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ABSTRACT 

 
This dissertation investigates rhetorical situatedness as a factor that 

culturally designates users’ motives in adopting a new technology. The 

application of Kenneth Burke’s dramatism extends the discussion about the 

situation where an interaction takes place to include acting and meaning-making 

in Non-Western settings as contextual and situated. This expansion is essential 

to reinforce the understanding of how cultural contexts impact users’ motives, 

specifically users from Non-Western settings, to adopt a technology. The 

traditional Human-Computer Interaction (HCI) research stresses mechanical and 

technical aspects between a user (agent) and a technology device (agency) in 

order to reduce user errors. This approach isolates the rhetorical situation of 

interaction in a computer interface, thus eliding the cultural situatedness by 

regarding the situation as something fixed, such as in a laboratory. Adding a 

cultural context provides a fuller picture of this interaction.     

Using a civic records online system called e-Lampid, which is 

administered by Surabaya City Government in Indonesia as a case study, I 

discover five elements of situatedness that contribute significantly to weave 

acting and meaning-making into a culturally informed interaction. User motives 

are shaped by internal and external situations that are collective, local, and both 

onsite and off. Dramatism is a tool for analysis and production that prioritizes 

cultural awareness. Dramatistic User Experience (UX) design offers analytical, 
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comprehensive, and systematic perspectives on the design process. Dramatistic 

UX integrates three different approaches: usability testing, rhetorical awareness 

of situations, and needs analysis. The synergy of dramatism, user experience, 

and design thinking provides a holistic approach to construct a rhetorically 

grounded and culturally contingent user experience design.  



 iv 

DEDICATION 

 
 

Bismillahirrahmanirrahim,  

In the name of Allah, Most Gracious, Most Merciful. 

 

I dedicate this dissertation to my late father R. Basuki Hadijono Soewono (March 

15, 1943—February 15, 1992), and my mother, Wiwik Sri Wahjuni, who have 

inspired me and believed in me to pursue my dreams. 

 

This degree is for my husband, Sony, and for our son, Fabian. Thank you for 

your incredible support through this journey.   



 v 

ACKNOWLEDGMENTS 

 
This dissertation project was supported by DIKTI-Funded Fulbright, a 

binational graduate scholarship program of The US Department of State and the 

Ministry of Research, Technology, and Higher Education the Republic of 

Indonesia (Kemenristek-Dikti).  

I would like to express my sincere gratitude to my dissertation chair, Dr. 

David Blakesley for the continuous support of my PhD research, for his patience, 

trust, motivation, and immense knowledge. His guidance helped me in all the 

time of research and writing of this dissertation. I could not have imagined having 

a better advisor and mentor for my doctoral study. I would also like to thank the 

rest of my dissertation committee: Dr. Cynthia Haynes, Dr. Richard Pak, and Dr. 

Kapil Chalil Madathil for their patient guidance, enthusiastic encouragement and 

useful critiques of this research work. My sincere thanks also go to Dr. Cynthia 

Haynes as the Program Director of Rhetorics, Communication, and Information 

Design (RCID) and Dr. Lee Morrissey as the Founding Director of the Humanities 

Hub who provided me the opportunity to work as a Graduate Administrative 

Assistant with the Humanities Hub, and Camille Cooper who gave me access to 

the Clemson library facilities.  

I am so grateful to be taught by Victor J. Vitanza, Steven B. Katz, Cynthia 

Haynes, David Blakesley, Christina Hung, Aga Skrodzka, Jan Rune Holmevik, 

Cameron Bushnell, and Bryan Denham.  

I would like to thank Surabaya City Government public officials from the 

Registry of Inhabitants and Civil Registration Service and the Communication 

and Information Technology, and the Head of the Petemon and Pacarkembang 

subdistrict offices for their assistance with the collection of my data. I would like 

to offer my special thanks to the RCID family, especially my cohort ladies: 

Whitney, Diane, and Charlotte who have been my safe space during four years 



 vi 

of my study. There were no dull moments with you ladies. The Wings club: 

Shauna, Pin, and Maurin, who always cheered me up when I felt down, my very 

best supporter Dr. Nyoman Dewi, my mentor and my soul sister Dr. Ellya 

Zulaikha for fruitful discussion throughout this project, and also the brilliant minds 

of Fulbright Fellows and Friends Clemson University for their endless support 

and encouragement. I am thanking my colleagues in Industrial Design and Visual 

Communication Design ITS Surabaya, especially my buddies Nurina and Putri 

for their help during the data collection.  

Nobody has been more important to me in the pursuit of this project than 

the members of my family: Ibu, Mama, and Mas Bram whose love, spiritual 

supports, and guidance are with me in whatever I pursue.  
 



 vii 

TABLE OF CONTENTS 

 
 

Page 
 

TITLE PAGE ........................................................................................................ i 
 
ABSTRACT ......................................................................................................... ii 
 
DEDICATION ..................................................................................................... iv 
 
ACKNOWLEDGMENTS ..................................................................................... v 
 
LIST OF TABLES .............................................................................................. ix 
 
LIST OF FIGURES ............................................................................................. x 
 
CHAPTER 
 
 I. THE RHETORICALLY GROUNDED HUMAN-COMPUTER 

INTERACTION .................................................................................. 1 
 
   Western Hegemony in Technology Design ................................ 10 
   Conjecture .................................................................................. 14 
   Significance of the Research ..................................................... 16 
   Methods ..................................................................................... 22 
   The Structure of Dissertation ..................................................... 26 
 
 II. RE-IMAGINING METHODS AND APPROACHES  

   IN HUMAN-COMPUTER INTERACTION IN NON- 
   WESTERN SETTINGS .............................................................. 29 

 
   The Rhetorical Theory Approach in HCI .................................... 30 
   Cross Cultural Approach in HCI ................................................. 37 
   The Core Tradition ..................................................................... 45 
   New Wave(s) in HCI ................................................................... 51 
   The Designerly Approach ........................................................... 61 
 



 viii 

 III. RHETORICAL PRINCIPLES IN USER EXPERIENCE DESIGN .... 68 
 

  Experience and Meaning Making in Culturally Informed  
             Interaction with Technology ............................................ 71 
  Rhetorically Informed User Experience Design ......................... 83 
  K-Pop Experience to foster an Identification .............................. 93 

 
 IV. CASE STUDY: CROSS CULTURAL USABILITY TESTING  
   OF CIVIC RECORD SYSTEM THE e-LAMPID,  
   SURABAYA, INDONESIA .......................................................... 99 
   Interview with Surabaya City Government as e-Lampid  
           administrator .................................................................... 103 
   The e-Lampid Usability Testing ................................................ 110 
   The Dramatistic Analysis .......................................................... 117 
   Conclusion ............................................................................... 134 
 
 V. DESIGNING A CULTURALLY INFORMED DRAMATISTIC 
   EXPERIENCE DESIGN ........................................................... 140 
   Advance Level Design Course: Dramatistic User  
          Experience Design Studio Project ..................................... 142 
   Culturally Informed Dramatistic User Experience Design ........ 144 
   Conclusion ............................................................................... 158 
 
    
APPENDICES ................................................................................................ 174 
 
 A: The Usability Testing Questionnaire .............................................. 175 
 B: The Interview Questionnaires for the Surabaya City  
           Government Officials ............................................................ 177 
 
WORKS CITED ............................................................................................. 160 



 ix 

LIST OF TABLES 

 
 

Table Page 
 
 1 Sample Demographics (N=55) ...................................................... 115 
 
 2 Motives and Situatedness in the e-Lampid .................................... 123 
 
 3 Independent Self-Construal Motives for applying  
   a birth/death certificate ............................................................. 125 



 x 

  
LIST OF FIGURES 

 
 

Figure Page 
 
 1 The Dramatistic Pentad ..................................................................... 8 
 
 2 The culturally informed dramatistic usability testing  
   research model .......................................................................... 25 
 
 3 The UX oriented Pentad .................................................................. 36 
 
 4 The Iz*one Private Mail. A fan can subscribe to  
   all Iz*one members’ private mail, or they can subscribe  
   to some of them. [source: 
              https://twitter.com/IZONE_DAILY/status/ 
   1086466030405185536/photo/2] ............................................... 94 
  
