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Abstract

This thesis investigates online communication in English on European university
museum8websites It exploresthe extent to which the production of institutional web
texts in Englishis informed byan audienc@riented approagtand more specifically by

the awareness of the need to address readers with different cultural backgrounds and

different linguistic needs

A combination of quantitative and qualitative approaches provides the
methodological framework for this interdisciplinary research. Firstiraey ofEnglish
versionwebsitesof European university musewts carried out to assess the extent to
which the latterproduce contenin English on their website§ his survey informs the
construction of a corpus including a selection of informative and promotional web
pages in English from European university museéwwwebsites. The corpus involves
two differentcontexts: one where English is spoken as an official language and another,
more diversified one where English is used as an international langlUlagdext
analysis focuses on two aspects: the extent to which texts comply with web writing
guidelines, andhe extent to which they establish a relationship with their intended
readers through stance and engagement features. Finally, individual qualiéative s
structured interviewsvith museum staff from a subset of museums are conducted.
These shed light omé processes underpinning the creation of museum web contents in

English and the intended audience for whom such contents are produced.

The results otthe surveysuggest thatniversity museums in Eurogend to
provide anEnglishversion website, espediiain countries where Germanic or Ugro
Finnic languages are spoken. In turn, the text analyses generally show an audience
oriented approach to communication: in particular, university museums in the UK seem
to be more committed to it than university mussuin other countries by structuring
texts for readability and establishing textual authority and creating engagement with
readers. Finally, insights from the interviews reveal that the production of texts in
English does not seem to be informed by thaidka specific intended audience, and
even less so a linguistically diverse audience: textual strategies seem to be limited to the
use of a generally clear, simple language, which is supposed to be appropriate for all

readers, regardless of their cultusal linguistic background.



Theseresults contribute to current research on the conceptualisation of museum
audiences, the processes underpinning museum communication and the use of English
as an international language on institutional websites. The cbssiaesses the need for
an interdisciplinary exchange betweesmseum and heritage studies the one hand

and linguistics anthtercultural studies on the other hand
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1 Introduction

Museums are storytelle(®edford, 2001) not only do they take care of material and
immaterial heritag, but they also use this heritage to tell stories. As well as being quite
often about people, such stories are tdiol people. Getting to know the people with
whom a museum wants to engage and talking to them are thus essential components of
the museum nssion. Nowadays, due to increased mobility, a challenge for museums all
around the world seems to be talking to a more and more diverse audience, comprising
people with different cultural backgrounds, and thus potentially different
communicative skills andeeds. This thesis opens up to the possibility that museums
may have to face this challenge by taking into consideration their intended audience and
guestioning their own communicative approaches. Two different but related scenarios
have informed this trsés: on the one hand, the adoption of audierented
approaches to communication in museums; on the other hand, the use of English as an

international language to engage with a culturally diversified audience.

In the last few decades, research in musstudies has embraced posbdern
constructivist theoriegG. E. Hein, 1998; HoopdBreenhill, 200b) advocating an
approach to the museum experience which is centred on the audience and stressing the
importance of considering the social and inclusive mission of museums. The latter have
been defined as institutions that serve the pufhicdson, 1998)and thushaveto
identify the needs and expectations of their intended audiences intor@etively
engage with them. Communication has come to play a pivotal role in this context,
especially for the interpretation and dissemination of meanings and for the construction
of a relationship with museu@sudiences. The digital realm seems totlee place
where museums can try to reach out to visitors as well asispors in order to foster
a constructive dialogue and enact participatory pracfiédsFuentetaja & Economou,

2019) Nonetheless, several questions remain unanswered. What is the real impact that
an audienc®riented approach hasth on museun@scommunicative practices? Has the

museum8awareness of their intended audiences truly affected their communication?

On the other hand, the role of English as an international language has become
undeniable, as it is increasingly used amoative and nomative speakersf English
in different contexts. At an institutional level, many university and corporate websites in

a variety of countries have started to provide an English version as a product of an
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internationalisation effort: this vam may potentially serve a&ulturally diverse

audience comprising native and nemative speakers of the language. The phenomenon

of addressing a culturally diversifiemldienceseems to be relevant both in countries

where English is used as an international language and in countries where it is an

of ficial | anguage. The following questions
is being used as an international languagenstitutional websites? Has the language

been adapted to be appropriate fazudturally unspecified audiencand if so, how?

Finally, have the possible linguistic needs of such audience been considered in order to

craft appropriate communicative strateggiparticularly in an online environment?

University museums are a particularly interesting case, lying at the intersection

of academia, the cultural heritage sector and society. Being affiliated to the university
and thus having to comply with its own geal strategies to different extents, university
museums need to disseminate academic research, but at the same time they are also
concerned with public engagement: as a consequence, they have to mediate between the
academic community of researchers arel general audience. The question of which
audience to address thus seems to be central for them. Nonetheless, scarce attention has
been devoted to the communicative approach employed by university museums, and in

particular their use of English as an imt&tional language.

The current thesis positig itself in this context andims toobservethe extent
to which an audienceriented approach to communication has been adopted by
university museumsn Europe In particular, it seeks toeveal the extent tevhich
European university museums have committed to an internationalisation effort by
providing contents in English on their institutional websites. This is done by focusing
on the English version of European university muséumsbsites. Drawing from
studes on evaluative language and the extensive literature on web writing, this research
combines quantitative and qualitative methodaddress the question of whetlseich
Englishversion websitesre createdfor a specific (potentially internationafnline
audience, ancexaminethe extent to whichthe conceptualisationof the intended
audiencehas had a real impact on communication, especially as far as the relationship

between institution and audiences is concerned.

A couple of remarks are in order rediag the terminology used in this thesis.
The focus of this research is on two different contexts, i.e. one where English is an

official language (UKEN) and another one where it is an international language (EU
2
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EN). As it is used in this thesis, EHEN regesents the variety of English spoken in a

selection of European countries. Other labels such as ELF (English as a Lingua Franca)

were considered for this context, but were discarded as it could not be assumed that

English was consciously used as a lindtenca by the institutions involved in the
research. The distinction between native andmative contexts was also rejected as it
could not be supposed that BN texts were written/translated by npative speakers

of English. A classification based ¢ime countries of production was thus preferred.

Furthermore, a concept which recurs within this thesis is that of a culturally

diverse audience. This expression is employed to refer to a group of people displaying

different cultural and linguistic backgmods, and thus potentially different levels of
proficiency of English and different linguistic needs: a culturally diverse audience may
include foreign people visiting a country for different reasons (e.g. tourism, work or
research), as well as different mority groups living in the same country. Other

expressions are also used to refer t o

audi enceo and Amul ticul tur al audi enceo.

these expressions will be used interchatdyeto refer to the same idea.

This thesis aims to investigate this kaleidoscopic phenomenon by drawing on

studies from several disciplines, as a timid attempt to create a bridge between two

academic macrareas that have rarely come in contact with amather, and yet may

greatly benefit from an interdisciplinary dialogue: on the one hand, museum and

heritage studies, and on the other hand, linguistics, intercultural studies and translation

studies. This research partially represents my experience wewag (and wondering)

across these two areas, trying to wear different lenses and mediate between different

perspectives.

Thethesis is structured as follows. Chapter 2 reviews existing literature in order
to position the research within an interdisciply theoretical framework: the chapter
draws on three main maeeseasd whose labels were created ad hoc to include
different but related subisciplines & i.e. museum studies, audiermgented
approaches to the study of communication, stadies on mticultural communication

and English as an international languageéhapter 3 outlines the methodology,

presenting the research questions and describing the triangulation of three different

approaches: first, a survey of Enghglrsion websites of univetgimuseums in Europe,

which informed the construction of the corpus of texts to be examimex;text
3
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analysesfocusing respectively on web writing features and on stance and engagement
features; finally, individual senstructured interviews with staff @nbers of a selection

of univesity museums. Chapter 4 repods the results obtained frothe survey of
Englishversion websites and the teahalyseswhile Chapter Soutlines the insights

from the interviews carried out. Finally, Chaptea@ddresses ¢hmain outcomes of this
thesis, as well as its contribution and impact, and discusses its limitations in order to

suggest possible future directions for research.



2 Literature review

2.1 Overview of the chapter

This chapter outlines the multifaceted theoretical background of the present thesis.
Studies from a variety of disciplines are reported to shed tighgeveral aspects related

to this research, as shownhigure 2.1, which represents these disciplines as different
drawers museum studies (with a particular focus amndienceoriented approaches,
museum communication, digital heritage and university museums), ‘e@deieied
approaches to communication (studies on evaluative language and-reader
interaction, web writing theories, readability studies and resesrgopularisation) and
communication aimed at a multicultural audience (research on English as a Lingua
Franca, translation into an international language, website translation and intercultural
communication) Most of these labels were created ad hocringbtogether different

subdisciplines.

