
Emory: “But after countless nights reading in bed with a book light attached to my Kindle, I found the 

backlighting of the iPad a godsend.” (Science Fiction writer, B41)  

In this example, Emory focuses on such a feature, i.e., the backlighting, and refers to it as ‘godsend’. 
One could argue that this may possibly act as an implicit evaluation, suggesting an obvious 
satisfaction, which could in turn be interpreted as a feeling state of pleasure. Yet, equally so, it could 
be seen as a pleasure – activation feeling state, if one considers the wider context of Emory’s 
recounting, and place an emphasis on his seemingly excitement within his description and comparison 
with Kindle. Nevertheless, such an approach would go beyond the objective of grounding the 
investigation on a systematic analysis, using the categorisation of core affect theory. Therefore, the 
study concludes that as far as metaphors, expressed as exceptional abilities, and the symbolic 
significance of paradigm changing are concerned, these do not relate directly to explicitly 
communicated emotional experience. 
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6.6. Summary 

Summarising this chapter, the purpose of the analysis was to analyse and present users’ perceptions of 
the IT artefact from the user perspective. The main objective was to delineate subjective 
interpretations regarding the role of the tablet as deriving from the spatiotemporal order of the 
experience, evaluations concerning the device’s aesthetics and attractiveness, and the various 
semantics governing individual understandings, in order to draw an overall evaluation of the user 
experience as communicated through the emotional component. To this end, this chapter examined 
users’ interaction with tablets, in their everyday, assessing narratives ranging from the business to the 
personal environment, investigating the various interpretations, while pinpointing the role of design 
features and aesthetics and the impact of meaning on the emotional thread of user experience. 

The results show that, while in most cases, the authors hold upper level IT-related or management-
related positions, the investigation of the particular pool allows for an examination of their experience 
as it unfolds from the physically static work environment, to the context of ‘office-on-the-move’, to 
the privacy of the personal environment. Specifically, the study shows that the tablet functions as a 
productivity tool, a home appliance, with the authors using it as a multimedia (or content 
consumption) station and as a communal device, shared by all the members of the family, while it can 
act equally as a social device, adding a social character to activities previously perceived as privacy 
risks, as for example sharing one’s mobile phone for internet browsing, and as a casual companion 
filling in-between time. In other words, the tablet, a previously perceived as specialised device, now 
transcends the boundaries between the work and the home environment, and is used interchangeably 
in a myriad of ways. 

In addition, while examining user narratives, aiming to investigative the relationship between 
aesthetics and user experience within the context of users’ everyday interactions, the study has found 
that, not unexpectedly, both the design aesthetics and the overall attractiveness of the tablet are 
equally important toward the formulation of user experience. Nevertheless, the analysis has offered 
rich insight into the particularities of user experience and the aesthetics-related aspects which users 
chiefly focus on; users appear to assess the tablet’s attractiveness and design aesthetics primarily 
during the connecting, interpreting and reflecting phases of the sensemaking process. Naturally, as the 
sensual thread involves mostly the deployment of sensory modalities, the connecting phase, which 
examines immediate responses toward the experience, was expected to be governed by perceptions 
related to aesthetics. Yet, it appears that aesthetics transcends sensemaking, as users assess the tablet 
through its design aesthetics and attractiveness, so as to decipher the meaning of their experience, 
while, equally so, they evaluate their experience based on these traits, among others. Obviously, 
aesthetics is present in the appropriating and recounting phases; yet its effect is less salient. 
Furthermore, it is interesting to note that users focus passionately on the tablet’s texture. Sensory 
modalities permit the appreciation and perception of its particular attributes; through vision, we see 
beauty, by touch we recognise the properties of materials, identify and feel texture. Both experiences, 
the visual and the tactile, are typical occurrences in our everyday lives, as we continuously interact 
with various objects, and Sonneveld and Schifferstein have argued that, as far as tactile experiences 
are concerned, “people hardly ever talk about them” (Sonneveld & Schifferstein, 2008). This study 
provides initial support for a change in this pattern. The tactile aspect of the experience, as proclaimed 
through accounts and evaluations of the tablet’s texture and material properties, appears to be one of 
the most commonly discussed themes along the sensual thread of UX, suggesting that it has in general 
gained a particular importance for the overall UX. This can be possibly accredited to the newly 
introduced interaction modalities, which have crossed out any intermediaries (e.g., stylus); as the 
touch-focused interface requires a continuous touch-based interaction, it has brought the tablet closer 
to the individual and made it a more personal object than other devices. At the same time, it has 
possibly resulted in an augmented awareness of the tactual sensation. 