 5 The e-Lampid web application interface ........................................ 100 
 
 6 An e-kiosk with a touch screen computer, a keyboard,  
   and a scanner .......................................................................... 101 
  
 7 Interview with the officials of the Surabaya Civic Records  
   Service ..................................................................................... 104 
 
 8 An e-kiosk at the waiting room in Pacar Kembang  
   subdistrict office, Surabaya ...................................................... 110 
 
 9 Interviewing a participant ............................................................... 111 
 
 10 The e-Lampid Usability testing model ........................................... 114 
 
 11 The e-Lampid Citizens Pentad ...................................................... 119 
 
 12 The e-Lampid Administrators Pentad ............................................ 126 
 
 13 The e-Lampid usability testing ....................................................... 130 
 
 14 Collectivist traits: A participant (red jacket) came with  
  his mother: the woman who is sitting on the bench ....................... 133 
 



 xi 

 
 
List of Figures (Continued) 
 
Figure Page 
 
 15 The situatedness of interaction ...................................................... 134 
 
 16 The Dramatistic User Experience Design Process ........................ 145 
 
 17 The Dramatistic UX design development framework .................... 146 
 
 18 The e-Lampid clusters of motives and situatedness ..................... 148 
 
 19 The Dramatistic UX design matrix ................................................. 149 
 
 20 The e-Lampid logo ......................................................................... 155 
 
 21 A modified version of e-Lampid interface ...................................... 155 
 
 22 An e-Lampid digital flyer displayed on a smartphone .................... 156 
 
 23 A simulation of an e-Lampid standing banner placement  
   at Pacar Kembang subdistrict office ......................................... 156 
 
 24 The addition of information button next to a form .......................... 157 

 
 



1 

CHAPTER ONE 

THE RHETORICALLY GROUNDED HUMAN-COMPUTER INTERACTION 

	

It	is	a	common	situation	at	the	Civic	Records	office	located	in	the	heart	of	my	

hometown	Surabaya,	Indonesia,	where	there	are	more	than	a	hundred	of	people	are	

waiting	in	line	for	hours	to	apply	for	birth	or	death	certificates.	Sometimes,	the	

application	process	could	not	be	done	in	one	day.	This	process	could	be	prolonged	

because	of	incomplete	required	documents,	or	the	applicants	might	have	to	visit	the	

subdistrict	office	where	they	resided	as	the	process	could	only	be	done	there.	

Regardless	there	were	many	helpful	and	dedicated	officers	on	duty.		

There	was	one	scene	that	caught	my	attention	when	I	was	at	the	civic	records	

office.	There	were	some	touch-screen	computer	stations	with	the	online	civic	

records	application	called	e-Lampid,	displayed	on	the	screens,	ready	to	use.	

However,	people	were	ignoring	this	technology	as	if	those	e-kiosks	did	not	exist.	I	

had	a	question	at	that	time;	why	did	nobody	try	to	initiate	using	those	computers	

and	instead	wait	in	line	for	hours?	And	why	were	officers	not	directing	the	

applicants	to	use	the	e-kiosks?	Moreover,	in	some	subdistrict	offices,	the	e-kiosk	was	

found	covered	by	thick	dust,	indicating	that	it	had	rarely	been	used.	During	a	data	

collection	in	one	of	Surabaya	subdistrict	offices,	I	attempted	to	use	the	e-kiosk	by	

myself.	But	one	of	the	subdistrict	officers	called	me	from	the	service	desk	across	the	

room,	telling	me	not	to	worry	about	using	the	computer	as	she	would	be	willing	to	

help.	That	then	led	me	to	another	question:	was	there	a	usability	issue	with	the	e-
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Lampid	app?	A	manual	submission	through	the	service	desk	might	have	made	the	

application	process	faster	and	more	convenient	for	both	officers	and	applicants.	But	

then,	what	was	the	point	of	promoting	an	online	system?	Is	it	an	issue	of	computer	

anxiety	or	a	user’s	computer	self-efficacy1?	Or,	are	there	cultural	matters	that	the	

usability	and	user	experience	designers	fail	to	acknowledge?	Clearly,	there	are	some	

situations	that	induce	people’s	anxiety	or	uncertainty	toward	the	e-Lampid	kiosks	

making	the	technology	unappealing	to	them.		

As	digital	technology	advances,	human-computer	interaction	becomes	more	

complex	and	its	rhetorical	nature—from	design	to	user	experience—more	critical	to	

understand	the	dynamics	and	to	address	the	concerns	including	culturally	related	

issues.	In	this	dissertation,	I	will	investigate	how	a	rhetorical	situation	that	happens	

culturally	beyond	the	computer	screen,	assigns	motive	to	users	in	Non-Western	

settings	to	engage	with	computer	technology.	By	using	Kenneth	Burke’s	dramatistic	

pentad,	my	research	will	analyze	the	establishment	of	identification	and	

consubstantiality	among	citizens/users,	designers,	public	officials,	and	possible	

stakeholders	for	better	human-computer	engagement	in	a	collectivist	culture.	The	

 
 
 
 
 
1 In “Developing the Computer User Self-Efficacy (CUSE) Scale: Investigating the 

Relationship between Computer Self-Efficacy, Gender and Experience with Computers”, 

Cassidy and Eachus explain that user’s computer self-efficacy is the beliefs a person 
has about their capabilities to successfully perform a computer task. 



 3 

central	argument	of	this	dissertation	is	that	the	rhetorical	situation	in	Human-

Computer	Interaction	(HCI)	in	Non-Western	settings	is	not	isolated	in	the	interface	

design.	In	fact,	the	rhetorical	situation	is	happening	culturally	beyond	the	interface,	

and	the	meaning	making	between	human	and	technology	artifacts	is	a	dialogical	

process	that	exists	before,	during,	and	after	the	interaction.		

The	topic	of	culturally	informed	HCI	has	been	the	center	of	interests	of	many	

researchers.	Culture	is	situated	in	time	and	space,	so	all	performed	actions	

correspond	to	any	given	situation.	Within	the	context	of	technology	design2,	I	

borrow	a	definition	of	culture	from	Huatong	Sun:	

Informed	by	research	in	anthropology	and	ethnomethodology,	I	regard	

culture	as	the	meanings,	behaviors,	and	practices	that	groups	of	people	

develop	and	share	over	time	as	well	as	the	tangible	manifestations	of	a	way	

of	life,	such	as	artifacts,	values,	and	states	of	consciousness	(Geertz,	1973).	In	

this	sense,	local	culture	includes	broad	sociocultural	factors	from	

 
 
 
 
 
2 Huatong Sun in Cross-Cultural Technology Design: Crafting Culture-Sensitive 

Technology for Local Users describes technology design as the embodiment of, “design 
process, design communication, standards and regulations, manufactured products and 

deliverables, and production and consumption that aims to transform our lives and 
surrounding contexts” (19). 
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national/ethnic	culture	(e.g.,	collectivism	vs.	individualism,	universalist	vs.	

particularist	orientations)	and	from subgroup	culture	(e.g.,	age	group,	

gender,	and	organizational	affiliation),	individual	factors	(e.g.,	personal	

background,	values,	and	interests),	ways	of	life,	daily	activities,	and	

interpretations	of	these.	

Whether	tangible	or	intangible,	the	elements	that	comprise	culture	should	not	be	

overlooked	in	technology	design.	Indeed,	these	elements	should	be	considered	as	

necessary	criteria	during	design	development,	since	they	offer	a	way	to	take	into	

account	a	culture’s	dynamics,	openness,	robustness,	dialogic,	and	situatedness.	

