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Evil communications corrupt good manners.

| Corinthians xv 33



Web services o
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Web services are every ‘L 4
APls. 2.l
Widgets.

SMS gateways.

Tom Armitage - The Uncanny Valet



Internet as platform

Web 2.0 Participation and Information Model
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Information

ML, J5ON, R55, ATOM,

ROF, XHTML, Teat,
Podcasts,

User Enrichment
Tagging, Mashing,
Trackbadts, Ranking,

Reviews , Personal Dats

Aggregation, Syndication,

Connectors
Mecing/Mashing Tools,
Permalinks, URls, WS-

Bridges, S04, ESB,

Content Styles

Blogs, Information Storage
-

Sharing, Search, Directony,

Mews, Collaboration,

Software 35 3 Sarvics

Content and Services
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Technical

Fariicipsion

Enrichment

Information:

! i | Videao
Web 2.0 Face: Text | Audio | Vide

Ajax | HTML | Flash

Enrichment:
Tags | Ranks
Feviews | Comments

Web 2.0 Services: -
Revisions | Etc.

XMLUHTTP, JSOM!
HTTF, REST, SOAF

=
R53, ATOM, XHTML o D R

Source Web 2.0 Application

ation

Web Application and
Mashing Code

Original Information

http://web2.wsj2.com

Web 2.0 Application Mash-Up




Infrastructure of services
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http://www.flickr.com/photos/kabanski/147167269/
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Creepy Bellboys

No curative power is claimed §j| PHILIP Ry
for PHILIP MORRIS . . . but j| MORRIS

are scientifically

AN OUNGE OF B===58-

PREVENTION

is Worth a Pound |
of Cure!
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Tools
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The Uncanny Valet

Defining manners for a digital age

Tom Armitage



Manners?



What are manners?

Protocols Manners
Specific General
Documented Intuitive
Detalled Vague
More Less
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‘adhering to prescribed norms in social interactions, or
about negotiating and making explicit interactional
norms when they don’t exist”

Bickmore & Cassell describing ‘etiquette’



The applications and tools
we are building are,
whether we like it not,
defining the manners of the

web today.




Manners of control
Manners of communication
Manners and context
Manners of privacy




The manners of control

How users are addressed is important.

Tom Armitage - The Uncanny Valet
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le lesks like yau'vre
brushing yeur seesn,

Would weu like halp?

* Get help with
brushing the +eexh

® Juse broan +he
saern wivhoar help

[ Cancel )




The manners of control

How users are addressed is important.
Over-familiarity breaks the illusion of control.
NB: //lusion of control.

Tom Armitage - The Uncanny Valet
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"Agents make people diminish themselves...land]
redefine themselves into lesser beings”™

Jaron Lanier



"Anthropological representations destroy [users’] sense
of accomplishment”

Shneiderman and Maes



Computers as Social Actors

(Clifford Nass)
Our interactions with computers are “fundamentally social
and natural”.

Tom Armitage - The Uncanny Valet
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Little MOO

Endearing.

Reinforcing status as
computer.

Bul

Wit

NE)

lding user’s relationship
N company.

urally dissuading user

from hitting reply.
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Hello Tom

I'm Little MOO - the bit of software
that will be managing your order
with us. It will shortly be sent to
Big MOO, our print machine who will

print 1t for you in the next few days.

I’11l let you know when 1it's
done and on 1it's way to you.

Remember, I'm just a bit of software.
So, 1f you have any questions
regarding your order please contact
customer services (who are real
people) at:

flickr@®moo.com

Thanks,

Little MOO, Print Robot
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The 1llusion of control iIs
especially hard to provide
10O hew users.






Writeboards

Create the first writeboard for this project

Writeboards make collaborative writing simple.

Learn about writeboards: Watch a video demo below

Optimize for Happiness

4]

BN Click me to start the video



Principle of Least Astonishment

The modern web brings lots of potential surprises:
Ajax

Drag-and-drop

Rich interfaces

-lash

Clicking on an RSS feed

Tom Armitage - The Uncanny Valet

24



Breaking frame is rude.




