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Abstract. In the literature you find a lot of hints concering web design and usability of web pages. But
how do you compare web pages? Which ones are good or bad? What does a homepage say about your
organization? This paper is based on research over the last couple of years and uses linguistic
strategies to analyze electronic business communications - including newsletters and web sites.
Unfortunately linguistics is usually not used very often for electronic communication theories, but the
variety of theories and tools are a good starting point to find synergies between computer science,
marketing and webdesign.

1. INTRODUCTION
First of all classic corporate identity theory speaks of three different areas:

corporate design
corporate communications
corporate behavior

Unfortunately the web community synonymously uses corporate design and corporate identity,
putting a very strong focus on the graphical side of the user interface. However, other factors
are relevant as well. If we simply treat the communications part as the text supplied then the
behavior becomes a separate issue.

Marketing theory would identify the appearance and activities of members of an organization
as behavior, including sales and support personnel. How would we judge "web behavior"?

One of my hypotheses on this topic was that certain communication structures are better
suited to the web than others. After comparing many different forms of organizational
communication, two basic types were identified: :

Hierarchical communications
Human Relations

We all know Taylor's approach to work processes in the early days of industrialization. The
management commanded and the workers had to obey. While I originally thought that this
approach had vanished, I found out that this type of communication is still in use - especially in
large companies. It is a one-way communication flow from the top to the bottom. No
feedback is required or encouraged.



The other model is called "Human Relations" and is based on Mayo's studies at the Hawthorne
site.An open approach to communication is suggested, providing better results and a more
social atmosphere.

1.1.  Alter Ego

Shannon and Weaver were the early pioneers of communications. Their model of "sender" and
"receiver” provided a sound basis for scientific research in the early days. However human
communication does not follow static rules. There is always the possibility of failure due to
misunderstandings or unwillingness. Niklas Luhmann provided exactly the setting I was
looking for. He describes two entities "Ego" and "Alter Ego" that - at first - do not know
about each other but in the process of communication begin to establish not only a relationship
but also an understanding of each other. So "good" communication becomes a series of
successfully coupled transactions.

1.2.  Organizational Communications and the Web

Both traditions seemed to be present in websites, but there was no way to identify which was
which. So variables had to be defined. Which factors do support the coupling of
communication transactions and which ones are counter-productive?

By extending the "openness" some indicators could be found:

search function
sitemap
contact

The search function provides access to the whole site - the recipient is not forced to follow a
specific path. The full potential of hyperlinks can be explored. A sitemap tells a visitor exactly
where he is. This constitutes a further indicator of openness and helps to avoid the "lost in
hyperspace" problem. If you accept that "Alter Ego" may choose any form of communication
channel, then the contact on the web should not not only include a web form but also phone
numbers or fax. In addition to that people must be included. While webforms usually provide
for faster processing, the anonymousity often irritates users.

2. THE MODEL

By having identified variables that position a website as either hierarchical or human-related it
becomes possible to compare web pages. The approach was used in different industries
including aviation, IT and even politics.You can even find a correlation between web pages
and election results. According to objective criteria (e.g. a search function is available) a web
site can be scored and receives a ranking on a scale between "hierarchical" (= bad) or "human-
relations" (=good).

2.1. The Variables

The research revealed that there are certain indicators that reveal the nature of a website. The
data I choose had to be easily accessible.So each criterium had to be either present or absent.
First of all I was looking for the clearest form of "openness" - which is providing a sitemap



and a search function. Both are not only a means for "ease of use" but also an indicator of the
willingness to share details about the company.

Very important is the way an organization can be reached. Some web pages do not provide a
contact point at all, others just provide an email address. Some provide web forms to be filled
in. Research has shown that - according to Luhmann's model - the recipient should be free to
choose the medium. So a web form allows for easy processing but not for free choice of
contact. The ideal web site provides a contact person with an email and a phone number. Fax
1s nice, but seems to loose importance.

When we want to encourage people to get in touch, people should be presented on the page
instead of machines or technology. This may cause trouble however for companies or
organizations that are focused on technology only. Basic sales experience however shows that
people buy from people.

Another important set of variables deals directly with interactivity. So a good forum or a
guestbook is a very important means for enhancing a web site's interactivity. Many web sites
simply exist because of excellent exchange between visitors.

In order to remind people to visit your web site, creating a newsletter is proven mechanism.
However, many newsletters do not reach their audience. Again this is due to the fact that the
user is free to choose his communikation media. So if a newsletter is just a collection of
brochures it becomes useless. Real interactivity does involve creating news and to be part of a
communication process. Marketing experts would see a newsletter and the website as part of
the marketing mix.

2.2. Hiding Information

Websites reveal a lot when you apply linguistic theories to them. One of them stems from the
research work on racism. The theory on backgrounding and suppression can also be used for
websites. Backgrounding means that the originator of an action cannot be easily identified.
Suppression means that the originator information is not present at all. There is relevant
information that is legally required or expected on websites. If this information is missing or
cannot simply be found further investigation can reveal the communication model an
organization uses.



2.3. Application of the Model

The model was used in different scenarios. It was used to compare business organizations and
political parties. In this context the results can quickly be obtained - so I will use 2 examples of
Austrian elections here to show the application of the evaluation model.

The first election took place in 2002 and the second in 2004. The scoring of the first election
clearly showed that 2 parties were equal in terms of web communications and the 2 other did
not do so well. The voting results gave the first 2 parties a very good position, the others
scored not so good.