Next, with regards to the experience and the facets of meaning, the analysis has found interesting 
insights along a number of dimensions. Users develop associations and are able to ascribe personality, 
personal and symbolic significance to the tablet and approach it with metaphors. In more detail, the 
tablet may be personalized, denoting a significant other, satisfy one’s personal values leading to 
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her/his attachment, hold a symbolic significance and be perceived as an object of luxury, a futuristic 
device or paradigm-changing, and, finally, users may develop analogies and see in the tablet 
extraordinary abilities. As far as personality assignment and personal significance are concerned, 
these findings may constitute an important point of departure from previous studies. Turkle for 
example, has found that computing devices, such as laptops, can be seen as one’s companion (Turkle, 
2008a), while Belk and Tumbat have found that attachment may be the result  of brand loyalty (Belk 
& Tumbat, 2005). Yet, findings illustrate that users of touch-focused tablets go beyond this point and 
interpret the artefact as a significant other while attachment stems from the tablet’s ability to satisfy 
user needs rather to communicate e.g., identity and personal values. Even though touch computing, 
and tablets in particular, are not new concepts within the IS and HCI literature, the study shows that 
they constitute a revolutionary form of computing for everyday users. In addition, users perceive it as 
holding extraordinary abilities. Both interpretations depend upon the user interface itself and the 
newly introduced interaction modalities. The gestures, through which users interact with the interface 
and the tablet, are in fact projections of their real-world counterparts and lead users to evaluate them 
as both natural and supernatural; on the one hand, the interface responds to gestures as real-world 
objects would respond, while, on the other hand, this overall naturalness and intuitiveness is perceived 
as mysterious, instinctively responding to commands. 

Focusing specifically on the differences between the virtual and the physical keyboard, and how these 
may contribute toward the construction of meaning, extant literature is scarce. Previous studies have 
shown that the traditional keyboard of a laptop or a desktop may be seen as a bridge to life 
experiences (Turkle, 2007b), represent one’s access to an online community, where the user enters for 
socializing purposes (Wellman, 1997), or be perceived as simply necessary for producing creative 
ideas (Turkle, 2004). This study’s findings, however, on the virtual keyboard are quite different, as it 
is seen enabling users to associate the tablet with a significant other, and/or develop a sense of strong 
attachment.  

All the components of experience, expressed through the roles of the tablet, and the identified facets 
of meaning, which also encompass aesthetics-related aspects of the IT artefact, have an evident 
impact on users’ emotional experience. The tablet, while seen as a productivity tool and as an 
extension of the office, produces feeling states of pleasure – calmness. While the tablet enters the 
user’s personal everyday life, being used at home, either for light work or for pure entertainment, on 
an individual basis or concurrently with other family members, the emotional experience changes to 
pleasure, pleasure – activation and pure activation, with the user feeling pure astonishment and 
excitement. Eventually, as the user develops a sense of attachment to the tablet, either by assigning a 
personality to it or ascribing a personal significance to the overall interaction, appears to exhibit 
feelings of love, which further intensifies her/his emotional experience with the IT artefact. In short, 
as the computing device penetrates the household and the personal context of use, and as the 
situational use becomes more personal, the emotional experience deepens, leading to more intense 
feeling states. 
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7. Conclusions 

The main objective of this research has been to sharpen our understanding on the users’ relationship 
with IT artefacts in everyday life and delineate the process through which users make sense of their 
experience with technology. To this end, the thesis has been organised around the presentation of the 
findings of an interpretive embedded single-case study on user experience with tablets. 

This chapter completes this research endeavour by underlining the most important findings, while 
highlighting how an understanding on the way people make sense of their experience with the tablet 
along the continuum of their interaction can help toward delineating the people-IT artefact 
relationship. In §7.2, the chapter discusses the study’s contributions on a theoretical and on a more 
practical level, and in §7.3 it presents the study limitations. Section §7.4 concludes the chapter by 
offering possible avenues for future research, based on the research’s findings. 

7.1. Summary of the Research 

Answering the research questions begun by investigating the contemporary IT artefact in Chapter 2. 
This process helped toward understanding into detail the particularities of portable, touch-focused 
devices, the tasks and activities it is nowadays involved in. Based on the overall discussion, enriched 
by extant literature, the chapter described computing devices as bounded to the sociocultural and 
historical context of use, shaped and continuously reshaped through their use, the expectations and the 
values of both users and designers. This furthered the discussion on the forms of interaction, on 
instrumental, non-instrumental and non-physical level, its fluency, and expressivity and the impact of 
these forms on experience with technology. The chapter, then, focused on the touch-based interaction 
and the ways in which it has transformed human-computer interaction in general, by introducing new 
interaction modalities and gestures, which in turn influence user perceptions on the semantics of IT 
artefacts, assessments regarding pragmatic and hedonic features and experiential evaluations. The 
chapter also provided an overview of the tablet, one of the most popular touch-focused devices and 
which has captured the imagination and the interest of technology users. The relevant section has also 
highlighted that, despite frequent criticisms regarding the tablet’s usefulness and efficiency, it has 
managed to acquire a ubiquitous presence within everyday routine, as market reports exhibit an 
unprecedented market penetration. Concluding, the first part of Chapter 2 has argued that interaction 
with technology goes beyond task and goal fulfilment, since the IT artefact has escaped the work-
related context of use. In essence, technology is now used by children, teenagers and senior people 
(McCarthy et al., 2008), all of whom seek a pleasurable user experience with the same IT artefact and 
as the spatiotemporal order changes. 