Desktop manners are
Inappropriate on the web.



How do you give users
control whilst minimising
the chance they will break
things?




The Jack Princi

Maintaining Pacing

ples

Create lllusion of Awareness
Maintain lllusion of Awareness

In *“Maintaining Pacing”

Make sure the user only has one task to perform at once.

Limit the number of choices t
Only give the user meaningfu

ne user has at any one time.

choices.

Make sure the user knows what to do at any one time.

Tom Armitage - The Uncanny Valet
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Manners of communication



Pester

You’ve got mail!

You’ve got mail! You’ve got mail! You’ve got mail! You’ve
got mail! You’ve got mail! You’ve got mail! You’ve got
mail! You’ve got mail! You’ve got mail! You’ve got mail!
You’ve got mail! You’ve got mail! You’ve got mail! You’ve
got mail! You’ve got mail! You’ve got mail! You’ve got
mail! You’ve got mail! You’ve got mail! You’ve got mail!
You’ve got mail! You’ve got mail! You’ve got mail! You’ve
got mail! You’ve got mail! You’ve got mail! You’ve got
mail! You’ve got mail! You’ve got mail! You’ve got mail!
You’ve got mail! You’ve got mail! You’ve got mail! You’ve
got mail! You’ve got mail! You’ve got mail! You’ve got

Tom Armitage - The Uncanny Valet
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Sometimes pester is good.

You need to restart your computer. Hold down the Power
button for several seconds or press the Restart button.

Veuillez redéemarrer votre ordinateur. Maintenez la touche
de démarrage enfoncée pendant plusieurs secondes ou bien
appuyez sur le bouton de réinitialisation.

Sie miissen Ihren Computer neu starten. Halten Sie dazu
die Einschalttaste einige Sekunden gedriickt oder dricken
Sie die Neustart-Taste. |

AV —S A BENT SAENBDET, KT-HKIUE
SRR LB 3D, Uty FREVERLTLEZL,

Tom Armitage - The Uncanny Valet
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“social presences that are available when we want
them and not when you don’t are the people we should
model”

Clifford Nass



Degrees of Pester

Email Notifications

Facebook notifies you by email whenever actions are taken on
Facebook that involve you. You can contral which email notifications
you receive.

Email me at tom@infovore.org when someone...

v Sends me a message
v Adds me as a friend
v Writes on my Wall
Pokes me
v Tags me in a photo
v Tags me in a note
v Tags one of my photos
v |nvites me to join a group
v Invites me to an event
v Regquests to join a group of which | am an admin
v Reguests to join an event of which | am an admin

Comments on my notes

Tom Armitage - The Uncanny Valet

v Comments on my photos

v Comments on my posted items

v Comments on a photo of me

v Comments after me in a photo

v Comments after me in a note

v Comments after me in a posted item
v Tags me in avideo

v Comments on my videos

v Comments on a video of me

Even if yvou turn off all notifications, we may sometinm

important notices about your account.



Gentle notification.




Glancing (Matt Webb)

Group communication
facilitator.

“looking up”.
Looking at who's online is a
glance.

“Eye contact is a polite way
to start conversations”.

_ow-effort, high value.

-its around existing routines
and into existing tools (IM).
Easily ignored.
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The size of the eye represents group activity
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Poking (Facebook)

Simple, lightweight
Interaction.

“Meaningless”
Meaning less.

Appropriate language.
Interesting side-effect.

Easily ignored.

Tom Armitage - The Uncanny Valet

View Photos of Charles (122) L Char
5end Charles a Message

Poke Him

|:| Char

Mutual Friend

10 friends in corMmon.

Alastair Gillian Mat Philip
Hird Carr Davis

Cambridge Friends

80 friends at Cambridge. 5See All
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“Last.fm’s ‘who recently viewed my profile’ function
makes me feel the same discomfort as when you make
eye contact in a corridor but you're too far away to say
hello and it's rude to drop eye contact and it's rude to
stare.”