The presidential election in 2004 had just 2 candidates. One candidate had a perfect website -
the other one lacked several details. There was, however, a very heavily promoted weblog. As
we know, a weblog is not part of a dialog but rather part of a hierarchical communications
model, which is not so useful for web communications. By ignoring the rules of a dialog-
orientated communcations model, this candidate did not win.

3. SUMMARY

As I have shown, the graphical design of a web site is not the only factor that contributes to
effective communication. Linguistic theories should receive a much higher value in the
judgement of electronic communications. The model that provides the highest adoption by the
user is based on the openness of the "human relations" approach. While the web becomes an
ubiquitous technical reality, human factors still dominate the communication process.

REFERENCES

[Alkan 02] S. Alkan, Texten fiir das Internet, Galileo, 2002

[Baumann/Kistner 99] M. Baumann/A. Kistner, e-Business, C&L, 1999

[Beer 93] M. Beer, Hypertext und Groupware, University of Vienna, 1993

[BernersLee 99] T.Berners-Lee, Weaving the Web, Orion, 1999

[Bruhn 01] M.Bruhn, Marketing, Gabler, 2001

[BMfWA 03] Bundesministerium fiir Wirtschaft und Arbeit, e-facts 2/03, 2003

[Bungarten 94] T.Bungarten, Unternehmenskommunikation, Attikon, 1994

[Burger 84] H. Burger, Sprache der Massenmedien, De Gruyter, 1984

[Briinner 00] G. Briinner, Wirtschaftskommunikation, Niemayer, 2000

[Cronin 93] M. Cronin, Doing Business on the Internet, Van Nostrand Reinhold, 1993

[Derieth 95] A. Derieth, Unternehmenskommunikation, Westdeutscher Verlag, 1995

[Frese 98] E. Frese, Grundlagen der Organisation, Gabler, 1998

[Flynn 99] N. Flynn, Professionelle E-Mails: Schreiben, Texten, Gestalten und Verwalten,
Ueberreuter, 1999



[Gruber 00] H. Gruber, Theme and intertextuality in scholarly e-mail messages
in Functions of Language 7.1, John Benjamins, 2000
[Hamel 02] G. Hamel, Leading the Revolution, Plume 2002

[Hannemyr] G. Hannemyr, The Internet as Hyperbole -A Critical Examination of Adoption
Rates, http://www .hia.no/konf/nokobit/proceedings/paper9.hannemyr.pdf

[Hoffmann 00] H. Hoffmann (ed), Deutsch global, DuMont, 2000

[Holland 98] G. Holland, Electronic Mail in der Arbeitswelt, Peter Lang, 1998
[Jobber 98] D. Jobber, Principles and Practice of Marketing, 1998
[Katzenbach/Smith 99] J. Katzenbach/D. Smith, The Wisdom of Teams, Harper, 1999

[Komarek 99] A. Komarek, E-Mail Verhalten und Personlichkeitsstruktur, University of
Vienna, 1999

[Litfin 00] T. Litfin, Adoptionsfaktoren, Deutscher Universitits-Verlag, 2000

[Moore 96] J. Moore, The Death of Competition, 1996

[Kaplan/Nortaon 96] R. Kaplan/D. Norton, The Balanced Scorecard, Harvard Press, 1996
[Kotler 99] P. Kotler (ed), Grundlagen des Marketing, 1999

[Kurbel] K. Kurbel (ed), [Internet-Unterstiitzung  entlang  der  Porter'schen
Wertschopfungskette Innovative Anwendungen und empirische Befunde

www.bi.euv-frankfurt-o.de/en/team/members/fteuteberg/
PDF_Dateien/Iunterstuetzung.pdf

[Luhmann 87] N. Luhman, Soziale Systeme, Suhrkamp, 1987

[Mast 02] C. Mast, Unternehmenskommunikation, 2002

[Menz 00] F. Menz, Selbst- und Fremdorganisation im Diskurs, Deutscher Univ. Vlg, 2000

[Nelson/Economy 96] B. Nelson/P. Economy, Managing For Dummies, IDG, 1996

[Nielsen 03] J. Nielsen, Concise, SCANNABLE, and Objective: How to Write for the Web,
www.useit.com, 2003

[Rogers 83] E. Rogers, Diffusion of Innovations, Free Press, 1983

[Sathye/Beal 01] M. Sathye/D. Beal, Adoption of Electronic Commerce by SMEs: Australian
Evidence, Journal of E-Business, 2001

[Schmitt 84] A. Schmitt, Dialogsysteme, Bibliographisches Institut, 1984

[Smith 82] A. Smith, APL A Design Handbook for Commercial Systems, John Wiley, 1982

[Shneiderman 92] B. Shneiderman, Designing the User Interface, Addison Wesley, 1992

[Stender 00] M. Stender, CRM System Reference Model for Small and Medium Enterprises,
www.via.iao.thg.de, 2000

[Rau 00] A.Rau, What you click is what you get?, dissertation.de, 2000

[Reisigl/Wodak 01] M. Reisigl / R. Wodak, Discourse and Discrimination. The Rhetoric of
Racism and Antisemitism. 2001



[Watson 63] T. Watson, A Business and its Beliefs, 1963

[Weingarten 90] R. Weingarten (ed), Information ohne Kommunikation ?, Fischer, 1990

[Zorn 97] W. Zorn, Hat Deutschland die Internet-Entwicklung verschlafen ? in:
Boden/Barabas, Internet - von der Technologie zum Wirtschaftsfaktor, dpunkt, 1997