Chapter 2 has also drawn attention on the various streams of research within the user experience 
research field, seeking on the one hand to highlight each approach’s advantages and disadvantages. 
As it has been shown, most studies tend to investigate experience with technology as dependent and 
subject to the IT artefact’s features and characteristics, an approach that could be seen “design 
reductionism” (Hassenzahl, Beu, & Burmester, 2001). However, as discussed, user experience goes 
beyond usability and product features, and thus, other studies, which are more concerned with 
“designing for experience” rather than “designing an experience” are seen as more suitable 
(McNamara & Kirakowski, 2006). On the other hand, this chapter facilitated the ensuing discussion 
on the various components of experience. These components, i.e., the spatiotemporal, the sensual, the 
compositional and the emotional threads have been drawn from the framework introduced by 
McCarthy and Wright (McCarthy & Wright, 2004b), and further enriched and corroborated by other 
studies, both theoretical and empirical, in an effort to validate this approach within the context of the 
study. These components have functioned in the later stages as the study’s sensitising devices. 
Furthermore, a discussion on the process through which users make sense of their interactions and 
experiences with technology offered a systematic approach toward the investigation of the 
phenomenon, essentially granting access into the various ways users actively construct their own 
experiences without disregarding the sociocultural context this unfolds, while allowing to focus on 
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unpredicted and problematic events when technology seems to fail users’ expectations and predefined 
goals. 

The following chapter, Chapter 3, acted as a bridge, towards moving from the theoretical approach of 
experience with touch-focused portable IT artefacts, to the investigation of the wider issues of users’ 
relationship with these devices. In other words, this chapter detailed the research design of the thesis, 
first by setting forth the ontological and the epistemological assumptions of the interpretive embedded 
single-case study. The chapter presented the strategy of enquiry, as well as the exact process of 
collecting empirical material and that of the subsequent analysis. Particular emphasis has been given 
in justifying the validity of the empirical material (i.e., blogposts), which proved to be quite rich for 
the purposes of the research, and the manner in which these have been analyses (i.e., as online 
diaries). The Chapter concluded by providing a thorough overview of examining rigour in interpretive 
studies, emphasising on the use of extant literature, the bias of the research involved in the collection 
and the analysis of the empirical material, as well issues on generalizability and transferability of 
results across different cases and contexts. 

Chapter 4 adopted a primarily descriptive approach in order to identify the various use scenarios and 
situational uses of the tablet within users’ routine, using as a classification guide a content-based 
analysis, according to users’ perspectives. In other words, this chapter focused on the way people use 
tablets today, for work- and non-work- related activities and processes, since it is important to 
understand the goals for and the ways through which users interact with a given device towards 
evaluating the experience and its outcomes. As far as the findings of this investigation is concerned, 
three major types of scenarios emerged, referring to content consumption, content creation and 
authoring, and content exchange and the results reinforced the central assumptions with regards to 
interaction with IT artefacts, introduced in Chapter 2; in essence it showed that tablet users use this IT 
artefact equally for tasks and activities, within the work environment, the home environment and 
while in third places, i.e., coffee shops, public open spaces etc. Moreover, a cross-examination 
between the research’s results and extant market reports shows that the two are aligned; however, the 
thesis illuminates further the various situational uses, by providing a more detailed account, by 
revealing several of the particularities of user behaviour with the tablet, and by unveiling new use 
scenarios. As a result, the results presented in this chapter set the context for studying users’ rationale 
and sensemaking in the ensuing steps of the analysis.  

Chapter 0 built around the concept of sensemaking with tablets, based on the framework set forth by 
McCarthy and Wright (2004b). This helped in investigating the relationship users develop with the 
tablet by examining how they themselves make sense of the experience. Following an analysis of the 
process based on which individuals actively construct and make sense of their experience, and while 
investigating users’ accounts through the six sensemaking functions (i.e., anticipating, connecting, 
interpreting, reflecting, appropriating, recounting), the interpretation of the results showed that these 
functions can occur in a non-linear fashion, and that interpreting and reflecting may occur 
concurrently. Moreover, the findings are aligned with those found from previous studies, but they also 
enrich extant literature. Specifically, it has been shown that, while it is natural for one’s expectations 
to colour the experience to come, in the case of the tablet, these expectations take the form of more 
than general hopes for a satisfying interaction, but users look forward to seeing the tablet fulfilling 
their predefined utilitarian-related goals. Next, when users proceed in making immediate valuations 
(connecting), they appear as focusing primarily on form-related evaluations. Moreover, the analysis 
showed that, while sensemaking functions may reoccur within the entire process, connecting is unique 
because it denotes users’ sole opportunity to approach the tablet for the first instance. The function of 
interpreting corresponds to an assessment of the interaction with regards to the available possibilities 
for action relatively to the goals set beforehand, jointly. While tablet users begin reflecting their 
interaction, and even when this occurs beyond the strict confines of the interaction, they contemplate 
on what has taken place, as for example obstacles in the interaction, failed expectations and the steps 
taken to overcome them etc. This, in turn, leads them in judging their experience, which is expressed 
most often as a feeling state of pleasure or frustration, depending on the outcome. As the experience 
unfolds, users may realise that the tablet doesn’t fit within their everyday or that it is not aligned with 
their own values and particular personality (appropriating). Finally, as the empirical material consists 
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of blogposts, which have been prepared in order to share the experience with one’s readership, the 
analysis highlighted that the entire documentation offered by the pool of users can be seen as a form 
of recounting. Nevertheless, focusing more on users’ storytelling, it has been evidenced that they may 
narrate their experience with the tablet in relation to past experiences, and through the storytelling 
itself, they can discover new possibilities and relive their experience of their interaction. 