Studies on
multicultural
communication

English as a Lingua
Franca

Translation for an
international audienc

Studies on

Museum studies communication

Writer-reader
interaction

Audienceoriented
approaches

Museum

communication Web writing

Digital heritage Readability

Website translation

Intercultural

communication

University museums Popularisation

Figure2.1. Theoretical framework

2.2 Museum studies

In this section after a brief overview of the history of museums as culturally situated
institutions with a strongducative functior{Section2.2.1), | try to raise a number of
points to demonstrate why language and communication have come to play a pivotal

role for museums This has been partially due to new trends emerging in museum
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studies(Section2.2.2, which have called for a shift in perspective, from an object
oriented to a more audieneeriented approach to museum practicéssues of
communication, language and texts in museuans discussed Sgction 2.2.3.
Furthermore, two diffeent perspectives on museum communication are explored, i.e. a
multicultural one(Section2.2.4 and a digital on€Section2.2.9, the latter particularly
focusing onthe effect of the new constructivist perspectives namseum websites
(Section2.2.5.). The case of university museumstlgen described to highlight their
peculiarities(Section2.2.9. Finally, what has been reported in firevious sections

summed up$ection2.2.7).
2.2.1 Museums in the history

Museums are cultural institutions that intrinsically belong to our modern societies. Most

of ushave visited a museum at least once in our lifetime and would be able to give a
definition of what museums are, something which will be probably based on our own
experience. Nonet hel es s, there is no such
imaginaryp henomenono, @luadson,d®08: d5)MVasedms ara riot ahe

same, as many different types of museums exist around the world. Even museums
focusing on the same subject matter, such as natural history museums, are not all alike,

but rather differ on a number of levels, e.g. in terms of museological approaches,
intended audiences and cultural factors. Furthermore, a single museum is not a fixed,

static institution, but rather evolves over time due to societal and cultural changes and

new needs, as well as the input of new staff, audiences or stakeholders. Threfore
assumption that an fiessenti al museudmo exi ¢
determined, stable definition of it which can embrace the many different forms of
Amuseumd as we all know it, but (Hoomet her an
Greenhill, 1991: 191)asconfirmed by the impressivange ofdifferent proposals for

the new ICOM defiition of museurh

Education has been one of the most important functions performed by museums
since the birth of the first public museurf@. E. Hein, 1998) The f i r st Nncabi
curiosityo were born in the Renaissance as

economic power of wealthy merchaifidooperGreenhill, 1992: 78)At the end of the

1See | COMO shitpsvctnsnuseam/en/news/theuseumdefinition-the-backboneof-

icom/.
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fourteenth century, these collections proliferated and some of them were made partly

open to visitorsd mainly scholars, intellectuals and travelléis as a display of

superiority and wealth. After therénch Revolution, most private collections were

dispersed and later reconstituted in public spaces (e.g. the Louvre): our current
conception of museums was born then, wi t h
(Bennett, 1995) As a matter of fact, Amuseums ar e
when the aim was to construct a reliable, solid knowledge through reason and
rationality (HooperGreenhill, 2000a: 13)

In the nineteenth centurynuseums allowed a limited public access, and were in
charge of Athe production and disseminati ol
Afa range okl abkbdedisonplineso: the aim of
ful fil an A e nanyandl repeserd the universél knowledge through the
creation of a comprehensive collectigdooperGreenhill, 2000a: 14)During the
second half of the century, museums were mostly focused on emphasising thigyauthor
of governments by exhibiting the exotic items brought to Europe through the colonial
conquestgG. E. Hein, 1998)At the end bthe nineteenth century, museums, together
with schools, became institutions for the education of the méBsesett, 1995; G. E.

Hein, 1998) as culture was considgst as a useful resource for governitrtpoper

Greenhill, 1992) As such, museums were expected to change and improve geople
conduct, i.e. to edify andumoyvi ltihee fAtvh em.t ol
intended as the receiver (HoopexGreerhdlsl®99g8.e of f er
168) Thus, the relationshi® and consequently the coramicationd between a

museum and its visitors was highly verti¢aling, 201Q) This didactic function implied

the use of explanatory texts on the works on display in order to make them accessible

for the public. It was at that time that museums started to employ most of the education

tools which are still widely used today, such as didactic labels, events fgerleeal

public and activities for school groufs. E. Hein, 1998)Cheap catalogues and guides

were made available, and lessorsrevheld in the museum spademoperGreenhill,

1992)

=
—

The moderni st museum continued to be
twentieth centuryHooperGreenhill, 2000a: 15During the First World War, museums
were fundamental public spaces used for education: they provided children with
schooling, and conveyed knowledge about health and welfare to the general public

7
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through exhibitionsMuseums thus embraced a fundamental educational mission, as

well as the responsibility to offer visitors the instruments to interpret what was on

display. However, most of the attention was paid on issues related to conservation of the
collections, rathet han on how to engage vVvisitors wi.t
interested in the publicusé]] , and more interested in the
(HooperGreenhill, 1991: 25) Vi si t ors were assumed to | eal
their visit to museum$G. E. Hein, 1998: 5)Furthermore, the objects belonging to a

collection and the interpretation offered by the curators had the primacy over the
audience engagement, as visitongeds and expectations wenot considered. The
museum voice was perceived as authoritative
a superiority over that of the visitors, c
(Jung, 2010: 274)

Nonetheless, over the last fifty years scho@argspecially in the AngkSaxon
context 8 have strongly supported the neéar a paradigmatic shift from this
traditional vertical relationship to more horizontal dynamics. The appearance of the
ANew Mus &eardo,alg89)the constructivist approach earning at the museum
(G.E.Hein,1998) t he emergence of wvisitor studies,
e X per i(Falk & Bigrking, 1992)and t he conceptumaldsswdamoé on o
(HooperGreenhil, 2000b)and t he @A par t (Samorp Ali0)baveyall beens e u mo
important contributions paving the way for a change. A general trend has started to
recognise that museums need to (Reewee t heir
Woollard, 2006: 5) and change the way in which they deal with their educational

function, as well as with audience engagement.
2.2.2 Audienceoriented approaches in museology

The paradigmatic shift in approach envisioned by museum scholars from the 1970s on
has been a move from the idea of a museafnobjects i.e. almost exclusively
concerned with collecting and preserving collectiolos,a museuntor people i.e.
focused on visitors (and partially also non visitors) as active subjéstd, 1999)

Different approachelsavecontributed to this shift.

The ANew Museol ogy 0(1989) adlyancesthel neddyfor Ver g o
rethinking the position of mus eums, critioc

being fitoo much about museum met hode, and t

8
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(Vergo, 1989: 3)The New Museologys based on the belief that the rofemuseums
within society needdo change: in particular, Verg(l989: 58)questions whether
museumsiae expected to fulfil an fAeducational

to provide entertainment or diversion, to afforcaeeropportunity for reflection or quiet

0

contempl ati ono. I n addition, the tradition

focused, buildingh a s e d i n@®cCalt & tGrag, n2014: 20)is considered
problematic: sholars startto argue thatcollections per se occupipo much of a
privileged position while scarce attentiors idevoted tavhom could benefit from those
collections, i.e. museum visitors. According to Ver@®89: 52) curators and
exhibitionrmakers hae tended to focusore on the disciplinary content and the display

of the exhibitions,andhepai d | ess attention to fithe men

Athe intended audi en chasihusbeywn toemergb, reavisiioh of r
studies, aimed atlentifying museum visitors, as well as their reasons for visiting, their
learning styles and their cultural baggagewho they are, what they know, what they

expect and, most importantly, what they needer@ll, the New Museology calfsr a

redefinition of the relationship that museums establish with different communities,
pointing to the need for broadening and diversifying museum access, as well as inviting

the public to have a more active role in the meanmadging process.

Furthermore, the New Musexgy recognissthat every choice that a museum

€

makes imposes a certain view of the woslddp | aces fa certain cons:s

hi st ®ergp,01989: 2) Vergo acknowledge that every action performed by a

museum to organise an exhibition, such as selecting (or discarding) items and deciding

how to display them and what additional information to include or not, is not neutral,

but rather contributes to constting and shaping the narrative created around such
exhibition. Through the inclusion of specific objects and their juxtaposition in a certain
order , t hey all become fApart of a story o
Nftokens ofuraedceirntao nieluément s of a narrati
more compl ex wg@/brgo,0lB89: M@ ahis ialsogimpbes that the story
whichisseected by a museum is jJust one among
about the same collectigiergo, 1989: 54)

Museums have thus started to be idengfl as institutions which shape
knowledge(HooperGreenhill, 1992)and convey a certain vision and construction of

the world. Contents in museums are mediated and constructed: the museumni i@ not

9
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repository of thatruth@® , but rather a place where Acont
culturally influenced humanso in order t o
under st oo d(GhEyHew,i1%98: tL5d)fhe choice of contents and the way of

displaying and talking about them is itself a construction: thus, the knowledge
transmitted m museums is not something undisputed. This definition of museums
acknowledges the fact t hat (Styhaodultambert,e | ev el
2010: 138) the single totalising interpretation imposed by the museum is contested to

open up to multiple perspectives and interpretations.