However,	the	deployment	of	culture	in	technology	design	ignores	the	

dynamic	meanings	in	culture	itself,	to	compensate	for	the	internationalization	and	

localization	vision	as	global	products,	decontextualized	into	narrow	and	superficial	

interpretations.	For	example,	colors,	symbols,	or	patterns	are	commonly	used	as	

cultural	markers	for	certain	countries:	red	for	China,	blue	and	yellow	for	Sweden,	or	

pictorial	of	pink	cherry-blossoms	petals	for	Japan.	Bødker,	Sun,	Sullivan,	Wright,	

McCarthy,	and	Dorish,	to	name	a	few,	identify	that	this	phenomenon	is	caused	by	the	

detachment	of	acting	and	meaning	in	HCI’s	situated	action.	Bødker	and	Andersen	

propose	to	merge	acting	and	meaning	by	drawing	it	into	activity	theory	and	

semiotics.	Taking	on	Lucy	Suchman’s	situated	action,	Sullivan	and	Porter	focus	the	

definition	of	rhetoric	as	“situation”	to	entwine	acting	and	meaning	in	technology	

production.	Wright	and	McCarthy	see	that	interacting	with	technology	as	a	

dialogical	process	and	the	persuasion	of	the	technology	is	located	in	its	physical	
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aesthetics.	Dourish	applies	phenomenology	as	a	framework	to	argue	that	interacting	

with	technology	is	an	embodied	action.	Sun	identifies	that	the	discussion	in	

culturally	informed	design	are	missing	the	context	of	use	in	technology	use	activity.	

She	merges	acting	and	meaning	by	using	a	complex	approach	of	activity	theory,	

British	cultural	studies,	and	genre	theory.			

I	propose	to	use	rhetoric	in	this	dissertation	which	is	inclined	toward	

Kenneth	Burke’s	definition	in	A	Rhetoric	of	Motives:		

For	rhetoric	as	such	is	not	rooted	in	any	past	condition	of	human	society.	It	is	

rooted	in	an	essential	function	of	language	itself,	a	function	that	is	wholly	

realistic,	and	is	continually	born	anew;	the	use	of	language	as	a	symbolic	

means	of	inducing	cooperation	in	beings	that	by	nature	respond	to	symbols.	

Burke	posits	two	main	aspects	of	rhetoric,	its	use	as	identification	and	its	nature	as	

addressed	(45).	According	to	David	Blakesley	in	his	book	The	Elements	of	

Dramatism,	identification	is	the	aim	of	rhetoric,	with	consubstantiality	—or	shared	

substance	being	its	ideal.	Identification	is	aligned	with	interests	or	motives,	which	

allows	for	an	unconscious	appeal	(15).		

A	person’s	motives	are	always	enigmatic;	the	sense	of	incompleteness	leads	a	

self	to	seek	identification	with	others.	Burke	said	that	a	self	identifies	itself	to	an	

object	(person	or	something),	imagines	a	shared	belief,	desires	to	be	a	part	of	

another,	and	is	galvanized	by	the	commonalities.	Individuals	build	their	identities	by	

relating	themselves	to	other	entities	such	as	physical	objects,	values,	idols,	
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characters,	communities,	groups,	brands,	and	beliefs.	The	association	formed	

between	an	individual	with	another	object	is	what	Burke	calls	consubstantiality.	In	

A	Rhetoric	of	Motives,	Burke	explains	shared	substance	constitutes	an	identification	

between	a	person	and	some	property	or	person:	to	identify	A	with	B,	is	to	make	A	

consubstantial	with	B	(21).	However,	in	consubstantiality,	a	self	still	possesses	its	

identity;	that	identity	differentiates	the	self	from	an	object	the	self	identifies	with.	

This	divide	brings	value	to	each	individual.		

Burke’s	theory	of	rhetoric	has	the	potential	to	be	a	perpetuation	of	the	third	

concept	of	user	experience	design,	because	parties	who	are	engaged	in	an	

experience	gain	a	shared	value,	which	makes	them	consubstantial.	The	tools	to	

reach	this	consubstantiality	is	by	a	common	language.	The	third	concept	of	user	

experience	design	(UXD)	refers	to	Sun’s	idea	to	move	the	focus	in	technology	design	

from	a	technology	use	activity	to	a	technology	use	experience.	She	merges	acting	

and	meaning	in	technology	use	experience	by	the	inclusion	of	cultural	aspects	that	

constructs	meanings	in	a	culturally	informed	technology	use	activity	(4).	

Furthermore,	McCarthy	and	Wright	contend	an	interaction	with	a	technology	must	

be	regarded	as	a	dialogically	and	culturally	meaning	making	process	between	users’	

past,	present,	and	future	experience.	The	first	UXD	concept	is	introduced	by	Donald	

Norman	which	he	describes	as	an	enjoyable	user	experience	design.	Norman’s	

approach	is	inclined	to	usability	and	mechanical	aspects.	The	cultural	factor	in	the	
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first	concept	is	translated	as	a	product’s	affordances3.	Marc	Hassenzahl	formulates	

the	second	concept	of	UXD	as	a	systematic	and	detailed	user	experience	designed	

through	the	engagement	of	designers	and	users	to	formulate	the	desired	emotional	

and	cognitive	content	of	an	experience.		

Burke’s	dramatism	will	integrate	acting	and	meaning	in	culturally	informed	

interaction	design.	Using	drama	as	a	metaphor	of	life,	dramatism	sees	people	acting	

through	language	to	establish	all	human	relations,	and	to	engage	with	their	society	

within	the	context	of	time	and	space.	In	International	Encyclopedia	of	the	Social	

Sciences	Burke	describes	dramatism	as,	“a	method	of	analysis	and	a	corresponding	

critique	of	terminology	designed	to	show	that	the	most	direct	route	to	the	study	of	

human	relations	and	human	motives	is	via	methodical	inquiry	into	cycles	or	clusters	

of	terms	and	their	functions”	(445).		Dramatism	aligns	with	Suchman’s	concept	that	

human	interaction	with	technology	is	a	situated	action.	In	Human-Machine	

Reconfiguration:	Plans	and	Situated	Action,	Suchman	explains	that	“[E]very	course	of	

action	depends	in	essential	ways	on	its	material	and	social	circumstances”	(70).	

Human	action	is	a	response	to	a	current	situation	by	using	available	resources	to	

support	actions.	The	action	of	an	individual	is	driven	by	motives,	to	which	is	

 
 
 
 
 
3 I will explain further about Norman’s idea on product’s affordances in Chapter 3 of this 

dissertation.  
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highlighted	in	Permanence	and	Change	when	Burke	states	that	situation	and	motives	

are	correlated,	“motives	are	shorthand	terms	for	situations”	(29).	This	definition	on	

motives	makes	it	possible	to	unfold	different	clusters	of	different	motives	in	any	

given	situations.		

In	the	introduction	section	of	A	Grammar	of	Motives,	Burke	describes	the	

dramatistic	pentad	as	Act,	which	asks	what	happens	in	thought	or	deed;	Scene,	the	

situation	where	the	action	takes	place;	Agent,	the	performer	who	acts;	Agency,	the	

means	and	manner	by	which	the	agent	performs	the	act;	and	Purpose,	the	motive	of	

the	performer’s	act	(XV).	Later	on,	he	added	a	sixth	term,	Attitude,	the	state	of	mind	

that	presupposed	the	agent	to	act	or	that	substitutes	for	an	act.	In	On	Symbols	and	

Society,	Burke	suggests	Circumference	to	define	the	scope	of	scenes,	situations,	or	

locations	where	an	act	takes	place	(161).	The	dramatistic	ratios	will	aid	in	finding	

the	resources	of	ambiguity	that	make	identification	possible.	

	

	

Figure 1: The Dramatistic Pentad 
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Blakesley	explains	that	from	the	perspective	of	dramatism,	“Words	have	

meaning	in	and	of	themselves,	but	they	also	act	together	in	sentences	and	larger	

formal	uni[t]”	(9).	Words	are	also	actors	that	act	together	with	other	words	and	

sentences	to	generate	other	meanings.	For	example,	the	word	“angel”	refers	to	“a	

messenger	of	God”	or	“divine	being.”	But	when	it	is	used	in	a	sentence,	“You	are	such	

an	angel,”	its	conveys	a	meaning	“a	savior,”	“humility,”	and	“generosity.”	

	Burke	notes	that	the	use	of	language	is	a	symbolic	action	accompanied	by	

human	motives.	The	vocabularies	of	“difficult,”	“long	wait,”	“hassle,”	“crowded,”	and	

“stressful”	are	meanings	entitled	to	the	birth/death	certification	application	process.	