The second part of Chapter 0 focused on the episodes of disillusionment, in order to uncover users’ 
accommodating practices. Technological advances have enabled the development of sophisticated 
information systems, which fulfil most user requirements (Tractinsky, 2004). Still however, they are 
far from perfect, and may fail user expectations partly or entirely. Adopting the Data/Frame theory of 
sensemaking under such conditions (Klein et al., 2006), the study has identified five sensemaking 
processes, categorised into those leading to elaborating and those leading to reframing one’s initial 
understanding. In short, when users identify s discrepancy between their expectations and what 
actually takes place or is possible, they either a) revise their goals, or b) elaborate further their 
understanding, and often persist on discarding alternative choices for task completion. Moreover, the 
very process of sensemaking leads users to seek alternative solutions, and they assess whether there is 
merit in adapting the tablet to their needs or adapting themselves to the tablet’s potential. Finally, the 
analysis has shown that users may develop workarounds through various means as for example, by 
turning to technology enablers and third-party applications. Since this behaviour has as an objective to 
integrate the tablet into everyday routine, rather than bypass the tablet or substitute it, for example, 
with some other device, these cannot be seen as resistant-resultant behaviour, as they have been often 
seen in extant literature. Instead, because they are persistent over time, without explicitly breaking the 
principles of the interaction, they are considered as essential toward facilitating continuance usage. It 
should be noted that, resistance-related behaviour has surfaced more explicitly; users highlight several 
reasons for rejecting the tablet, yet for specific tasks. They do not try to develop workarounds, 
because they consider the available solutions to be ineffective or insufficient and thus resort to a 
different IT artefact or defer entirely the task at hand. 

Chapter 6 considered the wider relationship between the tablet and the user, by delineating the role 
the IT artefact holds in everyday life, the impact of the experience’s constituting elements on its 
overall evaluation, and the influence of human factors on users’ subjective interpretations and 
personal experience. This discussion was made possible through its grounding on the four threads of 
experience, proposed by McCarthy and Wright (McCarthy & Wright, 2004b). More specifically, the 
chapter examined interaction with the tablet, by investigating user narratives, detailing experiences 
within the business environment, the household and the personal context of use, and pinpointed the 
role of the various design features of the IT artefact, and the impact of semantics and meaning, on the 
emotional component of the experience. By investigating the emotional component, and as other 
studies have shown, it is possible to gain access into users’ evaluations of the experience, since 
emotion acts not only as an appraisal mechanism, but also as the medium through which users 
communicate their evaluations and experiences to others. The analysis shows that the tablet can be 
perceived as a productivity tool, being an adequate business device and acting an extension for the 
office, as well. Equally so, users perceive it as a home appliance, as the tablet effectively integrates 
itself within the household, substituting other devices and shared by everyone in the family. 
Interestingly enough, it is also seen as enhancing communication with others and strengthening the 
social character of sharing activities. 

An examination into the sensual thread of the experience showed that users play a particular emphasis 
on the tablet’s texture. Sensory modalities, like sight and touch, are common occurrences as we 
continuously see and touch things throughout our days, and yet, previous studies have argued that 
“people hardly ever talk about [tactile experiences]” (Sonneveld & Schifferstein, 2008). In contrast, 
the study has found that the tactile aspect of the experience appears to be one of the most commonly 
discussed themes, when it comes to user experience. A possible explanation is that, since the newly 
introduced interaction modalities require that the user constantly touches and feels the screen of the IT 
artefact, they may have also resulted in an augmented awareness of the tactual sensation. 
Furthermore, a drilling down into the experience of meaning and the human factors has shown that 
the latter have resulted into a more intimate interaction and have transformed touch-focused devices, 
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such as tablets and smartphones, making them more personal, bringing technology closer to the 
human body. In the study, users have been found to develop associations and ascribe personality, 
personal and symbolic significance to the tablet and approach it with metaphors. In other words, for 
tablet users, the tablet may be personalized, denoting a significant other, satisfy one’s personal values 
leading to her/his attachment, refer to a symbolic significance, representing luxury, futurism or a 
change in the paradigm of computing. Similarly, users may develop analogies and see in the tablet 
extraordinary abilities.  