Social constructivist theories of educatioavealso playd an important role in
redefining the museum educational function and the role of visitors. (#888: 3)
recogniseghat museums need to take into account the viditeesning experience at
the museum due to their established educat
mus e ums t o just i f yarguedihati theoriesxof learneng cam de He
positioned on a long continuum, with two extremes representing two opposite
arguments. According to He(d995:2) at one extreme is the ass
consists of the incremental addition of individdaitsbof i nf or mati on i nto

this perspective is based on the idea that knowledge exists a priori as an independent

realt y from the | earner, who starts as fAa t:
uni directional way . At the other extreme i
consists only of i deas con(6.tEr Hemt189%%: 1) n t he

Learning is thus intended as an active process, as the learner is involved in the meaning

makingprocess and actively constraknowledge.

Constructivist education is based on two assumptions: firstly, learning is
mediated by the active involvement of the learner; secondly, the interpretations
constructed by the | ear byé¢he mubeumsnas they doenetd t o |
need to ficonform to son@ E.eteih, d998 84)Heist andar c
claims that museums and their exhibitions differ according to the theory of learning
embraced. The fAconstructivi st museumo i S O
process of knowledge creatigh which is itself a constructive a@ by making
meanings out of the exhibition and drawing personal conclusions. In order to facilitate
this process, a constructivist exhibition nedd o provi de mul tiple n
without a fixed, predetermined path, but also several different learning modalitieés a

activities to fnApresent a range of points
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acquired information with life experienc€&. E. Hein, 1998: 35)The latter is of
paramount importance, as visitors need to be able to relate the museum experience to
prior knowledge. Ultimately, the constructivist museum as proposed by Hein prioritises

the visitor/learneas an active agent, as opposed to the content of the museum itself.

The concepts of visitors and Aaudience:
meaning: there has been a shift from fAeduca
to Al ear ni npgriormaddy vésitors,avhatare manlonger conceived as passive
addressees, but rather as active learifeesk & Dierking, 2013; Henning, 2006
HooperGreenhill, 1999; Hudson, 1987; Lang, Reeve, & Woollard, 2008)e
conceptualisations of heritage have also changed, according to a mocenised
perspectiv§Conway & Leighton,2012h ased on the visiting fAexp
modes of interaction with visitors. The visit to the musdwas started to be regarded as
a personal learning experience made by the visitor, opposed to passive transmission of
knowledge (Falk & Dierking, 2013) visitors are now able to construct their own

individual, differentiated experience.

Falk and Dierking(1992) providea holistic framework with which to approach
the museum experience, witheéyrefet o as t he Ai nteractive muse
refined and defi Med ehs oiit(Ra& & Dierlking, &@80)u a |
According to their framewor k, |l earning is
within diff éralle & tDierlking,n2008:x10)s.& personal, social, and
physical context, each one including factors which coutilto create the visiting
experience. Personal factors may be preferences, expectations, prior knowledge, which
have a great impact on the way visitors experience museums. Visiting museums is also
a social activity: it may be either an individual or aledive experience where
Acooperati ve | e(&akn& Diggking, 20a3k &53) Finally,apbysical
factors also contribute to the museum experience, including the structure and size of the
building, the disposition of the objects of display, and the feelings they evoke. Falk and
Dierking (2000: 10)claimt h at Al ear ni ng ctio$ thet imesactigns oc e s s/
bet ween these three contextso, which over |l
change over timeln addition, they arguéhat learning as it happens in museums is
Af rccheoi ce o0, as opposed t o fuchramschooldagka&r ni ng i
Dierking, 2000: 13)
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Another fundamental contribution to the field of museum istudones from
HooperGreenhill, whoclaim that objects in museums acquire meanings according to
interpretive frameworks which are culturally sitedt assuming that different
interpretive frameworks can be adopted to apply different meanings to the same object
(HooperGreenhill, 2000c) The encounter between subjects (i.e. visitors) and objects
occurs according to the way in which objects have been selected and displayed.
Furthermore, she criticisghe traditional idea of the audience asirgle, integrated
group, thus stressing the need for carrying out visitor studies in order to get a better
understanding of the variety of visitors and communities. Finallypebtulatesa new
emerging concept of pestod er n mu s e u mmueiu.MmO., fimMhh ec hp dsst st |
embryonic stage. Although slkieesnot describet in detail, HoopeiGreenhill outlines
S 0me o f i ts characteristics by di stingui s
According to her, the museum of the future is not defined bingle space, but can
occupy different places and take different
an exp dHooperGreemhill, 2000b: 152)he focal point does not seem to be the
architecture, nor the display of the collections, but rather the diverse communities

participating in the museunelated processes.

More recently, other scholars have engaged i digscussion around the roles
expected to perform by museums in relation to their audiences. Among them, Simon
promotesthe idea that museums can demonstrate their value in the contemporary
society by engaging peopl e @as siicwd taworad u npea
(Simon, 200: i). Simon invites museums to combine the promotion of institutional
goal s with community engagement, soOo as to
i .e. fAa place where visitors can create, sh
(Simon, 2010: ii) Drawing on the idea of the audiencentred museum and the
constructivist learning theories, Simon promogeh e need for creatin
personalized, and changing contentpco oduced with visitorso, t
importance of the visitors and theirntabutions to the museum: ultimately, she reject
the concept of dabduisomethisgeodfords folmeiomg 0, but sup

that of the museum boeithGdvg sh (Bimena20kdi) and manag

Overall, in the last few decades scholarship in museum sthdestarted to
address the perceived failings of the modern museum, criticised for being mainly

underpinned by values of preservation and conservation. Scholars have called for a

12
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Areconceptual i saaudine nacfe trled amuseawmimofpd and
di fferent i at(ldodperGreerthill, e20@& s2&9). They have further

recognised the importance of the active role of visitors in the construction of meanings,

and called for the need for engagithem as cgroducers of museum contents.

Museums have been invited to shift their prioéityfrom collectiorbased organisatien

vi ewed adhhofisesdsume icentres of activity an
present and the futufgludson, 1998: 50) whi | es ttyhlee finousde umo used
colect i ons as its major responsibility, museu
t he p@Hldson, d998: 43)Postmodern perspectives to museology have stressed

the need for a par adi eneateditocan expeaemagiented A f r om
approacho, whi c h i gBabice&nMiktogedic, 2003: 30NThe vi si t o
emphasis has moved from the collection asodiépry of meanings to the visitor as

subject of the museum experience and producer of meanings. Museums are increasingly
required t ¢ e rbter efilpe oA SetHeih, u2000)avimere  multiple

perspectives, coming from different interpretative communities, are encouraged.
Museums nowadays thus face new challenges, which are contributing to thenghang
contours of these institutions: on the one
Awhat i s said and who says it o; on the o

understanding and ¢(HoopeGreenhdl,t2000an18)of meani ngo

Some scholars, such as Smi@mith, 2014)and McCall and Gray2014) have
guestioned whether the principles advocated by these new perspectives have actually
had a practical impact on museum approaches: many have argued about the possibility
that a fAconstruct-mubstmiiudeumot oexasfipget,
conduct analyses of current museum practices in order to investigate the extent to which
the proposed changes have actually occurred. However, it is clear that these new trends
in museum studies have contributed to the emergence of the conviction that
commuication plays a fundamental role for museums: in particular, the adoption of a
more audienceriented approach has called for a thoughtful consideration of the

intended audience for museums, which may also affect their communicative approach.
2.2.3 Museum communication: language and texts

Partially due to this renewed attention towards the audience and the learning experience,
there is a large body of literature that has acknowledged the centrality of

communication in museuni€oxall, 1991; Ferguson, MacLulich, & Ravelli, 1995; P.
13
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McManus, 2000; L. Ravelli, 2006; L. J. Ravelli, 1996;i\W&995). These studies have

revealed that the generation and transmission of meanings in museums depend on th

use oflanguagei consi dered in a broad sense as eil
Al anguage richo, as they may (Fotech,20llawded of
Therefore, language plays a fundamental role to create and mediate meanings in the
museum context, as stressed by Ray@96) People who are not familiar with an

object may feel excluded from the interpretation of the meanings inv@lVei, 1995)

and may thus need a form of f@Amediationo of
and contextualed, so that meanings can be accessed by everybody. Curation and
methods of display create a context and give a voice to the objects by telling a story

about them(Coxall, 1991), which has been broadly define

the museum context.