This doesn’t always work, though.



Gentle communication.




earing Machines
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Overhearing Machines

With Friends

| anellTeIesnnE Observing: space (02:05:37 +64:49:42)
nttp.// LD.man.ac.uk/ivip... 16 minutes ago from web

| LI:II'I.I'EIITEIEEL':DE Ubserving: EH‘I‘IE+5D pulsar

hittp:// b man.ac. ukvib.. o from web

i 1 MKII Dnsewmg; NGC1275 - Seyfert galaxy (3C84)
ma ] t_] mMan.ac.u |-l.',_."'|,.'||:] ... about 1 hour ago from web

Tom Armitage - The Uncanny Valet
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“When | develop something new these days, |
automatically think of using Iwitter as a back-end to
connect users of my software. If other developers
aren't doing this, | imagine they will soon... Iwitter, for
me, Is becoming a coral reef.”

Dave Winer



Manners are contextual.



Context

Online services are now displaying more facets than ever:
Wel
RSS
Mobile (web)
Mobile (SMS)
Other?
Different contexts require different etiquette.
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What is context based on?

INnput:
Functionality
SEenses

Qutput:

-unctionality

Manipulators

Other tasks that are occurring:
Other running applications
Other input being performed

“Flow”

You can always ask for It.

Tom Armitage - The Uncanny Valet
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Contextual sociability

Email: hundreds of other people.

Phonebook: about ninety, about 20 of whom are high-traffic.
IM: about 50, about 20 of whom are high-traffic.

Twitter: about 25 (50-odd via web, but | follow about half).
Pub conversation: 8.

Availabot: 1 (easily ignored).

Phone conversation: 1 (hard to ignore).

Tom Armitage - The Uncanny Valet
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Contextual sociability

Email: Excellent filtering.

Phonebook: Simple screening (caller-ID).

IM: Good filtering (status, invisbility, caller-ID).

Twitter: Simple filtering (friends, following).

Pub conversation: Primitive filtering (not listening, moving).
Availabot: Primitive/powerful filtering (hiding it).

Phone conversation: No filtering (hanging up).

Tom Armitage - The Uncanny Valet
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Convention over configuration.

The Rails Way



Configuration hell

Story Types

Drag these sliders up or down to indicate which types of stories you'd like to see more or less often in
comparison to one another. These preferences will take effect the next time you get new stories. To contral
which stories your friends see, use the Feed Privacy page.

Story Types E 13 :l Ej’ +]" |;;T;|

Show More

Default

[2 Show Less

How do | use this? Reset All
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Context is hard to ascertain.



Respecting privacy.




“Privacy is about control.”

Is it?



Privacy is about trust.



Privacy Is about understanding.



Different levels of privacy
suit different applications.



Privacy on Facebook

Profile
Edit Settings

Edit Settings

Mews Feed and Mini-Feed
Edit Settings

Poke, Message, and Friend Request
Edit Settings

Applications
Edit Settings

Block People Limited Profile

If you block someone, they will not be able to If you want to hide some of the information in
search for you, see your profile, or contact you your profile from specific people, add them to
on Facebook. Any ties you currently have with a yvour limited profile list below.

person you block will be broken (friendship Edit Settings
connections, relationships, etc).

Tom Armitage - The Uncanny Valet



Privacy on Facebook

Profile

You can control who can see your profile — your friends can always see your profile, and you can allow all
your networks or some of your networks to see your profile.

All my networks and all my friends

You can also control who can see each profile feature. Only people who can see your profile can see this
information. Read more about these settings.

All my networks and all my friends
All my netwarlks and all my friends
All my networks and all my friends
All my networks and all my friends
All my networks and all my friends

All my networks and all my friends

Select which types of people can see your profile:

* Undergrad ¥ Grads ¥ Alumni 1Y Faculty

Contact Information

You can control who can see your contact information — your friends can always see your contact
information, ani 4 can allow all your networks or some of your networks to our contact
information. Only people who can see your profile can see your contact information.