Finally, the study has provided interesting results with regards to the emotional component. All the 
components of the experience affect each other and in turn affect users’ emotions as well. Yet, the 
spatiotemporal order of the experience is chiefly responsible for how these emotions alter as the user 
moves from the business to the home environment. Further, the semantics of the IT artefact and the 
meaning the user ascribes on it also affects strongly her/his emotions, thus influencing the evaluation 
of the experience. In detail, while the tablet is perceived as a productivity tool, it produces feeling 
states of pleasure – calmness. As the device enters the personal life, the emotional experience 
intensifies, and users report emotions, which can be categorised as feelings states of pleasure, pleasure 
– activation and pure activation. Evidently, those users who develop and communicate a strong sense 
of attachment to the tablet, by either seeing in it a personal significance or personifying it and 
considering as a significant other, they also report feelings of love, increasing even more the strength 
of the emotional experience. In other words, as the device enters from the public to the private life, 
and as interpretations and situational uses become even more personal, the emotional experience 
deepens, leading to more intense feeling states. 

7.2. Summary of Contributions 

This thesis has offered a holistic investigation of experience with technology, by examining the 
phenomenon through the user’s viewepoint and within the natural it takes place. It has specifically 
focused on the process of making sense of experience, from the early stages of interacting with the IT 
artefact, up to the point of technology possibly failing its user’s expectations. 

Along these lines lies the central contribution of this research. To date, the majority of studies adopt 
an organizational or task-specific perspective and they thus award the individual or the technology 
with a fixed role. Contrary to that, this research has deployed a mature approach, that of sensemaking, 
to a new computing genre, that of the tablet, with the objective to uncover how user experience 
formulates and unfolds beyond a definite context of use, and while tracing interactions from the 
physically static work environment to the context of ‘office-on-the-move’ and to the privacy of the 
home environment. It has thus offered insightful results regarding the relationships among the various 
components of experience with technology and in relation to user practices at the individual level 
without adopting a strict task- or hedonic-specific perspective. 

7.2.1. Theoretical Contributions 

To begin with, the central theoretical contributions of this study can be adequately illustrated through 
the limitations within the extant literature on user experience, sensemaking and workaround practices. 

First, an important contribution of this study is that it examines experience with technology without 
focusing on snapshots of the phenomenon, but rather by examining it through the user’s perspective 
and within the sociocultural context this unfolds. In contrast, extant research typically follows a 
reductionist approach, essentially focusing on the quantification and the measurement of some of its 
dimensions, and aiming to detect the impact of its antecedents. Nevertheless, in most occasions, such 
efforts typically consider user experience as similar to user satisfaction, and strongly related to 
usability (Law & van Schaik, 2010). However, as user experience is much more than usability and 
satisfaction; emphasis should be placed on “creat[ing] outstanding quality experiences rather than 
merely preventing usability problems.” and on “designing for pleasure rather than for absence of 
pain” (Hassenzahl & Tractinsky, 2006); as a result, these cannot be adequately addressed without 
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considering the wider context of technology use. Moreover, studies that seek to go beyond usability 
and satisfaction appear to not examine user experience directly, but rather by focusing on user 
engagement, enchantment, and so forth. While these can be said to be relevant and important nesting 
or encompassing concepts, they do not necessarily report on the quality of experience and users’ 
relationship with the examined IT artefacts. 

Second, the study has investigated experience with technology and user practices at the individual 
level without adopting a strict task- or hedonic-specific perspective. This is in contrast to most 
studies, which adopt an organisational or task-specific perspective, awarding the individual or the 
technology with a fixed role. Since IT artefacts today exceed the confines of work and private life and 
are used interchangeably in numerous ways, assessing user sensemaking opens up an opportunity to 
highlight “areas in which sensemaking can break down and even fail” (Sieck et al., 2007) as deriving 
from the individual’s unsolicited effort to integrate the device into everyday routine and the reasons 
for which one may either reject it or have it ‘living’ in the periphery of everyday. 

Third, extant literature has emphasised the importance of user expectations, their possible eagerness 
to interact with a product and that such functions may significantly colour the experience to come. 
However, only few studies have explicitly investigated the sense of anticipation for the interaction 
with an IT artefact. Among them, McCarthy and Wright have examined this concept, through their 
framework (McCarthy & Wright, 2004b), and have offered some preliminary empirical findings, 
while Swallow et al. (Swallow et al., 2005) have also provided techniques for data collection and 
analyses, coupled with findings. Yet, in both occasions, the investigated artefact has been more or less 
a known type of product across consumers. In contrast, the case of the tablet poses major research 
challenges; tablets may be considered as a hybrid device, balancing between laptops and mobile 
phones, all of which are portable. Moreover, the tablet can be argued to be the descendant of the tablet 
PC, originally introduced in the market by Microsoft, several years ago and with an entirely different 
set of intentions for its use and purpose. All the while, the tablet, as we know it today, is significantly 
different from the tablet PC and it is commonly considered as a newly introduced IT artefact, having 
essentially usurped its predecessor. Therefore, anticipation of interacting with this emergent 
computing device, within the wider scope of research, is bound to hold more interesting insights as to 
the nature and content of expectations, its role within the sensemaking process, and its impact on the 
overall experience with technology. 