The role played by interpretation and interpretive texts in museums has been
much debated, especially in relation to learning and visitor res¢aritbch, 2011h)
Tilden (1977: 8)defines heritage interpretation as a fdion performed by museums,
national parks and other cultural institutions describirag it

ffan educational activity which aims to reveal 11
use of original objects, by firdtand experience, and by illustrative medidhea than

simply to communicate factual information

Although Tilder@s definition has been largely adopted in the museum context, it
has also been criticiseAccording to Staiff2014:37) t he i nherent idea ¢
seems to create fAa hierar chiwleadeable expegtr r el a
and the norexpert, and suggests that a profound meaning resides in the objects in the
first place. Nonetheless, in light of the new constructivist theories (cf. S&2d), it
i's thought t hat Ameaning does not l'ie <cry
medi ated through di ff e(6taifff 2014f I¥yLmiwig (BOLS: "nr epr e ¢
10) also acknowledgeghe multiplicity of poses| e fAmeani ngso, whi ch
Tidens definition, as any object or event ca
peopl eo. T h e stressesthe omportdncerof larnguage for interpretation,
claiming that the | languagernfthe pheromenontthesdendet at i n
[ or object], i nto the | anguag(budwgf 20t5he | i st
23), which seems to point to the need #opopularisationeffort (cf. Section2.3.4).

Beck and Cabl€1998: 1)definei nt er pr et ati on as fAan i nform
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process designed to enhance understanding, appreciation, and protection of our cultural

and natur al | eggraaxlyloe s t\hii si tporrosc etse fAsee, | e
i nspir ed(Béck & Gabld 49981 8Finally, Lahav(2011:80) conceptualises
i nterpretation in museums as a fAspecialist

shapes e.g. wall texts, object labels, leaflets and exhibition catalogues. Other
interpretive resources or activities may be talks, tours, audaeg, guided and self

guided tours and digital interactives.

The concept of | anguage as fAa system fo
describe and understand realififerguson et al., 1995: 4% connected with the
constructivis theories of learning (cf. Sectidh2.2: knowledge is constructed through
language in a manner that represents a certain-sattigal vision of the world. Coxall
(1991)claimsthat through the choice of what is stated and what is not siatasl well
ashowitisstated museum texts convey HAismplwihdicth arr er
influenced by the people and institutions involved in the content creation: texts reflect
the Mmwrddeirally constructed way of I ooking
and aims of (Goxakk 1961u 808. LAlheuth museum texts have long
enjoyed an faur a (Gokall, 1995 93¢ssholarohave dlainted that h o
texts can never be completely objective and impartial. Language per se cannot be
considered as a neutral mediuferguson et al., 1995) and @At he constru
language isitsela  c on st r uc t(Comal, 199X 93yMuselim téxts convey a
certain construction of knowledge according to the ways language is shapehkey
al so establish a specific role and dArel ati o
in terms of textual authorityBradburne, 2005: 8)Who is speaking in museum texts,
who they are speaking and what are speaking about are relevant questions that need
to be taken into account for a complete un
[as] a preserver of precious relics but [as] an information link with these objects and the
wo r (Coxall, 1991: 93)

Kinsley et al.(2016: 57)maintainsthat museums need to pay attention to the
way t hey communi cat e as it ican Il nadvert
depending on the choice of words. The use or omission of certain wordsomasy
and |l egiti mate dominant narratives, and t
(Kinsley et al., 2016: 57For instance, the authors arghat in some cases the use of
the personal proneunusiweas may beawmapgovi d
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consensus that can be (Einslpyetal.e2016:&58)nthes mar g i
example suggested by the authors (fAwe won
ali ence and at the same time fNexEindede|[ s] ar
etal,2016:58) I n ot her cases fAweo may refer to a
in general, and thus it may be more inclesand less mblematic. The authors suggest

t hat a museum may want to mak e Amor e I nc
assumptions about staff and visifoksi ved experi encesao, as wel |l
critically about the meanings of a word to ursland whether the latter expresses the

intended mission of the museyKinsley et al., 2016: 59)

A wealth of literature has been published on museum t&kis. perspective
discussed here is specificaligpresentate of the AngleSaxon contextand is largely
based on an Angl ophone starting pa32nt i n t
and audience expectationdost of these studies have focused onsite interpretive
texts within museun@spermanent and temporary exhibitiomsg. labels, panels, wall
texts, takeaway information sheets and audisual materials. Much of the research
conducted(Dean, 1994; Ekarv, 1994; Gazi, 2018; P. McManus, 2000; Serrell, 1983,
1996) hassought to create practical guidelines aimed at improving text readability (cf.
Section2.3.3 . For i ns ttarnecaed, ntehteh ofideda spyl994 208 e d by E
3) includesspecific recommendations to condense the material but at the same time
adopt a fApoetico s thyg lse of sHerk and wimply estcucturetie n d
sentences, active tense verbs, texts broken into paragraphs, asatiomel tone
directly addressing the reader and references to the related exbilgtio the museurds
educative functiorfFerguson et al., 19958cholars have emphasised the importance of
mediating between two aspects: on the one hand accuracy and complexity, and on the
other hand comprehensibility. Although museums as cultural institutions are expected to
provide contents which are scientificallyrecise and convey the complexity of
knowledge, contents need to be easily understandable and appealing to a diversified

audience, including both experts and non experts.

Serrell (1983: 1920) describes he noti on of Afaverage Vi s
museum texts are made not only for spelcii st s, but also for a f
Creating contfentesndilny a tfyMiesdi tnoerans gi ving p
to understand their needs, expectations, and perceptions: this implies thatovisitors

experience i s mormmuinmpeartti anmgt (Beeblal®O6:O2v| e d g e 0
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Texts shoul d anguage thdt tcam Ib&k comprehensible tb the intended
audience. However, Blund¢R006: 31)Jar gues t hat museum shoul d |
a gener al audienceo in a simplistic way, b
museums need htto mesismmleiof yhas b esenplificatiore st i on e ¢
may lead to trivialising contents, as well as underestimating audience abilities.
Therefore, the challenge is finding a balance between these two opposite but

complementary forces, i.e. accuracyaomprehensibility.

The issue of accuracy is intertwined with that of technicality. Some have argued
that jargon and specialised language should be avoided, as they undermine text clarity
(Ambrose & Paine, 2006 However, scholars generally agree the use ofechnical
termsas an integral part of the language of musewmeavoiding technicality may
compromise content accuracy and correctifessguson et al., 1995; L. Ravelli, 2006)
Technical terms necessarily describe and define the knowledge concerning a specific
subject or domairbut theymay be obscure to some readers, so thgyire a definition
or an explanation that make them accessible and clear to a lay public. Fgfig%in
5')suggests that defining technical terms is
links betweernordinarydlanguage andtheoreticabl anguageo, thus <creat.
space between the museum experience and everydayndiferidging the gap between
correctness and comprehensibililjhe way in which a definition is provided can be
different according to the targeted audie, the medium where the text is presented and
the function of the text itself. Another important aspect is understanding where to
introduce technical terms, i.e. on what level of the hierarchy of information offered
(Fritsch, 2011a)this applies to different interpretive contexts, such as an exhibition or a

museum website.

Another common aspect that is often linkedhwigxt simplicity is brevity. Text
length has avays been regarded as a dilemma,staglies have shown that most
museum visitors are not willing to read a large amount of (teetguson et al., 1995)
For this reason, guidelines usually advise not to onerywand to be concise and to the
point (Ambrose & Paine, 2006; Ferguson et al., 1995; Kentley & Negus, 1989; P. M.
McManus, 1991) Further more, Afl ash writingbo, [
supposed to contribute to audience engagement in the meaakigg process:
according to Bossel2016: 20) fia f | @& Jsréquiresitree ceader[to fill in the
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bl anks wusing their own expegpadiapatonanchd | mag

learning.

Bartlett (2016: 32)claims that experiments in cutting down exhibition labels
have been successful, as this emableo fii ncr ease v i s isthatr readi
technology has transformed the way we read and process texts: nowadays, people are
generally not used to read long, dertexts, especially on screens or in situations where
they are not comfortabl@ e.g. standing for a long time in a crowded place. However,
the author refers not just to Adecreasing
t o Asi mpl i fygien, g atnhde ilnacnrgébaaBartiety 20¥6i 81y al s 0O
Nonetheless, lert texts are nonhecessarilymore understandéd a short text may
include few sentences, but be packed with information, resulting in a great amount of
effort by the reader, who needs to Aunpackofc
meaningful and necessary for the comprehension of the termndAtéxt, instead, may
contain fewer complex words, but have many complicated, whirling sentences that need

to be unravelled.

