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Abstract: The aim of this study is to find out suitable sahtiequirements for
creative work. In this paper the authors focus oontents” of communications so
that valuable communication for creative workersudtl be evaluated on the basis of
quality rather than quantity. However the studieeuking on the quality of
communication have not been insufficient. At firshe authors classified the
information that was acquired during conversatiorthie office and the observation
was carried out using the actual office environnserd people. Then we organized
the relation between communication contents andremwental condition when
people talk in the office. The features of creatofice were discussed with the
analysis of the case study.

1. Introduction

In recent years office workers are often expeatedroduce “creative work” in order to
come up with innovative ideas and new knowledgeaBee of the substance of the job is
unpredictable as well as the fact that there aneynosamknown factors, we need to improve
the way sophisticated and complex “Knowledge sgtidunctions Therefore, it is
increasingly that the people work as a team andbammjobs. It is generally said that
creative workers need to communicate with colleagaetively so the way to produce
innovative knowledge using various special expeésnand techniques is becoming more
important. However, opportunities for face-to-famemmunication and sharing information
in rooms are decreasing. Because Information anchmmication Technology (ICT)
enables people to work location out side of theeef§pace such as in airports, trains, cafés;
in any urban as long as they have mobile phoned&wd Therefore, a key requirement for
the physical office is “workplace for groups” inder to maximize the knowledge
productivity of a company. Effective face-to-facenuersations between workers in
physical environments are becoming more importathis tele-work age. It is necessary to
make communication active and smooth in a limitemant of time while people are in the
same space.

This study discusses what constitutes an idealespacsupport the worker’'s good
communicate in the office through a case study ithailves the actual office environment



and people. In order to find out the suitable eminents for the communication we have
grasped the situations of conversation that ocdurreffice.

The authors define the communication that produce effect or value as good
communication. Communication has been evaluatedjugstionnaires and observation
about communication quantity that is the numbetheftimes conversation occurred [1-4].
Nevertheless very few studies have focused on conwaton contents even though
workers are not expected to have a great deal mimamication. Companies still expect
effective communication.

2. Sudy flow

It is shown the flow of this study in Fig.1. At dir the authors classified face-to-face
communication into five indexes by main topics iable.1. Then we analysed the relation
between the five indexes and eight factors thatesgpthe situation of the communication.
Moreover we organised the situation when peoplersonicate in the office.

1 Contents of communication  (Table.1) 2 Factors of communication  (Table.3)

5 contents exchanged in communication 8 factors that are important communication

3 Characteristic situations are suitable for the each kind of the communication

v

How is the good space for communication

Figure. 1. Flow of this study

Table 1 indicates five communication topics thatwoed in the office and traded the new
effect or value. The authors classified the mapid® of communication into five categories
(knowledge / information, experience / know-howead motivation, answer/ new direction
/ agreement).

Table. 1. Five topics that result from communicatixchanges

Index Topic
1. Knowledge / Information Insights, intuitions and thoughts that based orstauttive understandings
2. Experience / Know-how Skills, techniques that it is difficult to express.
3. Idea Conception, thought, imagination
4. Motivation Feelings that people want to achieve somethingnitiee for action.
5. Answer/ New direction / Agreement To make decisions, to draw a conclusion.

3. Observation of the actual office situation
3.1.1. Outline of case study

People in two of all five sections were selectesgasgects in this company. Group A had
29 workers and Group B had 21 workers and theirwab to make people comfortable to
work in order to increase the efficiency on the pamy. These fifty workers worked in the
same room.

The case study was carried out for 8 hours a daygltwo days (29th and 30th of Nov.
2006). It was continued for eight hours a day frem00 a.m~17: 00 p.m. A field
observation, video and interval shooting, and qoestire were carried out.



3.1.2. Office environment that took as object of this study

It is shown in Fig.2 that we carry out this reskafthe area of this office space is 884[m
This office space is composed 1) personal deskschads, 2) a meeting space, 3) a
smoking room. We divided object room for this cat&ly into four zones; 1) A personal-
work zone where a person works at a personal spades/her own desk and chair. Every
desk and chair is laid out in island style in tliesactions. 2) An avenue zone that was the
widest aisle where it was often busy with workershis floor and from other floors. There
are copy machine and stationeries to share onztme. 3) A meeting zone had four
meeting spaces and five closed meeting rooms. QnAanity zone had vending machines,
hot water service rooms and notice boards in theaece. Bath rooms were at the opposite
side of this room. People can see the inside ofkBrgoroom which was placed near the
doors because the wall was made of glass.

Personal Desk
and Chair

‘ I~ Meeting Zone —

Figure. 2. The case study office

3.1.3. Survey method

The authors have recorded all conversations arghtplctures of the scene that took place
in this office during the experiment. Video recowgliand interval shooting were carried out
in order to compensate the field research. Whenomnwnication was finished, all
participants handed in the questionnaires. Thelpasmte the answers about four indexes
that the observer can't expect on the questionnaifée four indexes are as follows. 1)
Trigger that people started the conversation, &)ntiain topics, 3) type of the information
that was shared during the conversation and 4)rimdtion that was obtained and given
during communication.