These	vocabularies	function	as	what	Burke	says	as	terministic	screens,	which	is	a	

set	of	selected	vocabularies	used	to	interpret	and	represent	the	world.	In	

“Terministic	Screens”	Blakesley	elaborates:			

Terms	“screen”	or	frame	the	world	by	selecting	a	portion	of	it—the	part	that	

can	be	named	with	the	particular	choice	of	terms—and	so	in	this	way	our	

knowledge	and	experience	of	reality	is	unavoidably	filtered	by	our	

terministic	screens—whether	the	terms	themselves	are	words,	numbers,	

images,	sounds,	or	any	other	symbol	system	or	means	of	representation.	

The	bundle	of	meanings	in	the	birth/death	certification	was	emerged	from	people’s	

previous	knowledge	and	experience	through	the	application	process.		Furthermore,	

Blakesley	points	out	that,	“...	the	anxiety,	the	situation	is	over	the	inherent	problem	

posed	by	language,	that	words	not	the	things	themselves,	but	representative	of	

things.	They	function	as	symbols,	in	other	words”	(2).	In	Language	as	Symbolic	
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Action,	Burke	postulates	that	the	way	people	perceive	the	“reality”	of	the	self	and	the	

world	is	constructed	by	their	symbol	systems	(5). 	In	this	sense,	e-Lampid	as	a	

supporting	web	application	was	affected	by	the	inherently	negative	vocabularies	

associated	with	the	birth/death	certification	application	process.	The	vocabulary	set	

of	“fast,”	“easy,”	“effortless,”	and	“no	hassle”	are	terms	used	to	reduce	the	

uncertainty	and	ambiguity	over	e-Lampid.	These	terms	help	form	the	attitudes	of	

users,	with	an	aim	of	encouraging	them	to	act	(and	thus	use	the	system).	

	

Western Hegemony in Technology Design 

The	narrow	interpretation	of	a	Non-Western	culture	in	HCI	problems	

demonstrates	Western	hegemony	in	technology	design	thinking.	HCI	has	been	

preoccupied	with	its	own	kind:	Western	computer	scientists,	engineers,	and	

academics	who	are	largely	white-middle-class	men.	In	his	article,	“Out	There,”	Alex	

Taylor	describes	how	these	scientists	and	practitioners	stress	mechanical	and	

technical	aspects	that	are	goal-driven	and	emphasize	reducing	user	error	(685).	Sun	

adds	that	this	engineering	frame	favors	efficiency	over	cultural	sensitivity,	reducing	

the	richness	of	culture	into	some	confined	means.	Culture	thus	is	simplified	as	a	part	

of	the	engineering	cycle,	detaching	culture	from	its	context	(10).		

The	profound	Western	approach	that	is	predominant	in	HCI	has	subjugated	

the	local	engineers’	response	to	the	usability	problem	by	perpetuating	what	the	

dominant	knowledge	has	been	doing:	decontextualizing	acting	from	its	meaning.	
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The	problems	with	user	anxiety	that	I	mentioned	at	the	beginning	of	this	chapter	

could	probably	be	addressed	by	the	local	engineers	and	system	designers	by	

attending	HCI’s	traditional	technical	and	mechanical	approach	that	solely	focuses	on	

reducing	user’s	error.	The	issues	will	be	identified	as	a	usability	problem,	examined	

under	the	widely	cited	Technology	Acceptance	Model	(TAM),	and	described	as	

user’s	self-efficacy	issues.	The	traditional	TAM	by	Davis	et	al.	draws	in	two	

fundamental	concepts:	perceive	of	usefulness	and	perceived	ease	of	use.	Perceived	

of	usefulness	is	related	to	a	user’s	beliefs	that	the	use	of	a	particular	system	will	

boost	his/her	performance.	Perceived	of	ease	of	use	is	user’s	belief	that	using	a	

particular	system	will	be	less	effort.	These	two	beliefs	determine	the	last	factor	in	

TAM:	the	attitude	toward	use.	The	potential	problem	solving	will	be	varied:	from	

holding	workshops	for	teaching	the	applicants	how	to	use	e-Lampid,	fixing	the	

usability	issues,	generating	icons	and	visuals	to	represent	the	local	culture,	adding	

options	for	local	language,	or	promoting	the	use	of	e-Lampid	through	every	possible	

channel	and	media.	However,	I	argue	that	problem	solving	in	a	culturally	situated	

interaction	must	not	only	focus	on	technology	use	activity	but	also	by	giving	more	

attention	to	how	meanings	are	constructed	in	technology	use	experience.		

Although	the	interface	and	instructions	improved	significantly,	the	other	

important	thing	is	how	to	make	the	use	of	technology	reasonable	to	targeted	users.	

Dramatism	as	a	method	of	analysis	is	interested	to	examine	clusters	of	motives	of	

human	actions.	Hence,	dramatism	will	enhance	the	traditional	usability	testing	

model	by	asking	questions	such	as,	what	are	cultural	factors	that	motivate	or	
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demotivate	people	to	use	e-Lampid?	What	could	assure	them	that	using	e-Lampid	

will	improve	the	process	and	thus	fulfill	their	expectation?		

The	lack	of	cultural	understanding	and	one-sided	imposition	of	Western	

ideals	correlate	to	the	inequality	of	technological	advancement	in	communities	

without	access	to	technology.	The	aspect	of	colonial	narrative	in	technology	

development	is	also	evident.	Paul	Dourish	and	Scott	D.	Mainwaring	in	their	article	

“Ubicomp’s	Colonial	Impulse”	argue	that	colonialism	influences	the	way	Western	

researchers	and	practitioners	think,	discuss,	and	work	on	computer	technology.	By	

using	the	Kew	Gardens	as	a	metaphor	for	Western	dominance	as	a	center	of	power	

and	knowledge,	Dourish	and	Mainwaring	offer	several	notions	that	form	the	base	of	

the	colonial	narrative	in	ubiquitous	computing	(134).	They	explain	that	past	colonial	

countries	and	the	research	laboratories	as	centers	of	powers	feel	the	obligation	to	

assist	the	transfer	of	knowledge	to	places	that	are	still	lacking	in	information,	

knowledge,	and	technology.	This	lack	is	seen	as	something	that	should	be	

undertaken	by	the	knowledgeable	or	powerful	on	behalf	of	those	who	are	to	be	

affected	by	it.	The	knowledgeable	and	the	powerful	believe	that	the	knowledge	and	

representations	are	universal4;	they	could	be	applied	well	to	anywhere	else	as	both	

 
 
 
 
 
4 The universality of knowledge to be applied in any settings manifests in the 

internationalization of global products.    
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are	thought	and	designed	to	have	power	to	speak	to	the	details	of	settings	

anywhere.	The	holders	of	powers	and	knowledge	perceive	their	own	circumstances	

as	ideal	and	so	w	the	rest	of	the	world	should	aspire	to	them.	The	“developed”	world	

is	understood	as	the	destiny	and	the	most	ideal	model	for	“developing”	regions,	or	

that	the	world	at	large	is	destined	to	be	the	“one”	that	is	under	construction	at	

research	laboratories.		

The	notions	of	the	universality	of	knowledge	and	the	“developed”	and	

“developing”	binaries	that	are	palpable	in	the	rest	of	modern	technology	

development,	leave	a	major	gap	in	the	Human-Computer	Interaction	(HCI)	

scholarship,	especially	in	research	representing	people	and	cultures	from	

“developing”	countries.	According	to	Kentaro	Toyama’s	“Human-Computer	

Interaction	and	Global	Development,”	current	knowledge	of	HCI	has	focused	on	the	

research	and	development	of	technologies	for	communities	in	developed	and	rich	

countries	and	has	neglected	significant	members	of	society	and	constantly	

overlooked	the	marginalized	yet	major	portion	of	the	world’s	population,	which	are	

not	the	focus	of	major	computer	industries	(4).	The	problems	of	computer	usability	

and	technology	anxiety	that	still	occur	within	the	communities	of	developing	

countries	can	be	considered	a	result	of	HCI’s	neglect	of	this	marginalized	yet	

significant	percentage	of	the	world’s	population.	There	is	a	demand	for	major	
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transformations5	to	navigate	research’s	themes	and	focuses	to	accommodate	HCI’s	

new	complexity	and	multidisciplinary.	The	idea	of	major	transformations	is	

reiterating	calls	to	HCI	to	again	place	humans	as	actors	who	actively	generate	

meanings	for	objects	in	their	own	environment.	Hence,	technology	development	

should	correspond	to	the	cultural	values	of	users.			