Ravelli (2006) draws on Hallidays systemic functional linguistic€1985) to
explain that complexity is an ambiguous term which has to be broken down into two
meanings: on the one hand is lexical complexity, i.e. the complexity related to the words
used n a text; on the other hand is grammatical complexity (or intricacy), which
depends on the structure of sentences. Lexical complexity is typical of written language,
which is usually lexically dense, i.e. full of lexical items carrying meaning: this is the
consequence of the use of linguistic devices such as nominalisations, a higher number
of lexical than grammatical items, technical terms, abbreviations and acronyms. On the
other hand, grammatical complexity is a distinctive feature of spoken languaitge: wh
speaking, people tend to use an intricate system of sentences, each new one adding to
the latter and creating a complex syntactical structure, e.g. through the use of
subordinates and passive voice verbe. Nonet
and a spoken text may s o (R006)explainktleat tlsisih wr i t t e
true because medium and mode do not coinc
communi cati ono, i . e. At he physical(l. way i n
Ravelli, 2006: 50)if one is speaking, then the communication occurs through a spoken
medium, while a paper text is conveyed through a written medium. However, not all

texts occurring in the same medium work in the same way: somedualys speaking
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may fAtalk |ike a bookd, while a book may r
i s A s (L.dRlavelly 2006: 50)

Ravelli (2006: 72)argues t h a't the difference bet ween
mus eumo and tnhues eimew cpasthe described i n
Ai nteractihesal avhp 1 ea ct hee perforor theerole gb the f er s
Aaut hati ve experto and talk to the visitor
impersonal style and a neutral, objective stance, the latter (i.e. thmpsstim) aims to
establish a relationship with the visitor as equal partner by adopting a momaahfor
personal style and an opinionated, subjective stafaiele 2.1 shows the differences

between the two approaches.

Old modernist museum New postmuseum
Roles Authority to novice Equal partners
Style Formal/impersonal Informal/personal
Stance Neutral/objective Opinionated/subjective
Table2.1. AOl do and Anewod interactional approa

Text structure and organisation are other ways to enhance text clarity. A good structure
of headings and sdheadings, the use of a topic sentence at the beginning of each
paragraph, the concept of writing one paragraph per idea, the INemstructured

these are all devices that improve comprehensibility and readability (cf. S2&ién

The basic idea of these devices is to present the most relevant inforsmtioat it is

easy to spot through scanning. As far as organisation is concerned, F&ifi8®ing)
suggests that museums cannot @recedingt eoxnt sfov,i s i
because each visitor will decide what patHdibow within an exhibitiond the same

being true for online navigation (cf. Secti@rB.2.9. This is why it is helpful to make
each sect i on-coath n t(Beegusbneeka., 1905: &b that it can be a
meaningful stanélone section.

Coxall (1991) and Ravelli(2006) criticise sone of the most common writing
guidelines and readability formulae found in museum contexts, because they are based
on Al ingui gt Ravelli,f2806:1 6d)Accerding to Ravelli, the level of
comprehensibility simply canho be judged according to a fi>»
any magic (or qlc Raeefit2006:i68)ds the dbitity tonuntleestand a
text depends on a variety of factors characterising communication. Howeverli Ravel

recognised the importance of these guidelide®.g. use active verbs, keep sentences
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short, and avoid jargord because they have nonetheless provided insightful
perspectives on language, and most importantly they have drawn attention to linguistic

isswes in the museum context.

Studies in linguistics have also investigated museum communication. Liao
(2011)focuseson howmuseum textsnediate between visitors and objects on display.
According to the author, exhibition labels are a site of interaction between writers and
receivers, and guide the process of megeonstruction, which takes place throughout
readi ng: her assumption is that fAwriters a
othes r e s fdlian, 2EE @01)Lazzeretti(2016) offers a diachronic perspective
to museum communication by focusing on a specific textual genre, i.e. museum press
releases. Through a corpubased discourse analysis and a genre analysis of press
releases published by eight British and American museums from 1950 to 2016, the
author descrit®the typical featres of this genre, and explotesw it has evolved after

the emegence of the new technologies.

Few linguistic studies havexploredmuseum communication on their websites
and social media. Among them, Borf@009) focuseson description and evaluation in
exhibition presentations on museum websites, by considering these as a promotional
genre: tle study highlightspecific promotional strategies, such as the use of evaluative
language to describe the exhibitiand the works of art, and the effort for establishing
Aa relationshi p w@Bdndi 20609 £27)A differem dtancaslitakeni s i t or ¢
by Saiki(2010) who assessdhe degree of user interaction througltontent analysis
of the education section of a selection of US costume and textile museum wiepsites
considering five cognitive levels, each one facilitating a oeridegree of user
interaction. Her research shethat museum websites generally allow a low degree of
interaction, and are mainly designed to invite users to visit the mudeémally,
Sabatini(2015) adopts a contrastive approach amdh al y s es fAcMuwsrissuend Di s
English and Italiantexts from museumwebsitesthrough two case studies, i.e. Tate
Gallery in London andhe Gal | er i a d Oir\ Tutine by Kdoudireg romtreeir
mission statementse investigats the different textual featureemployedby the two
museumst osetfan authoritative setépresentation and establish rapport with their

respective audience¢Sabatinj 2015 105)
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2.2.4 A multicultural perspective to museum communication: translation in

museums

The increasg attention to audiences and to the important role played by language and
communication have contributed to the museum acknowledgement of the need to serve
and engage culturally and linguistically diverse audiences. Although museums have
only recently recgnised strategies for including multilingual audiences, translation and
multilingual practices in museums have gained momentum, and have started to receive

attention by the academia.

Translationintended in a very broad sens not a foreign concept imuseums,
but a key process embedded in museum pract®tesge(2007: 130)arguesthat the
museum itsel® especially the ethnographic musedmis a form of translation and
medi ati on meant as a fArepresentation of «cu
employ a variety of sign systems to produce megmiaround the objects displayed.
Sturge claist hat At he Ot her o, i .e. the people rer
a given, but is created by the curator through a form of translation. In this scenario, the
Asource text o ofssidtheicglturd repaesestédathei ethhmogrgplenor e
curator acts as a cultural translator, and the artefacts on display are the products of the
translation carried out for the visitors, who are the witnesses of how otherness has been
translated and repredsee d i n, through and by the museu
refers to is also a linguistic one, as the written discourse of the explanatory texts
accompanying artefacts acts as a further #dt

However, other forms ofdnslation als occur in museums, whidiave to some
extent committed to translating their texts into other languages, either for international
tourism or for the integration of local minorities. Research on multilingualism in
museums has underlined the basic dilemmaaniany museums face, i.e. whether or not
to embrace multilingual practicés engage different audiences in thecomstruction of
meanings. Most of the studies in this area come from the North American context and
focus on the extent to which museums vile onsite bilingual or multilingual
materials in different formats, as well as the visibgyerception of these resources
(Jenni Martin & Jennings, 2015%aribay and Yalowit22015) challengethe most
common assumptions used by museums as justifications for not committing to
multilingualism: e.g. they argueagainst the ideas that linguistic diversity is not a

common issue and that creating multilingual contents is too expensive dieth@ihg.
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Similarly, Renner (2003) discusses reasons for  comitting to
bilingualism/multilingualism in museums order tofacilitate the dialogue between

first and secondeneration immigrantdN. O. Renner, 2003: 15)

Champ(2016)claimsthat not only does a bilingual effort foster inclusivity, but
it also improves the quality of all visit@rexperience. Providing exhibition contents in
di fferent | angugpgeosxebsso awhinmuh t r egepres th
thoroughly consider @At hgChanpy20l6el3dseatgtiees 0 of t
limited space available for each language: ultimately, texts in both languages benefit
from this process in terms of qualitghamp presentsituations where the translation
process contributed to the improvement of the original text, e.g. when a sentence in the
original | anguage (in this c¢adgGampR0lG! i sh)
45) or was misinterpreted by the translator: in these cases, the museum staff realised

that the originaléxt needed to be partially rewritten in order to be clear for visitors.

Renner et al.(2015) presentthe results of the Bilingual Exhibit Reselar
Initiative on the current state of bilingual exhibits for informal science education.
Interviews with staff showed that professionals first created exhibit content in English,
and then translated it into Spani€bne respondent suggested that they ax¢ n a t At he
codevel op me n(@N. Rerner gtal., 3085t A&xhus referring to the possibility
of working on Engish and Spanish contents simultaneously, which may ideally
facilitate the process and improve quality. Some interviewees also noted that sometimes
the translation process contributed to a refinement of the English texts.