3.1.4. Way to count communications

The authors created the data sheets and defineahicaication IDs” and “communication
scenes” as units to count the number of times comation occurred in the office. It is
described in the image of “communication IDs” aedrhmunication scenes” in Fig.3.

- Communication IDs

The number of conversations was divided by topfah® conversation. For example, both
short conversations at the personal work zone and ieetings at the group work zone
were counted as one communication ID, becausehzoté one topic for each.

- Communication situations

The number of conversations was separated whesredthtool, place or a person was
changed. For example, if people start a conversatging PC monitor to share the digital
information and then they replace the PC monitdh projector about same topics and with
same member, this communication is counted up todwmmunication scenes due to the
change of tools and one communication ID becausd¢hefsame topic through this

conversation.
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Figure.3.Define of a communication situation andommunication 1D

3.1.5. Analysis method

The observation data in table.1.that has been gattere summarized in order to analyze
communication and environment.

Table. 2. Observation sheet
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In order to grasp the situations we analysed the wa have gotten by the field observation
and questioners. There are 2 kinds of data thataméained in the eight factors 1-8 in
Table.3. The five factors 1-5 in Table.3 that obees witnessed in field observation were
contained in the first data. The three factorsif-8able.3 that examinees wrote down in
guestionnaires were contained in another data.
Table. 3. Eight factors that are important for coomitation
factors contents
1. Time Time that people keep talking in a conversation.
2. Member Same section/ Other section/ Other floor/ Same section and Other floor
3. Total of members How many people participate in the communication
4. Place Where people talk in the office
5. Position The attitude adopted when talking
6. Trigger The reason that the communication start
7. Category of information | What kind of information for the worker
8. Direction of Information Which he/she exchange the information in the conversation




Cross Confront Turn

Beside Standing and sitting Surround

Figure.4 Examples of position when people commutmiiceoffice

4. Analysisand results

4.1. Information that are exchanged between workers

This pie chart in Fig.5 indicates the ratios ofefitopics that people exchanged between
workers in the office. As the diagram indicatessitlear that “Knowledge / Information”
were exchanged through the communication in thé&efvith highest frequency and
“Answer, New direction or Agreement” came next. bitiinately we realise that the other
three factors, “Experience / Know-how”, “Idea” afiotivation”, that were expected as
important factors were fewer than 10%.

Nothing

Knowledge /

Answer/New
direction/
Agreement

Motivatiol A Experience/Know-how
Idea

Figure.5. Frequency of information exchange in camitation

4.2. Definition and the way to calculate “ratios of frequency”

In order to find out the features of the situatiamen people communicate in the office, the
authors compared frequency using the formula in €igro be concrete, if this “ratios of

frequency” were around 1, it means the index h#e features. The larger the values, the
higher the frequency. The smaller the data, thestdive frequency. In this study, we set the
border and considered the indexes that are morelitsaand less than 0.5 to be remarkable.



< Formula for “ratios of frequency”>

X NA, XNA,

P= —— E—

X X

P=Ratios of frequency”
X= Five contents that people exchange in communication (Table.1)
;A= Eight factors that important for communication (Table.3)
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B

=

=

Figure.6.Way to calculate of frequency

4.3. Features of communication that frequency appea r

Table.5 shows the ratios of frequency classifieddpics in face-to-face communication

and eight factors that influence communication. Maéues that are more than 1.5 are
described gray-colored boxes. The following graphsFig.7-23 show characteristic

situations for every kind of content. Only parttioé outstanding situations were picked up
and mentioned as follows.

Table. 4. ratios of frequency classified by togios factors of communication
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Figure.7. Conversation length Figure.8. Tendency of triggers
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work directly
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work indirectly
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Around cabinet

Useful information for one's
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Figure.9. Character of information categories Figure.10. Places

Regarding the communication that people exchange¥Wiedge / Information”, it showed
tendencies to occur in personal-work zone (Fig,16.Jalk in a group with 2-4 people who
work on the same floor, to do during comparativaprt time (Fig.7.). We can realise in
Fig.9 the information that seemed to relate inftitare got higher point remarkably than
other three categories. The communication exchakgewledge or information is most
important communication because of the fact thislein occupied 44% of total
communication.

4.3.2. Experience/ Know-how

min

room

10-15min Around cabinet

Figure.11. Tendency of conversation length Figure.12. Result of places

With regard to when experience or know-how are arged, it seemed that the tendency to
talk during comparatively long time (Fig.11) anddo on aisles or around personal desks
and chairs (Fig.12).

Useful information for
one's work directly
15

Useful information for
one's workindirectly

Irrelevanat information for
one's work

Useful information for
one's workin the future

Figure.13. F number of participants Figuré Information categories

Moreover, it is clear that few workers (Fig.13) wéae sitting in the next seats or confront
with tend to start communication ad hock.