Next, the study has indirectly shown the validity of applying the Data/Frame model (Klein et al., 
2006; Sieck et al., 2007) within the context of information systems and interaction with technology, 
despite that sensemaking in general is most often associated with Weick (1988) and Dervin (Dervin, 
1983). Having been developed specifically for investigating army leaders’ and Information 
Operations officers’ rationale under unfamiliar and uncertain situations, this model has performed 
well in assessing tablet users’ rationale under problematic episodes with the technology. Furthermore, 
it has resulted in a classification scheme of user accommodating practices, which is consistent with 
the problem-focused and the emotion-focused coping strategies, proposed by coping theory. 
Specifically, one may argue that workarounds are aligned with the problem-focused coping strategy, 
while rejecting and repositioning practices can be seen as emotion-focused coping strategies, 
depending on whether the user perceives that there are some or no viable solutions. Another 
contribution can be found here, through this juxtaposition; the central assumption of coping theory is 
that individuals seek mechanisms to overcome extremely stressful incidents, as for example the 
passing of a dear person (Lazarus, 1993), and studies that have employed this approach within the 
field of information systems focused primarily on participants’ perceptions with regards to their well-
being and continued employment within a specific organisation (e.g., Beaudry & Pinsonneault, 2005; 
Kwahk, 2011). However, as the focus of this thesis has been on the use of a technology under the 
user’s individual volitional control, it suggests that unpredictable occurrences may be indeed stressful 
and surprising, but also indifferent. Consequently, through the deployment of the Data/Frame model, 
the findings contribute in extant theory by providing a classification scheme of user accommodating 
practices when the use of technology is not imposed by an external power or organisational structure. 

With regards to users’ subjective interpretations and the experience of meaning in relation to the 
tablet, the findings may be seen as an important point of departure from previous studies. It has 
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enriched extant literature on user experience, as it documented user narratives and unveiled the 
subjective meanings that users construct while interacting with the tablet. Even though previous 
studies have explored meaning making, the advent of touch computing has changed interaction 
considerably, thus making it particularly useful to examine its impact on users’ perceptions. For 
example, previous studies have shown that computing devices may be seen as friends and 
companions, and as vehicles for expressing one’s identity or group association. However, this study 
has shown that touch computing, by crossing out the intermediaries between user and device, has 
invited users to feel the technology through their fingertips, thus resulting in a more intimate 
interaction and transforming touch-focused devices, such as tablets and smartphones, into more 
personal objects, with which users may develop a strong attachment, and in which they may recognise 
extraordinary abilities. 

7.2.2. Practical Contributions 

One of the fundamental issues of any study relates to its contributions and the implications for 
practice. For the case of a study on user experience, this discussion can be even more difficult to 
follow. As Boehner et al. argue, the agenda has now changed and includes not only the design of the 
instrumental tasks, as it was the case in the past, but also the design for rich experiences (Boehner, 
Sengers, & Warner, 2008). Yet, user experience, as eloquently put by Demir, is not a naturally 
occurring phenomenon and “it would be far-fetched to adopt a rather deterministic view” and treat it 
as such, suggesting that it cannot be predicted or shaped (Demir, 2008). However, understanding the 
mechanisms that formulate a pleasurable or, at least, gratifying user experience with an IT artefact 
and gaining a deeper understanding of the ways individuals assign meaning, experience aesthetically 
and ultimately develop emotions for an IT artefact, can perhaps make the user experience more 
tangible for designers and provide them with a richer insight into the meaning making process of 
users. Along these lines, the present study has made some contributions, setting forth specific 
implications for the experience design field.  

In more detail, on a practical level, the study can inform the design process of IT artefacts and 
applications. As sensemaking helps understanding user interaction (Griffith, 1999), it equips designers 
towards grasping what users actually need, what they actually do and how they go about restoring a 
connection between the two when technology fails their expectations. As such, the proposed 
classification of user accommodating practices can help practitioners and experience designers to 
comprehend the IT artefact’s shortcomings and why such practices may be necessary. Specifically, it 
can help them towards catering for such failings, either directly, by tackling them, or indirectly, by 
providing users with the means to develop more elegant workarounds, as shown through the lack of a 
directory structure and the relevant workarounds. 

Furthermore, it is often argued that one may design for an experience, but not an experience; 
experience may be triggered by artefacts, but develops beyond the designer’s control, depends upon 
unpredictable factors and brings together motivation, emotion, actions and meaning. Consequently, 
experience design must ultimately focus and investigate the construction of meaning as well (Blythe 
et al., 2009). Therefore, the investigation presented in this thesis, methodologically-wise, can help 
experience designers towards assessing and understanding the impact of their design choices on user 
experience, as a whole. In addition, within the same context, it may appear that most accounts are 
largely documentations of positive experiences, and thus it may be posited that the study does not 
offer guidance as to design choices that could potentially be avoided. In contrast, this is not the case. 
In several occasions, the study has unveiled cases of users reporting their disappointment by the 
tablet’s overall usefulness and performance, which resulted in the aforementioned classification 
scheme of accommodating practices. What is important however is that none of these issues related to 
the cognitive ergonomics of the IT artefact, as in all cases that an issue did rise concerning interaction 
modalities users reported them being a mere problem previously ingrained habits that needed to fade 
away. 
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However, the most important implication for practice may be that the study revealed indications with 
regards to the curatorial approach to the tablet, adopted by Apple Inc. This curatorial approach can be 
best described through Jony Ive’s quote: 