Kelly and Leyman Ping2016) highlight some best practices fibre process of
transl ation and Ar atthe &andiego dlatuval Hisfory Mdseumc ont er
to engage with the increasing Latino populaterg.usi ng fAneutral 6 Span
wi | | be understood by t h(e Keha§ leeymart Bino,o f Spart
2016:52) Al t hough Aneutral o |l anguage seems to

specific variety and used only in a country/region, the concept reopaitesvague

Soto Huerta and Huerta Migu&015) report concerns as to whether the
translation may be satisfactory and successful, and thus whether the effort is beneficial.
Providing onsite contents in two languages requires practitioners to limit the amount of
content to accommodate texts in both lamges, which is definitely a challenge.

Furthermore, the decision of providing multilingual contents requires the museum to
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manage the translation process, as well as decide in which language(s) to translate the
texts: the choice of offering contents ilaaguage and not in other languages may still

involve a discrimination against other linguistic communities.

Petry(2017)argueghat providng contents in more than one language is often a
matter of international tourism, rather than an effort to engage with local minority
communities(Petry, 2017: 447)Petry suggestthat museums may employ alternative
strategies to welcome local minorities, e.g. training bilingual members of the staff to

orally translate exhibition texts or provide guided tours in anothgukaye.

A different approach to miguistic and social inclusiors iproposed by Clarke
(2013) whose research explored museums as sites for language learning by adult
migrants, refugees and asyluseekers. The author suggedtse possibility of
integrating English for Speakers of Other Languages (ESOL) provision in museums in
an AngloSaxon contet in order to foster confidence and linguistic competence, as well

as facilitate social inclusion.

The Europeanscenario is more diversifiednultilingualism appears to be a
major challenge for museums in order to widen audience engagement and address
different linguistic communities, both at a local and at an international level. For
instance, Shellef2015)exploreshow inclusivity is addressed by museums in Belgium,
where different communits speak different languages$iesdravs on linguistic and
performance theories to suggest the possibility of creating interactions between
museums and multilingual audiences through a variety of communicative forms, e.g.

live performances.

As far as webs#s are concerned, the need to limit contents to include texts in
more than one language may not be an issue, but problems of budget and language
choice do apply online as well. Museum websites may be accessed not only by the local
community, but alsdiy distant, international users, which may make the choice of
language(s) more difficult. Furthermore, in many cases only a selection of web pages
are translated into other languages, resulting in a gap between the amount of contents
avail abl e i nlanguhge and thai imiothealanguages: ergo, museums also
need to choose which contents should or should not be translated, as well as whether it
is easier to translate those texts or create new ad hoc texts in another language. Few

studies have focused dine translation of museum websites. For example, Marlow and
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Clough(2007)carriedout a study on Tate Online, i.e. the website for Braaihate art
galleries, investigating the linguistic needs of international users visiting the website.
Tate Online offered a great deal of material which could be of international interest, but

at the time when the research was conducted, most of it Waaamessible in English.

Studies in applied linguistics and translation have focused on specific aspects
related to the translation of museum exhibition texts. Ned2@%2: 198)investigates
the relationships dAwithin and between diff
museums offering bilingual texts in Chinese and English. In particularrdsseathe
essential intrasemiotic and intersemiotic relationships between objects, texts and
museum spacefRobert Neather, 2005)Guillot (2014: 75)further investigatesthe
extent to which fAthe | anguage used i n muse
avaysof seeingd . T h e a wut that little warki hastbeen devoted to interlingual
museum translation, dncommenton Ravellés study on museum texts, stressing its
Amonol ingual ( @nilpt, 2014 )78) Adcawding €00 Guillot, the
paradigmatic shift advocated by museum academics such as Ravelli has resulted in a
communicative chame from a #Afor mal , objective, i mp
more i nformal, i nt e (Gpilot 2bin78)lAccording to Gwallott i ve st
this new approach to museum texts may not be working in non /AB&}{on scenarios.
A comparison between texts from British and French thematic art exhibitions revealed
deeper differences which fare | ikely to pr
according to their cultural backgroui@uillot, 2014: 89) in her study native French
and Spanisfs peaki ng students perceived exhibitiao
simpl e, i n content -sapnreda kfi nrgmaos;t urdaetnit vse t Georungahi
explicit enough 0 :spebkingsaubenty perceivdudttéxts gandiated) | i s h
i nto Spanish and French a@Euilotf 204n74)IThis speci a
seems to point to the need for considering the cultural system of the intended audience
(cf. Section2.4.4).

Sonaglio (2016) examinesthe translation of object labels from Italian into
English in Italian museums, and how they reflect specific museological approaches.
Drawing on RavelliGs framework(2006) she analysei how transl ati on dea
ideational and interpersonal choices of the original text by examining in particular
i ssues of transitivity, modal it ySonaglo,t i tude
2016: 2) Results show that the t-@ulgtedr alexner me
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belonging to the target culture, and more specifically to the AAglerican museology,

which privil eges lseusbs] efcdrimeel dti(Souvdglioase e
2016: 2278). Other studies have investigated the assessment sfatiian quality of

museum textg§liang, 2010; Leiva Rojo, 2018)

The case of English used as an inteowai language, which is thus expected to
serve amuseummulticultural audiencehas not been fully explored. Chen and Liao
(2017) investigatehow national identity is outlined in ihese museum texts and
reframed in their translations into a different language, i.e. English, designed for
international visitors. Having different cultural backgrounds, the latter rely on the
information provided in interpretive texts in order to makeaming out of objects
which may not be familiar to them. Transl at
of mediation i n m({Chen & hno,20lihvBR)The schoolars foausd
on Taipei 228 Memorial Museum, and compare the exhibition texts in Chinese and their
translations in English, suggesting that 1

narrative of nat i onwasitors(Cen & tiaot2913:65)or i nt er na

Petry arguset h a t English i s Inguafsancd€0l&:di43t he fde
emphasis in the originalyvhich is why most ctiiral websites offer contents in English
in order to address international tourists, while little material is provided in the
languages of the largest minorities. The assumption that English can be used as an
international language does not provide angslan whether contents in English can be
inclusive to everybody, as it does not account for the differences within the audience,
e.g. in terms of language proficiency and culturatkground Scholars seem to be
partially aware of the problem of addresspepple with varying degrees of language
proficiency: for example, McManug000)recommendto keep in mind those readers
who do not consider English as the firath gu a g e, and help them b
wor ds and sentences without s u(o8s: d8) ar vy c |
sugget avoi ding Aireferences t hat ar e cul tur a
incomprehensible to nenglish peaking visitors/users. Nonetheless, research does
not seem to have addressed the issue of addressing Espgisking readers with
different cultural backgrounds, and thus the question of whether an -Sagln
approach to writing museum texts may be appate for that audience. The question of
whether communication in English works for any reader with some kind of

understanding of the language remains unanswémegarticular,scarce attention has
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been devoted to strategies used for writing online-csetred contents in English
addressed to a culturally diverse audience.

2.2.5 Digital heritage

In the last few decades, the role played by digital media in museums and more generally

in the heritage sector has received great interest, resulting in the lartieaf academic
branch which has been (@aF MatyWd& Jormeg) 800&rm i nf or
Adi gi t al(Pariye2005,t280F)esan emerging field, this has included research

on the theory and practice involving the use igitdl media in museums for curation,
interpretation, communication and learning, both within and beyond the museum walls.
Economou(2015) reportsa list of the main digital heritage applications: Virtual and
Augmented Reality, geographic information systems and 3D modelling, mobile apps for
guided tours or virtual exhibitions, gaming, social media, crowdsourcingntardjible

heritage. Studies have examined the adoption of digital technologies by museums to
create orsite interactive experiencéRarry & Sawyer, 2005; Tallon & Walker, 2008)

More recently, research in digital heritage has focused on the use of social media as an
instrument which can foster audience engagen{@ntKidd, 2011) studies have
underlined that the fAweb 2.00 has had an
learning (L. Kelly, 2010; L. Kelly & Russo, 2008)and more specifically that social

media may contribute to develop online communiti€onemann, Kstiansen, &

Drotner, 2015) increase usedsnteraction(Laursen, Mortensen, Olesen, & Schrgder,

2017) and allow practices of usérarticipation, collaboration and @weation of

meanings throughlGC, i.e.user generated contgidenny Kidd & Cardiff, 2017)