Conjecture  

My	first	premise	in	this	dissertation	is	that	the	rhetoric	of	HCI	is	not	isolated	

in	a	computer	interface	or	embodied	exclusively	in	its	physicality,	technical,	and	

aesthetical	quality.	The	rhetoric	of	HCI	rests	in	its	situatedness.	Patricia	Sullivan	and	

James	E.	Porter	in	Opening	Spaces:	Writing	Technologies	and	Critical	Research	

Practice	posit	situatedness	in	acting	with	technology	corresponds	to	the	rhetoric	

concepts	of	“kairos;”	the	right	time,	or	the	opportune	moment;	that	is	subjected	to	

“time”	and	“place”	(25).	Sun	adds	that	situatedness	refers	to	both	action	and	

meanings	that	are	interwoven	during	technology	use	in	local	context	(205).	Kenneth	

 
 
 
 
 
5 In “Reflecting Human Values in the Digital Age,” Sellen et al. formulate five major 

transformations in HCI to reconceptualize human coexistence with computers and offer 

different approaches to human interaction with technologies. The suggested major 
transformations address issues such as the rise of non-interface computers, the growth 

of over-reliance on technology, hyperconnectivity, concerns with internet security and 
digital footprints, and the proliferation of digital tools and their appropriation (61-62). 
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Burke’s	dramatism	reinforces	Sullivan,	Porter,	and	Sun’s	definition	of	situatedness	

because	in	dramatism	a	motive	of	an	action	is	described	to	be	aligned	with	any	given	

situations.		

Current	HCI	knowledge	is	designed,	developed,	and	delivered	in	a	hegemonic	

Western	system,	neglecting	the	Non-Western	rhetorical	and	cultural	situation	that	

determines	or	at	least	informs	users	in	Non-Western	settings	to	react	to	computer	

technology.	The	reactions	and	attitudes	to	information	technology	in	a	Non-Western	

culture	and	subcultures	may	be	varied	from	more	or	less	willing	to	adopt	the	

technology.	Unsuccessful	human	interactions	with	the	computer	results	because	

users	will	either	distrust	or	reject	the	use	of	computers	as	humans	are	removed	

entirely	from	the	interaction.	The	gap	in	information	technology	adoption	between	

the	older	generation,	the	digital	migrant,	and	the	digital	natives	also	contributes	to	

the	ease	of	computer	technology	adoption.		

Although	theoretical	frameworks	and	methodologies	from	social	science	

disciplines	(such	as	ethnography	and	sociology)	have	been	integrated	into	HCI	

research	to	promote	an	understanding	of	people	from	Non-Western	cultures,	the	

issues	of	computer	technology	anxiety	still	occur,	particularly	in	communities	with	

collectivist	social	backgrounds.	Moreover,	HCI	research	often	generalizes	the	issues	

and	problems	situated	in	Non-Western	settings,	thus	imposing	solutions	that	were	

generated	in	controlled	environments	mainly	to	support	modern	Western	lifestyles.	

The	notions	of	knowledge	universalities	and	“developed”	regions	as	the	ultimate	



 16 

model	for	the	rest	of	the	world	to	follow	are	indirectly	preventing	Non-Western	

voices	from	playing	a	significant	role	in	the	development	of	HCI	scholarship.		

My	second	premise,	as	suggested	by	the	title	of	this	chapter,	is	to	use	

dramatism	as	a	means	of	both	analysis	and	production	of	a	rhetorically	grounded	

HCI.	A	rhetorically	grounded	HCI	refers	to	HCI	scholarship	that	is	rooted	in	the	

desires	of	the	targeted	community	through	engagement	and	reciprocity,	the	

designers’ expertise,	and	the	functionality	and	practicality	of	the	scholarship6.	

Rhetorically	Grounded	HCI	offers	a	different	perspective	on	the	application	of	

rhetoric	in	Human-Computer	Interaction	(HCI)	that	addresses	challenges	within	the	

context	of	Non-Western	community	with	a	collectivist	culture	background	with	

Indonesia	as	a	case	study.		

HCI	is	a	dynamic,	multidisciplinary	field	that	focuses	on	the	design	of	

computer	technology,	particularly	in	the	interaction	between	human	and	computer,	

and	as	an	outgrowth	of	the	collaboration	between	the	disciplines	of	computer	

science	and	psychology.	Therefore,	rhetorical	terms	of	analysis	can	be	used	not	only	

to	explain	what	is	situated	with	the	interface	and	users,	but	also	the	application	of	a	

rhetorical	framework	in	HCI	could	be	used	to	foster	cultural	awareness	of	their	

 
 
 
 
 
6 I borrow the definition of “rhetorically grounded” from Erin Friess’s “Personas as 

Rhetorically Rich and Complex Mechanisms for Design” to contextualize my idea (111). 
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practice	beyond	the	computer	screen.	This	awareness	of	cultural	situations	will	

reveal	the	establishment	of	identification	that	happens	culturally	in	a	collectivist	

culture.		

Significance of the Research  

My	research	draws	on	rhetorical	theory,	user	experience/user	interaction	

design,	and	design	thinking.	The	application	of	dramatism	as	a	rhetorical	lens	offers	

an	explanation	of	our	understanding	of	the	rhetorical	situation	that	is	activated	in	

HCI	as	a	way	to	unravel	the	intricacies	of	culturally	situated	interactions	beyond	the	

interface	and	aesthetic	values	of	virtual	artifacts.	The	scholarly	conversation	on	

rhetorics	and	HCI	has	been	limited	to	the	rhetorical	interaction	between	users,	the	

computer	interface,	and	designers,	leaving	out	the	cultural	situations	in	the	space	in	

which	the	technology	resides	that	inform	the	interaction.	The	computer	has	been	an	

embedded	digital	technology	in	everyday	contexts,	transforming	the	surrounding	

environment	into	a	physical-digital	ecosystem.	This	technology	development	makes	

the	user	experience	and	user	interaction	design	no	longer	isolated	to	the	computer	

interface.	The	spaces	and	situations	where	the	technology	resides	are	becoming	

essential	elements	in	the	design	of	artifacts.		

There	is	a	strong	demand	to	reconceptualize	HCI	methods	and	research	to	

move	the	focus	from	the	interface	design	to	the	interspaces	of	interaction	design	in	

hopes	of	accommodating	the	need	of	culturally	informed	research	in	HCI,	which	is	

addressed	by	Terry	Winograd	in	“The	Design	of	Interactions.”	The	traditional	
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conception	of	the	“user,”	which	used	to	represent	human	in	HCI,	has	been	challenged	

by	numerous	authors7	who	stressed	that	the	abilities	of	people	toward	technology	

were	not	merely	passive	and	beyond	“use,”	but	include	building,	modifying,	

maintaining,	repairing,	reusing,	and	repurposing.		