“Simplicity is refining and being able to define the very essence of what something 
does, and therefore you understand what it is and you understand what it does… But 
simplicity, I think, for us, it's not just the absence of clutter, it's not just stuff that's not 
there, it's this tremendous gravity to trying to find that very, very simple solution.” (Ive, 
2013) 

Ive puts forth the notion of simplicity, in relation to what something is and does. In the first instance, 
this is relevant to intuitiveness; yet, Ive clearly talks about decision making with regards to what may 
be included and/or excluded from a given design, seeking to find that final structure which will 
essentially tell a story to the user with regards to the structure’s function, i.e., the “very simple 
solution”. This in essence could be describing a curator’s work within a gallery; curators select and 
group few from the available many artefacts, aiming to exhibit them together, in a specific 
arrangement within halls and rooms, in order to provide context for the way these artefacts need to be 
approached and ‘read into’ by the gallery’s visitors (Vogel, 1991). In other words, each chosen 
artefact is a meaning container, and when grouped together and arranged in a specific way, they are 
then in position to narrate an unambiguous story, through the developed associations (Pearce, 1994). 

This approach has also been termed as ‘design-driven innovation’ (Verganti, 2008). Most large 
technology manufacturers today have embraced in contrast the user-centred approach of developing 
and prototyping devices and exhibit a “willingness to involve users in the design process”, suggesting 
in addition “that designers should study user populations much more carefully” (Kuutti, 1995). At the 
same time, in order for a company to “stand out from the crowd”, and to gain a competitive 
advantage, products and services need to be “superiorly designed”, while maintaining performance, 
price, and quality, among other factors, at an at least acceptable level by the target market (Kotler & 
Rath, 1984). However, Verganti has argued that “[r]ather than being  pulled by user requirements, 
design-driven innovation is pushed by a firm’s vision about possible new product meanings and 
languages that could diffuse in society.” (Verganti, 2008). Verganti further highlights that Apple Inc. 
does indeed employ such an approach, being notoriously known for not conducting focus groups, not 
eliciting user requirements directly from them etc. While this study cannot provide hard evidence for 
supporting this argument, observing Apple Inc’s various products can be telling; for example, the 
introduction of the iPod, that of the iPhone, and ultimately that of the iPad have all revolutionised 
their respective markets and have redefined what these classes of technological products denote for 
the average user. Specifically, the iPad tablet undoubtedly has stood out from the crowd, by being the 
first to hit the market, but also maintaining its unit sales across most, if not all, quarters, since its 
launching, and despite the heavy competition. The study, through its findings, has also made the case 
that in the extreme majority, users consider the iPad as indeed a “superiorly designed” IT artefact, one 
that it is craved, rarely leaving users’ side, as it has conquered a niche within their everyday routine. 
Undoubtedly, this pertains to a specific set of users. In all cases however it does exhibit that a design-
intensive or curatorial approach, over a user-centred one can drive the innovation process and catch 
people’s attention, despite of its any shortcomings. 

In closing, the study has found that, some computing devices, which balance between users’ in-
between time, which are addressed to the average technology user and which don’t have to act as 
one’s primary ‘workhorse’, may be used intensely and users may prefer them over others, 
computationally superior. Among the main reasons, one could argue that modern, average users, may 
sacrifice computational power and capabilities for the sake of portability, intuitiveness and a superior 
user experience. As a result, satisfying users’ higher needs through the IT artefact’s design (e.g., 
aesthetics, engagement, relaxation) may be more important as computing devices are now entering 
our social and private life. 
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7.3. Limitations 

As all studies, this too comes with limitations. Some of these limitations concern the specific strategy 
of inquiry, i.e., the choice of interpretivism for guiding the research and that of the case study as the 
research method, while others focus primarily on the empirical material and the ensuing analyses. 
These are discussed next. 

First, in most interpretive case studies, the primary data includes mainly information drawn from 
interview material, as interviews are said to facilitate a deep understanding between interviewer and 
interviewee. As a result, the nature of this study’s empirical material may be considered as a 
limitation, since the analysis of the findings has been grounded on the use of strictly texts. 
Nevertheless, deep understanding between subject and researcher can also be achieved through a 
constructive ‘dialogue’ between researcher and text within the context of philosophical hermeneutics; 
as the researcher continuously re-evaluates her/his own interpretations (second-order concepts) 
against those of the users (first-order data), and while examining the available material in multiple 
passes and reassessing her/his findings within the context of extant literature (Boland Jr, 1997), the 
research can expand her/his horizon and grasp the true meaning of the text (Gadamer, 1976b). 
Admittedly, however, this limitation can be easily overcome in future studies via triangulation at the 
level of data collection, by conducting, for example, interviews and shadowing, so as to compliment 
the empirical material.   