A great deal of atintion has also been paid to museum websites as the online
institutionalspace al | owi ng access to the <collectio
g al | (Econpmou, 2008: 146). The first museum websites simply replicated the
printed material online and provided practical information. Later on, many institutions
have started to digitise toimagnifyartpieckeslasdct i ons
del ve into techni c@dpezavagapdi,i Matagiand, & Bobve,det ai |
2010: 235) As virtual visits have progressively become pop@@unliffe, Kritou, &

Tudhope, 2001: 229)museums have tried to developew ways @At o 1 ncre
i mprove Vvisitor i nteracti on wi(tLopatouskae i r Vir
2015: 191) According to Economoi2008: 149) digitised museum contents offer

sever al advantages: first, the site can sh
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items, whichcan be zoomed and observed so as to notice details that would not be

=)}

clearly visible with a naked =eyeo. Secon
Afobjects normally displayed in different g
from anywhere inthe world (Economou, 2008: 149)Third, the museum online

collection supports formal and informal teaching and learning, ofigri t he <chance
reuse informationo, as well as Ato personal
mat erial 0 i n ter mgEcoadmouuZ@8r 149Fmally, sincen @l st yl e
contents may be easily offered in different forms, data may be adapted for users with

di sabilities or for mul tinati onal audi ence

exclusionandth mar gi nal i zat i Eoconombu, 2008r1blp us gr oups o

Museums strive to address a heterogeneous audience and accomusedate
educational need&orich, 2008) However, the range of online users is so diverse that
it is not possible to limit them to one sort of visitor. Peacock and BrowtzilD7)
claim that referring to an online audience for museum websites is anachronistic, as
everyone uses the web for their own purposesaeéSstudiegP. Bowen, 1999have
tried to identify the profiles of users visiting museum websites according to paramet
such as age, gender, origin, individual/groups, purposes for visiting, etc. However,
Peacock and Brownbil{2007) arguethat most studies about online visitors tend to
focus exclusively on the identity of users, rather than on what they need and do online.
Other studiedhiave examined the most common motivations for online visitors to visit
museum websites: among them is the need to get information about museum collections
or to look for digital images which are not otherwise acceséise/chyna & Hastings,
2002)

According to the needs drexpectations that usual online visitors have about
museum website resources, Cunliffe et(aD01: 234)divide online users into four

di fferent categori es: A prieitt imfamnation dboutvthes i t or s O
museum coll ections and facilities, and may
who need technical i nformation related to
need information access for s bdinerestedpnr 0j ect s

visiting the collections but cannot do that in person.

Kravchyna and Hasting&2002) propose a similar typologydividing online
museum Vvisitors into the following groups: people planning a visit to the museum,

people who have already visited it, educators, researcsteents, curators, children,
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potential museum visitors who are not able to make a real visit, managers and donators.

This classificationnclude a type of visitors which wanot considered by Cunliffe et al.

(2001) i.e. people who havalready visited the museum in person and needvjsist

i nformation: this sheds | ight on the i mpor
and after nrubk Bartyp2004:%6) t s O

According to a study made by Reitatz (2012) 57% of the users visiting a
museum website before seeing the museum stated that the information fdued o
increased their desire to visit the museum in person: ergo, not only is a museum website
fundamental as a medium of information per se, but it also promotes, facilitates and re
shapes the physical visit. Earlier studies have addressed the roleaafrmwgbsites in
encouraging physical visits to the museyths. Bowen, 2000xompared physical and
online visits(Barry, 2006; Thomas & Carey, 2005; Wilson, 20bt)investigated the

museum websites in terms of user ng@ld-. Marty, 2008)

Studies have also proposed and tested evaluative frameworks for museum
websites. Cunliffe et al2001) have examinedour methods for evaluating the use of
museum websites, i.e. direct observation, log analy@miine questionnaires, and
inspection methods. Di Blas et #2002) suggesta method for evaluating the quality
and usability of art museum websites based on user profiles combined with specific
tasks. Pallas and Economidé008) have developec& Museunds Sites Evaluative
Framework (MUSEJto evaluate 210 websites of art galleries around the world. They
distinguish six different dimensions within MUSEF (Content, Presentation, Usability,
Interactivity & Feedback, -Services, and Technical), each one including a set of
specific elementsThe study revealghat mostof the analysed websites nesdme

improvement in relation to Interactivity & Feedback an8é&tvices.

Lépez et al.(2010) have investigated he presence of Aweb
museum websites by adopting a user perspective approach and searching for 24
identified features, e.g. RSS feed, free or moderated forums, blogspohe, g@mes,
wikis, commenting tools, tagging tools and sharing tools (connected with social media
platforms such as YouTube and FlickResults from this study shothat these tools
are more common on websites belonging to museums located in Esptiaking
countries, namely the UK and the USA, while Italian, Spanish, and French museum
websites seem to use tools that do not actively promote user participagi@tatic text

and images.
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Capriotti et al.(2016) have analysedhe degree of interactivity fomuseum
websites in order to consider whether museums are employing more dialogic systems in
relation to their public: a content analysis was carried out based on two categories, i.e.
presentation of information tools and resources for virtual visitaraetion. The
former includedifferent types of resources, i.e. expositive, hyteetual (use of links)
or participative (use of interactive or immersive elements, such as interactive graphics
or virtual tours). Results shothat the analysethuseum webites allowa low level of
interactivity, but a general trend towards new approaches for more collaborative

communication systems with useanbe observed.

Digital technology hasonstituteda major revolution for museumg. Marty &
Parry, 2009: 307) affecting several aspectsd the museum experience, such as
instruments used for the visit (e.g. an audio guide or a tablet), location (onsite, online or
both), exhibits (e.g. objects or digital files) and exhibitive approach (e.g. a traditional
visit or a game). As the boundariee b ween HAinsideo and fAout sid
created a A mu sodRu i Mavrty & Bopes, 2008v 23[3)lis important to
understand how museums may be effectively mediated by their wep¥itesn, 2011:
374) museum pr of e scsente ailaditionabannurs @tu mMidirex per i enc
online, but can offer a new, powerful and interactive experiéhde. Bowen, 2000: 4)
Digital heritage is thus an evolving field of research, where communication plays a key
role, as demonstrated by a recent publication by Drotner ¢2049) who adopt
mediated communication as a key concept to investigate freddiead museum

practices.
2.2.5.1 Constructivist perspectives on museum websites

Museums have always exerted a certain cultural authority on the public. {¥a&h

77) definest hi s aut hority as t he AUnama i | abl e
di sembodi edo attitude encompassing the who
resulted in a Aslightly patronizing, i nti mi
museums having a long history and presfigéalsh, 1997: 78)Many museums have
adopted the same i{fWalsig 1997: 83pnviteir websjieg, wbeaec h 0
pagesseemthe electronic duplicatefdhe material museum. However, Walg997:

79) claimsthat the nature of the web does not support this approach, and thus museums

need to find a new one for their online presence. According to Wa@9v: 8284),

effective museum websites a) are regularly updated, b) facilitate interactivity and c)
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all ow the possibility oédgsehoo,wiinmgs tiietahde ofay
totalising interpretation.

According to Cameron(2003) poststructuralist and postmodernist theories
facilitated the adoption of the Internet as information architecture: Internet andwhe
digital media support fAnew styles of postm
the typical mo d e r (Canmeron, Z0Q3r 3RBCAMeroa clainghati v e s 0
self-perception and ierpretation, which are called for by postmodernist theories, are
all owed onl i ne by features such as Asear
hypermedia, and €[] s emant (Camerana BOOID 326)In this scenario,
knowledge may be personalised and customised, instead of being a single, stable unit,
as the information architecture and the interactivity inherent in the digital media allow
Anew styles of r e a(€Camersnh) 20p3: IRBCAAMew0ds tStdg r s hi p 0
outinest hr ee di fferent fAgenerationso ofs online
Athematic solutions to narrativeo based on
narratives over others and supporting the cultural authority of the mugeammeron,
2003: 328) The seond provideuser s with dalternative patt
i nformati on on the collections by showing
through Asemantic mapso emphasising relati
(Cameron, 2003: 329)this approach contributes o Aa shift i n knowl
relationships between museums and wuser so,
path and construct their own interpretation. Finallyftihneot ent i al f or a t hi |
(Cameron, 2003: 330% suggested by focusing on four broad groups of users and their
needs: curators, collection managers, educators andpsmmalists. Insigis from this
diverse range of uselsghlightt he demand for dAmul tiple skil!/
learning and entertaining nee@ameron, 2003: 335)n general, the study revedlsat
themoder ni st text, feeding readers with A k
preferred by some user groupsch as elderly people and educatbrg new tools, such
as hyperlinks, are also increasingly provi
infformat i on i n (Cameroe, 2003v33Y) 0

Hellin-Hobbs(2010)examireshow the concept of the constructivist museum (cf.
Section 2.2.2, which challenges the assumption of an absolute truth, emerges in
museum websites through the incorporation of UGC (e.g. photographs and comments),

as well as the use odgging and folksonomies (i.e. including ugeya/n keywords to
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describe museum objects and thus create an alternative taxonomy). Theeptutly

examples where UGG adopted on museum websites, which may thus contribute to

fulfil the constructivist musem approach on the web, e.g. by allowing the use of
Avernacul ar | anguagebo t o describe art col
i ncludes only t he(HelinsHolbs 200: i74Accortlirgriagythea g e 0
author, the web has offered museums new opportunities to facilitat® unteraction

with their collections, and most i mportantl
enabling new ways of exploring and intezfing the collectiongHellin-Hobbs, 2010:

73). However, HellinHobbs noteghat museum professionals still seem reluctant to

include new interpretations, due to issues of trostiural authority and knowledge

control: if the constructivist approach is adopted on the web, it seems to be relegated

there, without being incorporated into documentation or exhibition corfkitin-

Hobbs, 2010: 76) Ther ef or e, the web seernielint o be a
Hobbs, 2010: 77yvhich can support the adoption of a more constructapgiroach to

knowledge creation and dissemination.