	As	a	scholar	from	Non-Western	settings—especially	with	a	collectivist	

community	background,	it	is	important	for	me	to	voice	the	concerns	and	issues	on	

technology	experience	by	participating	in	the	conversation	of	culturally	informed	

HCI.		People	with	collectivist	background	are	using	high-context	communication	

styles	making	the	identification	between	individuals	through	face-to-face	

engagement	and	reciprocity	essential	in	establishing	consubstantiality.	In	high-

 
 
 
 
 
7 In Technology as Experience, John McCarthy and Peter Wright explain the view of 

users in HCI started as a cog in a rational machine in the 1970s, became the source of 

errors in the 1980s, and then turned to actors in the 1990s and later as consumers. In 

“Sustainable Making? Balancing Optimism and Criticism in HCI Discourse,” Roedl et al. 
suggest democratizing and empowering the users by moving the rhetoric of “users” 

toward “makers,” “crafters,” and “hackers” (2). Using Foucauldian discourse analysis as 
research method, Roedl et al. examine 191 HCI publications from the last decade under 

keywords “maker,” “hacker,” “craft,” “DIY,” “appropriation,” “design-in-use,” “repair,” 
“reuse,” and “fabrication,” to investigate how the conversation over “maker” culture has 

evolved over time. They claim that their research has successfully proven the 
construction of “the user” in HCI is leaning toward “the maker” (22). They also identify 

the social implications that might arise as for “the makers” is legitimated therefore will 
happen need elucidation and socio-technical support (24). 
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context	communication	styles,	eye-contact,	subtle	hints	like	body	gesture,	facial	

expression,	and	tone	of	voice	also	convey	meanings.	Moreover,	according	to	Rau	et	

al.	in	Cross-Cultural	Design	for	IT	Products	and	Services,	high-context	communication	

style	users	capture	messages	briefly	and	pay	little	attention	to	details	(11).	For	

example,	in	a	collectivist	community	like	Surabaya,	Indonesia,	someone	would	

prefer	to	ask	their	neighborhood	chief	or	come	to	a	subdistrict	office	to	talk	to	an	

officer	to	seek	information	regarding	civic	administration	matters.	They	could	have	

found	the	information	online	from	the	internet;	however,	as	an	oral	society	they	

would	be	impatient	with	written	information	and	would	prefer	to	talk	to	someone	

reliable.		

A	computer	has	been	spoken	of	as	“inhuman”	to	users,	creating	the	

technological	anxiety	simply	because	it	is	a	new	idea	of	“human.”	In	Rhetoric	of	

Machine	Aesthetics,	Barry	Brummett	explains	that	the	surface	form	of	a	computer	is	

an	enigma	to	its	beginner	users,	evoking	both	excitement	and	anxiety	toward	its	

appearance	and	logic	(65).	This	situation	either	makes	a	device	unable	to	yield	its	

function	or	unable	to	clearly	demonstrate	its	features.	As	the	users	become	more	

familiar	with	human-to-human	interaction,	a	computer	conditioned	the	responses	

and	restricted	the	actions.	Many	may	argue	that	the	identification	and	

consubstantiality	in	computer	interaction	is	still	possible	by	a	virtual	assistant	or	an	

avatar.	However,	to	some	cultures,	like	people	in	Indonesia,	conversing	with	real	

people	is	necessary	to	build	trust	and	assurance.		
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The	findings	of	culturally	informed	HCI	will	not	always	be	a	recommendation	

to	modify	or	change	the	interface.	In	fact,	the	recommendation	could	be	to	change	

the	meaning	of	interaction	for	users.	For	example,	the	recommendation	to	apply	for	

a	birth	certification	through	an	online	system	could	bring	rewards	to	future	

applicants,	such	as	speeding	up	a	birth	certification	application	process,	avoiding	

late	fines,	and	building	confidence	toward	computer	technology.	Changing	the	

meaning	of	interaction	can	affect	the	user’s	motivation	toward	the	object.		

The	dramatistic	pentad	also	offers	openness	to	the	multiple	perspectives	

from	which	we	view	motives	and	thus	exposes	the	sources	of	ambiguity	that	people	

might	use	to	explain	complex	issues.	This	openness	will	also	allow	multiple	

scenarios	and	possibilities	to	inspire	users	on	the	new	motives	and	meanings	of	a	

technology.		

This	dissertation	will	make	a	contribution	to	the	development	of	a	theory	

and	framework	of	culturally	informed	HCI.	HCI	researchers	recognize	the	

importance	of	culture	to	HCI;	however,	the	contribution	of	cultural	studies	in	HCI	is	

still	unsubstantial.	Recommendations	regarding	interaction	design	for	international	

users	are	still	isolated	in	the	elements	of	mechanism,	functionality,	and	aesthetic	

appeals	of	interface	design.	Moreover,	those	recommendations	are	based	on	

collective	knowledge,	personal	experiences,	and	a	few	case	studies.		

The	aim	of	a	rhetorical	approach,	particularly	dramatism,	is	to	analyze	

cultural	situations	that	are	presupposed	in	the	human-computer	interaction	in	Non-

Western	settings.	The	solutions	to	the	problem	and	issues	related	to	cultural	aspects	
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of	HCI	are	often	concerned	with	creating	an	enjoyable	experience	supplied	by	the	

aesthetic	appeals	in	interface	design.	Creating	a	delightful	experience	through	the	

aesthetic	appeals	in	interface	design	is	important;	however,	the	loci	of	research	in	

HCI	also	has	to	move	beyond	the	interface	design	to	address	other	rhetorical	

situations	outside	the	interface	that	may	affect	the	interaction.		

This	dissertation	will	use	rhetoric	as	identification,	user	experience	in	HCI,	

and	design	thinking	to	argue	for	a	richer	and	better	contextualized	understanding	of	

the	user	experience.	The	outcome	of	this	dissertation	is	a	dramatistic	User	

Experience	design	model	that	integrates	usability	testing	and	rhetoric.	Rhetoric	will	

function	as	a	framework	to	map	the	meaning	making	which	is	articulated	from	the	

experience	toward	technology	and	will	set	a	goal	of	user	experience	design	in	an	

interaction.	Design	thinking/design	research	will	formulate	methods	and	

approaches	to	actualize	findings	from	the	rhetorical	analysis.	I	also	aim	to	introduce	

rhetoric	as	both	analytical	and	practical	tools	for	HCI,	particularly	to	address	

problems	and	issues	affected	by	the	cultural	situation.	The	dissertation	will	

elaborate	the	role	of	rhetoric	in	HCI	beyond	a	means	to	fabricate	an	aesthetically	

appealing	interface	design	by	considering	the	cultural	situatedness	of	an	interaction	

outside	the	interface.		

As	for	a	general	audience,	the	acknowledgment	of	cultural	situations	in	HCI	

will	allow	the	development	of	culturally	informed	human-computer	interactions	

that	will	minimize	computer	anxiety	experienced	by	users	who	are	not	yet	

comfortable	with	modern	technology.	It	will	also	allow	for	a	better	interaction	
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experience	for	first	time	computer	users,	open	more	possibilities	of	technology	

interaction	than	just	a	personal	computer,	thus	increasing	the	degree	of	self-efficacy	

and	accessibility	for	users	to	modern	technology.			

Methods 

This	research	will	present	the	Surabaya	e-government	web	application,	e-

Lampid,	as	a	case	study	to	understand	the	context	of	collectivist	culture	in	the	use	of	

an	e-government	system.	E-lampid	is	a	web	application	developed	by	the	

Department	of	Communication	and	Informatics	Service	of	Surabaya	City	

government	to	facilitate	birth,	death,	and	migration	records	for	its	citizens.		

This	research	will	draw	on	Kenneth	Burke’s	concept	of	identification	to	

analyze	how	the	identification	is	established	among	citizens	as	users,	the	city	officer	

as	the	system	designer,	and	Surabaya	City	Government	as	the	stakeholder.	Burke’s	

dramatism	aligns	with	Liam	Bannon’s	reconceptualization	of	“human	factor”	to	

“human	actors,”8	Lucy	Suchman’s	“plan	and	situated	actions,”	and	Kaptelinin’s	

 
 
 
 
 
8 Liam Bannon’s article in 1991 “From Human Factors to Human Actors” has prompted 

many researchers and practitioners of HCI to search for different approaches that aim to 

leverage human contributions in HCI. Bannon proposes the notion of human actors 
instead of human factors, activating the role of a person as an autonomous agent and a 

conscious entity that can control and regulate his/her acts and behavior, rather than a 
passive component in a human-machine system (27). 



 23 

activity	theory.	Dramatism	provides	a	method	for	elaborating	the	situational	

motives	that	accompany	any	symbolic	action	and	thus	can	help	us	better	understand	

the	rhetorical	dimensions	of	HCI,	particularly	since	HCI	is	not	strictly	a	situation	in	

which	persuasion	is	a	primary	goal.	The	information	will	make	some	reference,	

whether	explicitly	or	implicitly,	to	the	dramatistic	pentad:	act,	scene,	agent,	agency,	

and	purpose.			