In terms of the category of job in Figure.14, “Expace / Know-how” were often
evaluated as the information that seemed to dfffiectuture of one’s job.

4.3.3. Idea

In same section
25,

Vending machine/ boiler
room

In other section and on
other floor

In other section

Rest space

On the other floor

Around cabinet

Figure.15. Character of places Figdi® Result of worker’s categories (right)



In case of “ldeas” that people exchange in contiensawe can find the tendency in
Fig.15 and 17 that meeting spaces, meeting roochsmeeting tables caused a
communication that was scheduled beforehand suah asrangement or staff meeting. It
is clear that this communication were often forrbggarticipants from different sections
in comparatively long time in Fig.16.

Scheduled

Other Be Spoken to

Ad hoc Speak to
Figure.17. Tendency of triggers Figure.18. Result of information direction (right

The Fig.17 shows that this communication occurieti@ck and scheduled. However, ideas
were often expected to be caused ad hock becausmnveotice that Fig.18 shows that
almost idea was exchanged by workers to each dthaneover, it was only ideas that had
high ratio to communicate in the smoking roolm interesting point to emphasize is that
some communications began when workers who werendrdhim/her movedlt is
anticipated that usually working closely can levgle who was around him/her know their
circumstance, which caused communication and tlay exchange idea as a result. It
seemed that the island layout caused people te ghfarmation and communicate.

4.3.4. Motivation

Figure.19. Conversation length

In same section
15

On the other floor

Figure.21. Result of worker’s categories Figure.22. Inclination of places (right)

Motivations occurred on main aisle ad hock by peapho work in same room during short
conversations (Fig.19-22). Furthermore these conations showed that people

exchanged motivation interactively. On the occasiat it occurred around personal desk,
we could frequently find that two people who ariirgy closely started to talk ad hoc. In

this case the contents often had nothing to do wgher work directly (Fig.21-22).



4.3.5. Answer/ New direction/ Agreement
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Figure.23. Tendency of places
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Figute Result of worker’s categories (right)

Scheduled

Be Spoken to

Speak to

Figure.25. Tendency of conversation length Figure.26. Tendency of triggers (right)

As for communication that people traded during tjpesand answer discussions, they had
tended to be occurred in meeting rooms betweenevsrielong to different sections (Fig.
23 and 24). In addition to this tendency, we caarofind out comparatively long time and
scheduled conversation (Fig. 25 and 26). Moreogéective information for one’s job
directly occupied about 90%, it is higher ratiorttal five contents that in communication.
Therefore, it is clear that answer, new directioragreement was regard as the effective
information for one’s job directly.

5. Featuresof communication

In addition to the analysis mentioned above, wersanred every characteristic situation
and topics when people communicate in office inl&@ &b We defined the spa of high
frequency as “special situations”.

Table.5 Summary of general features of communicaiimiation

Knowledge / Information

Idea

Avenue Zone

Meeting table/ Meeting room/ Meeting corner/ Smoking room

Members on same floor

Workers who work on both different and same floor

5 people

4 people

Comparatively short time

10-15min or longer than 30min

Beside

Scheduled and ad hoc

Experience / Know-how

Motivation

Avenue Zone (aisle)

Avenue Zone (aisle/cabinet)

Workers sitting closely in Personal work Zone

Only workers who work in same room

Only small group (2-3 people) 2 people
10-15min Shorter than 5min
Ad hoc Beside

Ad hoc

Answer / New direction / Agreement

Meeting room/ Meeting corner

Communication including workers who work other floors

7 people, large group

Long time (15-120min)

Surround

6. Conclusion

The authors focused on the topics of conversatée place in the office and propose a
way to evaluate qualities of communication thatardigng the communication that produce
new knowledge or idea as valuable communicatioms€quently the communication style



in office environments between workers became cBalow is a table (Table.7) showing

special situation.

Table.6. Characteristic situation classified byopics and 8 factors

Knowledge / Experience / Idea Motivation Answer / New
Information Know-how direction /
Agreement
Time 10-15min Rather long Shorter than Long time
1min
Member Other section / Same floor Other floor
other floor
Number 5 people 2-3 people 4 people 2 people 7 people
of people
Place Avenue Zone | Avenue Zone Meeting Zone / | Avenue Zone | Meeting Zone
Avenue Zone
Position Beside Confront Beside Beside / Turn Cross /
Enclose
Trigger Ad hoc Scheduled / Ad hoc Scheduled
Ad hoc
Category | Useful in the Useful in the - Useful in the Useful directly
future future future /

Generally speaking as for the tendency of placecttramunication occurred on “Main

aisle” in the office recurrent. Moreover, concemimigger the communication that people
start “ad hock” is high frequency. These seemeldemome important view points in order
to design space to support these topics and faatf@sting good communications.

All the consequences and consideration of thisysaud based on a case study carried out
in a section. Therefore, from now on we will penfoobservations at different offices and
workers to confirm the results of this study. Weoaheed to determine a way to analyse
and observe more carefully.
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