Another limitation stems from our material’s nature. Certainly, bloggers may prefer to focus on 
things, which they themselves consider as most striking, and disregard those that fall within the 
researcher’s interests. However, since the objective was to interpret users’ experience, by adopting 
their standpoint and through the lens of interpretivism, this approach allowed to focus better on their 
priorities, rather on the study’s preconceptions and permitted themes to emerge as narratives 
unfolded. In addition, blogging may leave room for “impression management”. However, this may 
occur in almost every research scenario, as the researcher cannot ensure that participants answer 
truthfully, without distorting reality. Indeed, inconsistent results may arise when using blogs; yet, this 
is an issue only when the research question concerns “the construction of certain cultural ideas” and 
how these may be “affected by sociological variables such as age and gender”, which are often 
concealed by bloggers (Hookway, 2008). Furthermore, it may be said that this study’s findings pertain 
to those who are both tablet owners and bloggers. Therefore, the analysis may be missing important 
insights from tablet owners who don’t blog about their tablet experience. As a result, future studies 
would gain valuable insight by a detailed sampling, in line with current tablet owners’ demographics. 

Finally, the examined pool of users is quite specific with regards to their demographics and personal 
characteristics. As discussed, they are all bloggers, and in their majority North Americans, male, 
holding upper level managerial positions. Their cultural background undoubtedly affects their 
personal sensemaking and the way they perceive each of the components of experience with 
technology, namely aesthetics, spatiotemporality, the emotional component, and most importantly, 
semantics. In the future steps, the study could be improved with regards to its generalizability, should 
its participants derived from a wider pool of users; first, an effort should be made that they are not 
strictly bloggers, as previously discussed; second, attention should be given so that participants to the 
study are as representative as possible to the actual, recorded tablet users, as deriving from 
contemporary market reports.  

7.4. Directions for Future Research 

The thesis has argued for the investigation of experience with portable, touch-focused IT artefacts in a 
holistic fashion, by tracing users’ sensemaking, when interaction satisfies user expectations and by 
drilling down to any uncertain and problematic conditions, investigating accommodating practices 
and user rationale. It has also argued for the investigation of all the components of the experience, its 
spatiotemporal aspect, the sensual and the semantic dimension, as well as how these affect and get 
affected by user’s emotions, as induced by the interaction itself and the IT artefact’s specific features. 
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As shown, sensemaking can be a useful and quite systematic research approach toward accessing and 
assessing users’ rationale with technology, irrespective of the particular context of investigation. 
Further, as it has been shown through extant literature and the study’s findings, satisfying and 
pleasurable experiences are subject to many factors, but also to designers’ choices on the included and 
excluded features. Therefore, a possible way forward would be to adopt a similar research approach 
for the investigation of experience designers’ sensemaking and rationale when designing IT artefacts, 
seeking to cater for specific experiences. This would be an interesting approach, seeking to find a 
common ground between end-users and designers, while the juxtaposition could help in 
understanding into greater detail how design choices are interpreted by end-users, and how designers 
interpret the perceived user needs and requirements.  

In addition, examining the experience of senior citizens and children with IT artefacts promises to be 
a rich topic. Users are highly complex and demanding of their computing devices, regardless the use 
context. Each age group is entirely different from every other. Yet, research on the needs of children 
and senior citizens is somewhat scarce. Especially for the case of senior citizens this is evidenced 
despite the fact that, due to the financial crisis and their need to remain active they are witnessed to 
remain professionally occupied, either full-time or part-time, thus prolonging their productive life. 
Moreover, of the extant studies, most appear to focus on aspects related to physical or mental abilities, 
seeking to enrich the literature of assisted living, and emphasising the quality of life with regards to 
e.g., accessibility and health monitoring. However, other issues remain underexplored; for example, 
there is less emphasis on senior citizens’ experience with technology, their perceptions with regards to 
truly independent living, living with dignity through technology and so forth. As such, potential 
research avenues may be the study of experience with technology, emphasising user needs for 
communication, entertainment and enhanced sociability, all of which are essential for their well-
being. Furthermore, pursuing research along this direction, aside the business value, offers the 
opportunity of producing research with a social impact. 

Finally, since a large portion of the study has been focused on the way users may adapt, adopt or 
workaround the particular IT artefact, a possible way to forward research within this dimension would 
be the investigation of these concepts within an organisational context, and while examining accounts 
of high-level employees, e.g., managers, and end-users, e.g., employees. Such an investigation 
potentially holds important insight; by understanding the discrepancies between the two groups’ 
sensemaking, it may possible to grasp, first of all, the reasons for which end-users are often perceived 
to resist the implementation of IT events, or to put it more generally, changes within the 
organisational structure. Second, a close investigation may propose a way forward toward reconciling 
the needs of the two groups, by informing them regarding each other’s rationale. Finally, as it was 
evidenced, not all workarounds are resistance-related behaviours, but rather attempts to improve a 
situation and facilitate one’s tasks and activities. As such, an investigation following the 
aforementioned approach can inform upper-level management, change managers and designers with 
regards to underlining intentions, thus leading to more accurate decision making and improvements. 
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Appendix – Coding of Blogposts 

 

 
Figure 14. Coding for Core Affect 
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Figure 15. Coding for Aesthetics 
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Figure 16. Coding for Meaning 
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Figure 17. Coding for Roles of the Tablet
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Figure 18. Coding for Sensemaking 
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Figure 19. Coding for Use Scenarios 
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