	 This	research	began	with	a	usability	testing	and	interviews.	The	result	of	the	

usability	testing	and	interviews	were	examined	with	dramatism.	Burke	in	

“Questions	and	Answers	about	the	Pentad”	states	that	the	pentad	is	meant	“to	help	a	

critic	perceive	what	was	going	on	in	a	text	that	was	already	written”	(332).	In	this	

sense,	the	pentad	could	work	as	a	mode	of	evaluation	for	an	existing	system	that	

aligns	with	the	goal	of	a	usability	study.	Focusing	on	the	scene-agent	and	scene-act	

ratios,	the	pentad	applied	to	reveal	both	users’	and	designers’	motives	and	actions	in	

using	and	designing	the	e-Lampid	system.	The	usability	testing	was	divided	into	

three	parts:	an	interview	meant	to	elicit	the	story	about	the	users’	demography	and	

their	motives	to	use	e-Lampid,	a	usability	test	of	several	tasks	to	submit	an	

application	for	birth/	death	registration	with	talk-aloud	protocol,	and	an	interview	

that	meant	to	elicit	the	story	of	what	users	may	do	in	the	future	based	on	their	

experiences	in	the	usability	test.	This	research	included	interviews	with	officials	

from	the	Department	of	Communication	and	Information	Technology	and	the	Civic	

Records	of	Surabaya	City	Government.	
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Participants 

The	participants	of	this	research	were	divided	into	two	groups.	The	first	

group	consists	of	55	Surabaya	citizens	who	came	to	two	designated	subdistrict	

offices	to	apply	for	birth/death	certification	using	e-Lampid.	The	second	group	was	

the	Surabaya	City	Government	officials	who	developed	and	maintained	the	e-

Lampid	system.		

Procedure	

	 This	research	was	conducted	in	three	parts.	Interview	1	includes	a	set	of	

questions	designed	to	discover	a	participant’s	demographic	details	and	to	know	

their	experience	with	computers.	The	second	part	involves	tests,	where	participants	

were	asked	to	do	a	usability	test	with	the	e-government	device.	The	third	part	was	

Interview	2,	meant	to	elicit	what	users	may	do	in	the	future	based	on	their	

experiences	from	the	usability	test.	For	Interview	1	and	Interview	2,	a	field	surveyor	

completed	a	semi-structured	one-on-one	interview	with	a	participant,	took	notes	on	

participant	response,	and	recorded	the	interview	on	a	video	to	capture	gesture,	

facial	expressions,	and	tone	of	voice.	For	the	usability	test,	an	interviewer	made	a	

contextual	inquiry,	observing	the	way	a	participant	interacts	with	the	device.	Detail	

of	questions	for	each	part	are	included	in	the	appendix.		

Analytic	Strategy	
	

	 The	data	collected	in	the	research	was	analyzed	in	two	phases.	The	analysis	

on	users’	usability	tests	and	interviews	in	the	first	phase	focused	on	users’	self-
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efficacies	in	using	e-Lampid.	It	looked	at	patterns,	including	whether	demographic	

factors	such	as	age,	education,	internet	subscription,	and	jobs	affected	participants’	

computer	proficiencies,	and	also	analyzed	participant	motivations	in	using	e-

Lampid.	Burke’s	dramatism	used	to	help	to	understand	the	context	for	these	

motivations	thus	to	support	my	thesis.	Outliers,	people	who	brought	family	or	

friends	to	help	them	to	do	the	task,	were	also	users	(or	agents)	who	must	be	

accounted	for	by	field	surveyors	as	these	outliers	might	reflect	the	character	of	

collectivist	cultures.	The	findings	on	the	usability	test	used	to	evaluate	findings	in	

Interview	1,	whether	familiarity	with	computer	technology,	educational	

background,	and	monthly	income	corresponded	to	participants’	abilities	to	

complete	the	required	usability	tasks.			
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Figure 2: The culturally informed dramatistic usability testing research model 

	 The	second	phase	of	the	analysis	will	be	to	use	Burke’s	dramatistic	pentad	to	

analyze	what	users	and	administrators	as	agents	“say”	when	they	talk	about	what	

they	are	doing	and	why	in	the	interviews,	and	also	to	examine	the	situatedness	of	

the	interaction	as	a	scene	between	agents	and	the	e-kiosk	as	an	agency	at	the	

subdistrict	office	that	is	not	captured	in	the	formal	usability	test.	The	kind	of	acts	

that	will	be	analyzed	with	this	model	will	be	citizens	digitally/manually	reporting	

birth/death	in	subdistrict	offices	and	designing	and	maintaining	the	e-Lampid	

system	by	Surabaya	City	Government	officers.	The	result	of	the	analysis	also	will	be	

used	to	evaluate	the	establishment	of	identification	between	users,	designers,	and	

stakeholders.	

The Structure of the Dissertation 

Chapter	2:	Re-imagining	the	New	Waves	in	Human-Computer	Interaction		

This	chapter	aims	to	survey	the	theoretical	approaches	practiced	within	HCI	

through	the	review	of	the	three	paradigms	to	map	and	track	down	a	progressive	

approach	that	can	fill	the	gap	of	cross-cultural	research	in	HCI.	Additionally,	the	

emergence	of	the	third	paradigm	brings	the	hope	for	the	voices	outside	the	Western	

to	be	heard.	Some	of	them	have	also	been	developing	a	hybrid	conceptual	

framework	by	combining	usability	test	and	technical	communication,	and	digital	

media	theory	and	arts	criticism.	Last	part	of	this	chapter	will	propose	the	culturally	

informed	usability	testing	model	by	integrating	dramatism	pentad.	
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Chapter	3:	Burke’s	Dramatism	in	User	Experience/	User	Interaction	Design	

This	chapter	argues	that	Burkean	dramatism	offers	a	more	holistic	approach	to	User	

Experience/User	Interaction	design	by	unveiling	the	resources	of	ambiguity	in	an	

interaction.	At	the	beginning,	the	chapter	elaborates	the	user	experience	and	

meaning	making	in	technology	design	through	the	discussion	of	primary	UX	

researchers.	Previous	research	mostly	explores	the	relation	between	rhetoric	and	

the	two-dimensional	interface	system	and	only	gives	limited	attention	to	the	users’	

and	designers’	motives	and	actions,	as	well	as	the	cultural	situatedness	of	user	

interaction.	Then	the	chapter	will	demonstrate	the	application	of	the	Burkean	

pentadic	method	as	a	way	to	explain	the	cross-cultural	approach	to	interaction	

design	and	understanding	of	meaning	making	in	the	user	experience.		

Chapter	4:	Case	Study:	The	e-Lampid	System	in	Surabaya,	Indonesia		

This	chapter	discusses	the	methods	and	analysis	of	usability	testing	and	interviews	

to	discover	users’	motives	and	actions	in	using	e-Lampid	in	Surabaya,	Indonesia.	

The	analysis	draws	on	usability	testing	and	Kenneth	Burke’s	dramatism.	The	focus	

of	this	research	is	on	situatedness	of	an	interaction	because	it	yields	a	better	

understanding	of	both	the	rhetorical	nature	of	human-computing	interactions	and	

the	responses,	and	scene	as	a	location	for	making	changes	to	those	interactions,	in	

the	context	of	a	collectivist	culture.	

Chapter	5:	Designing	Culturally	Situated	Dramatistic	User	Experience	Design		
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This	chapter	offers	the	design	thinking	methods	to	develop	a	culturally	informed	

using	a	dramatistic	User	Experience	design	approach.	It	will	also	discuss	design	

alternatives	to	solve	e-Lampid	problems	that	were	identified	in	the	research.		

In	this	chapter,	I	have	introduced	that	a	rhetorical	approach,	specifically	

Kenneth	Burke’s	dramatism,	is	a	potential	framework	to	integrate	acting	and	

meaning	in	a	culturally	informed	user	experience/user	interaction	(UX/UI)	design.	