Only my friends
Cnly my friends
Cnly my friends
Cnly my friends
All my networks and all my friends

Select who can see your contact emails:

Cnly my friends

Tom Armitage - The Uncanny Valet
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Privacy on Facebook

Who Can Find Me in Search

You can allow everyone on Facebook to find you in search results, including browse and group members list,
or you can select restricted settings to allow only certain people from inside and outside your networks to
find wou in search results. Your friends can always find you in search results.

Everyone

What Can People Do With My Search Results

You can choose what is in your search listing. People who can see your profile are allowed to do all of the
actions below. People who can't see ywour profile can:

See your picture
Send you a message
Poke you

Add you as a friend

View your friend list

Tom Armitage - The Uncanny Valet



Privacy on Facebook

News Feed and Mini-Feed Privacy

Back to Privacy Overview without saving changes. -
: . iEwwIEnout saving - It's very important

Facebook will only publish stories about yvou on Mews Feed and Mini-Feed will never
your Mini-Feed and the News Feeds of your publish stories about:
friends. Pokes

Messages
Whose profile you view
Whose photos you view

Publish stories when |...
p Remove Profile Info

Write a Wall Post

Comment on a Note

Comment on a Photo
Comment on a Video
Comment on a Posted [tem
Post on a Discussion Board
Add a Friend

Remowve my Relationship Status
Leave a Group

Leave a Metworlk

Have something you'd like to see here?

Mini-Feed can show the time when
stories were published.

Show times in my Mini-Feed

Tom Armitage - The Uncanny Valet

Whose notes you read

Croups and Events you decline to join
People you reject as friends

People you remove from your friends
Motes and photos you delete

Mews Feed and Mini-Feed may publish
stories about:

Things you add to your profile
Photos yvou upload or are tagged in
Motes you write or are tagged in
Croups you join or create

Events you create or attend

Metworks you've joined

Content you've posted to your profile
Status updates

For more info, visit our help page.




rivacy on Facebook

Information Preview

Select the information to display in your profile The preview below shows what your profile will
to the people that you contact through a poke, look like ople who you contact through a
message, or friend request. poke, message, or friend request.

Basic Info Peofile oon  Framds v Retesrks v e (R —

Contact Info
Personal Info
Education Info

Work Info

Wall

Photos Tagged of Me
Videos Tagged of Me
Online Status

Status Updates
Friends

Posted ltems

Motes

Croups

People Who Can See Your Profile

These people can see the information you
selected on your profile because you have
contacted them through a poke, message, or
friend request.

Mick Black (LCL)
Anthony Lyons (Mo Network)
Steve Coast (Mo NMetwork)
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Privacy is:

nard to explain on the web of data.
nigh priority for everyone -
make it simple.

Tom Armitage - The Uncanny Valet
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Login boxes

Login boxes break

rame: they snap you ou

Snap users back in

t's iImpolite to keep

Tom Armitage - The Uncanny Valet

- Of flow.

0 flow as fast as possib

safe things secret.

e.

How much should be visible to non-logged in users?

61



NB: Exchanging username

and password changes the

relationship a user has with
anything.




Does openlD change this?

Sort-of.
Brings a whole new set of complexities.
Bouncing people around websites Is “rude”.

Explaining flow when you’re sending people away is hard.
he Insecurities are more complex, too.

Tom Armitage - The Uncanny Valet
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‘adhering to prescribed norms in social interactions, or
about negotiating and making explicit interactional
norms when they don’t exist”

Bickmore & Cassell describing ‘etiquette’



Manners are about less

Services are proscriptive; tools are adaptive.
Unexpected uses are exciting:
for the user.
for the designer.
Hacking and playing albout is an inherent part of making.
This is easier when there’s less to unpick.
Sealed boxes are rude.
Hiding the source is rude.
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The applications and tools
we are building are, whether
we like 1t not, defining the
manners of the web today.

We should be careful to
consider the behaviours we
wish to reinforce, and those
we don’t.




The Uncanny Valet

Defining manners for a digital age

Tom Armitage