In	the	next	chapter,	I	will	examine	the	variety	of	models	and	frameworks	in	HCI	

through	the	review	of	three	paradigms	in	HCI:	human	factors,	cognitivism,	and	

phenomenology.	The	discussion	is	necessary	to	give	an	understanding	on	why	the	

mechanical	aspects	have	been	the	foreground	of	research	in	HCI	which	excludes	the	

cultural	situatedness	of	an	interaction.		
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CHAPTER TWO 

RE-IMAGINING METHODS AND APPROACHES IN HUMAN-COMPUTER 

INTERACTION IN NON-WESTERN SETTINGS 

 
In	my	introduction	chapter,	I	argue	that	Western	hegemony	in	current	

theoretical	approaches	to	HCI	has	ignored	the	social	and	cultural	context	that	

informs	the	way	Non-Western	users	interact	with	technology.	The	burgeoning	

interest	to	deploy	new	methods	and	metaphors	outside	HCI’s	traditional	science	and	

engineering	approaches	following	the	decentralization	of	Western	thinking	should	

be	seen	as	a	movement	to	re-conceptualize	interactions	between	human	and	

technology	from	its	mechanical	focus	to	interaction	as	a	rhetorical	situation.	By	

seeing	human-computer	interaction	as	a	rhetorical	situation,	HCI	researchers	and	

practitioners	can	unfold	social	and	cultural	situatedness	in	interacting	with	

computer	technology,	opening	rooms	for	conversations	on	culturally	situated	

computing.	

This	chapter	aims	to	survey	models	and	theoretical	approaches	practiced	

within	HCI	that	share	concepts	with	rhetoric.	It	will	also	help	to	understand	the	

thoughts	behind	research	in	HCI	that	has	been	so	woven	into	the	relationship	

between	Kenneth	Burke’s	ideas	about	Agent	(users/operators)	and	Agency	(system,	

software,	application,	and	interface)	in	developing	a	better	human	and	computer	

interaction.	The	focus	on	only	two	elements	of	the	pentad	is	limiting.	By	defining	

both	humans	and	computers	as	systems,	HCI	often	undermines	the	given	cultural	
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Figure 23: A simulation of an e-Lampid standing banner placement at 

Pacarkembang subdistrict office.  

	

Students	can	also	use	the	Dramatistic	UX	to	explore	design	solutions	to	

address	usability	issues	and	other	on-site	problems.	The	e-Lampid	usability	testing	

in	Chapter	4	identifies	several	usability	issues,	which	include	problems	scanning	and	

uploading	documents,	and	questions	regarding	clarity	of	some	forms.	The	problems	

in	scanning	and	uploading	documents	can	be	solved	by	providing	an	infographic,	a	

diagram,	or	an	animation	demonstrating	the	documentation	steps.	Adding	a	help	

button	next	to	the	form	in	the	e-Lampid	interface	design	will	clarify	what	

information	is	to	be	filled	in	on	the	form	(Figure	24).			
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Figure 24: The addition of information button next to a form 

	

In	this	chapter	I	have	argued	that	the	dramatistic	pentad	facilitates	both	

analysis	and	the	production	process	in	Dramatistic	UX	design.	I	have	translated	

recommendations	from	the	dramatistic	analysis	into	an	integrated	and	systematic	

user	experience	design.	Each	of	the	proposed	agents,	such	as	a	campaign	strategy,	a	

logo	design,	and	a	public	service	announcement	is	designed	to	foster	identification	

of	e-Lampid	with	targeted	users.	Therefore,	targeted	users	will	be	exposed	to	the	e-

Lampid	experience	before,	during,	and	after	their	actual	interaction	with	the	system.			
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Conclusion 

	 At	the	beginning	of	this	dissertation,	I	argue	that	the	rhetorics	of	HCI	rest	in	

its	situatedness	with	an	intention	to	reinforce	the	notion	of	technology	use	and	

meaning	making	in	Non-Western	settings	as	acts	that	are	contextual	and	situated.	

Dramatism	reconceptualizes	rhetorics	in	HCI	as	something	that	are	beyond	its	

physical	aesthetics	and	mechanical	boundaries.	The	situatedness	of	interaction	is	

often	ignored	in	HCI	research,	which	is	a	consequence	of	the	internationalization	of	

global	products.	By	revealing	the	clusters	of	situatedness	and	motives	in	interaction,	

dramatism	interweaves	the	acting	and	meaning	to	explain	a	culturally	informed	

interaction.			

Chapter	2	provides	a	rigorous	review	of	HCI’s	framework	and	approach.	It	

explains	that	the	integration	of	rhetoric	and	other	disciplines	outside	HCI’s	

traditional	human	factors	and	cognitivism	cores	transcends	HCI	tenets	thus	realigns	

the	issues	of	human-to-human	interactions	related	research	to	the	center	of	

attention.	In	Chapter	3,	I	demonstrate	that	dramatism	as	a	rhetorical	principle	

elucidates	user	experience	design	as	a	shared	substance	that	fosters	identification	in	

an	interaction.		The	e-Lampid	case	study	in	Chapter	4	delivers	the	understanding	of	

an	interaction	in	Non-Western	settings	as	culturally	situated,	with	meaning	making	

circuited	in	its	contextual	technology	use	experience.	The	gamut	of	situatedness	in	

culturally	informed	interaction	is	influenced	by	user’s	internal/immediate	

contextual	factors,	collective	factors,	and	local	factors,	as	well	as	factors	arise	from	
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on-site	and	off-site.	Each	situatedness	is	attended	by	clusters	of	motives	to	construct	

meaning	making	of	interaction.		

Through	the	amalgamation	of	dramatism,	user	experience	design,	and	design	

thinking	approach,	Chapter	5	completes	the	picture	by	translating	the	dramatistic	

framework	into	design	pedagogical	knowledge,	followed	by	actualizing	the	findings	

from	the	e-Lampid	usability	testing	into	a	culturally	informed	dramatistic	user	

experience	design	proposal.	As	a	graphic	design	teacher	for	ten	years,	I	have	

recognized	that	rendering	research	findings	into	design	is	challenging	for	student	

designers	because	of	the	rigorous	process	of	data	collection.	Student	could	be	so	

engrossed	during	the	first	half	of	the	process	that	they	lose	time	to	developing	

design	artifacts.	Therefore,	future	research	will	be	directed	to	teaching	dramatistic	

UX	design	in	a	classroom	setting.	
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Appendix A 

The Usability Testing Questionnaire  

Pre-test Interview Questions 

Demography Profiles 

Respondent ID  :  
Age   :  

Sex   :  

Occupation   :  
Education  :  

Subdistrict  :  
 

 

Stage 1 

 

1. What is your purpose to come to the subdistrict office? 
2. Are you applying for your own or for someone else? 

3. Why do you need to apply for the birth/death certificate? 
4. How did you apply a birth/death certificate previously? 

5. Did you know that you could have done the application online? 
6. Have you heard about the e-lampid system? 

7. Did you know that the birth/death certificate will be ready in three days once all 
documents are verified? 

8. Did you know that you could get a penalty for a late registration? 

9. Did you apply through e-Lampid before? 
10. Do you feel confident to proceed the application online through the e-Lampid? 

11. Do you own a personal computer or a laptop? 
12. Does your job require a computer? 

13. Do you subscribe to an internet provider? 
14. How do you access the internet? 

15. Do you have a mobile internet on your phone? 
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Stage 2: Usability test 
 
1. Selecting registration menu  

2. Locating the form  

3. Filling in the form/typing with keyboard 
4. Saving each data 

5. Scanning and uploading document  

 

Stage 3: Post-test Questions  

 

1. What did you like most from the e-Lampid? 
2. What did you dislike most? 

3. What did you think most exciting? 
4. Which one is the most difficult part? 

5. Which one is the easiest part? 

6. Will you ask people to use the e-Lampid? Why? 
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Appendix B 

The Interview Questionnaires for the Surabaya City Government Officials  

1. What was the background and the objective of the e-Lampid system? 

2. Who was the initiator? 

3. Which departments do have the key roles in the e-Lampid? 

4. Are there any rewards offered to the citizens who are applying through online 

system? 

5. Was there a usability test prior the establishment of e-Lampid? 

6. Was there an evaluation toward the e-Lampid system? 

7. What is the future plan for the e-Lampid? 

8. Who did develop the system? 

9. How do you describe the e-Lampid users? 

10. How has the implementation of e-Lampid been so far? 

11. What kind of issues and concerns regarding the e-Lampid have been reported to 

your office?  
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