More recently, GHFuentetaja and Economo(2019) have anal ysed Nt he
communi cati on phil osophyo of a | arge numb
adopting Heids (1998) constructivist approach to learning theory and theory of
knowledge (cf. Sectior2.2.2. The two authors claimm hat t he fAnew museol
Section 2.2.2 has affected digital practices of museums, calling for new communication
models and new activities, such as crowdsourcing proj€xsnen & Aroyo, 2011,

Ridge, 2014) But they also arguéhat museum websites, and in particular the online
collection catalogues, have not received enough academic attention. Their study
involves the analysis of a sample of museum online catalogues to categorise how
information isorganised and presented: thaethors assuméhat the communicative
approach of the institution can emerge from the implementation of specific web tools
supporting usetsexploration, learning and knowledge construction. In order to analyse
whether the sectedmuseum websites suppdtte acquisition or the construction of
knowledge,Gil-Fuentetaja and Economou dram Heirts four theoretical models of
communicationin museums(i.e. the didactic museum, the discovery musetime
stimulating museum and thertstructivist museum), arguing thegmalso be applied to

the digital mediaand adda new model (i.e. the participatory museum), where users
pl ay fdan acéi v &ll-Buanetaja & Eaortomau, 2019:. dhstitutional

intervention and usé possibility of interaction ra measured according to specific
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parameters, namely user freedom, acquisition of knowledge, anstrwdion of
knowledge, which @ converted into empirical variables including the following
features: presentation of the collections, existence and typsealfching tool,
presentation format and educational resources. Timdy shighlightsa shift in the
communicative paradigm of museum websites: although the analysed websites replicate
the models proposed by Hein, t huseuneintsee e ms
di gi t alGil-fyeritetaja & Economou, 2019: 14)

The studies previously discussed seem to point to the assumption that higher
degrees of user participation and more possibilities fecreation have started to be
offered on museum websites, which may partiallyabeesult of newmuseological
approaches (cf. Sectidh2.2. This thesis follows this direction of research, aiming at
investigating whether such approaches have a@adimpact on museurdonline

communication from a linguistic perspective.
2.2.6 University museums

University museums as a specific type of museums have started to gain increasing
academic attention in the last few decades. Universities have always had masdums

collections for different reasons: since their foundation, European universities have
collected art, antiquities and religious items, and have had their buildings decorated in

order to increase their prestige. In addition, they have gathered coltefioteaching

and research purposes, and thus for fAthe

di ffer ent(Lodrengo; 20051 3)Hovwewe) as Lourggonotes A col | ect i
thedark mattebo f u n i V(leurengot 2016:HBresearchers know they exist, but
it i1 s diffi culdtandtincertdimeases avenaothave dceess to dhem
which is the reason why a comprehensive survey of European university museums and
collections does not seem to exist. As a consequéineesalue and peculiarity of this

academic heritage has only partially been acknowledged and researched.

The diversity of university museums and collections is astounding, especially in
terms of disciplines (e.g. zoology, archaeology, art, science), types (e.g. museums,
herbariums, archives, science centres, housgeums, castles), size and management
models (e.g. university museums, national museums administered by universities),
purposes (e.g. teaching, research, public display), position within the university

structure and degree of autonomy (e.g. museums under departments, under faculties,
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under the univesity executive board), as well as in terms of access and intended
audience (e.g. open to everybody, open to
(Lourenco, 2005: 46)As the range of organisations is so diverse, it may be difficult to
generalisgM. Kelly, 2001) However, theter;m fiuni ver sity museumo a
collectiono are commonly wused, the first (
institutionalised and more structured: a museum is made of collections, but a collection

does not necessarily coincide with a museussabse the latter is also committed to the
interpretation of collections for academic and, to different extents;academic

audienceglLourenco, 2005: 20)

Lourenco(2005: 4965) offersa historical account of how university collections
and then museums were born and developed,
the ancient times to collections accumulated for study anchitep such as the
botanical gardens and anatomical theatres of the Renaissance, which would lead to the
first teaching fimuseumso, up to the first |
Museum of the University of Oxford is normally recognised as the & t Amoder no
university museun® with a permanent institution and collections accessible to the
public since 1683% t he concept of Aa primordi al uni v
as university museums cannot (loeeng¢or2805:ed b ack
65). As a consequence of the scientific progress, the quamd quality of collection
based research increased during th& &8d 19' century, which stimulated the
expansion and flourishment of university museums, allowing for what has been defined
as the AGol den Age (Lourenca, 200% 66)Asthetbgginnimg af e u ms 0
the 20 century, t he 0 s e dversityd mugeanmseappadred,a.a. dhe o f un
historical collections including items whi
pur p dlewengn, 2005: 76)

In the second half of the $@entury, three main factors affected the panorama
of university museums, as well as their role and public perception, leading to algener
i cr i (kdurengo, 2005: 86) First, the higher education systeexperienced
considerable changes in management, with an increasing number of students and an
expansion of universities. Second, the museum sector also saw major advancements, e.g.
new accreditation schemes, new museum journals and improved museum ratajf tra
and general standards. Third, the scientific advancements and the introduction of new
technologies led to curricular changes and a decreased use of collections for research
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and teaching as a product of Aa digfefoer ent
(Nykanen, 2018: 13). Due to reduced financial resources and staff, as well as to a lack

of interest, museums and collections, which were once used by utiegets show

their prestige, st ar t e(dreyssé 200% 57Althhaughitheé e r e d a ¢
situation varied across differentuntries, at the end of the2@8entury many university
museums and <collections in Europe fdwere a
t hr e afLaurergza B005: 87)To complicate this further, some university museums

did not have a clear idea of their position within the university, nor within the museum

sector as a whel(Stanbury, 2003)

A turning point was marked by the publication of academic articles on the
di agnos e df uriversity siusesumgWarhurst, 1984; Willett, 1986)Having
recognised this impasse, university museums slowly started Itthée@eed to gather
together and react to the situation in order to protect their collections: many national
associations of university museums were founded in Europe and around the world, such
as the British University Museums Gro@gMG)? (1987), the Mditch Foundation for
Academic Heritag®(1997) and the University Museums in ScotlghtvIS)* (1998).
International associations were later established, i.e. the European network Universeum
(2000) and ICOMs International Committee fddgniversity Museums and Collections
(UMAC)® (2001). Since their creation, the latter two have been organising international
conferences and producing a substantial body of literature on university museums.
Furthermore, through the creation of UMAC, ICOMg.i the most important
organi sation of museums worl dwi de, acknowl
mu s e u(bosirénco, 2005: 7)Another important initiative at an international level
was the delivery by the Council of Europe of the Draft Recommendation on the

Governance and Management of the University Heritage4)200

A general trend from the 1960s saw university museums becoming more
concerned wi t h publ i c engagement and At he
(Lourencgo, 2005: 90)Lourenco (2005: 123)also recogniseshat many university

museums are no longer used for teaching and research; as a consequence, some

2 See UMG websitenttp://universitymuseumsgroup.org/

3 See the website @utch Foundation for Academic Heritadgtps://www.academischerfgoed.nl/
4 See UMIS websitehttp://www.revealing.umis.ac.uk/

5 SeeUniverseumwebsite:https://www.universeusmetwork.eu/

6 See UMAC websitehttp://umac.icom.museum/
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universities are disposing of collections and shutting down their museums, tinais o

are approaching the issue from a different perspective by creating new museums in

which to display their collections. At least two issua$ect university museums

according to Lourencq2015: 601): first, there is a probl e
uni versity museums are expected to have oth
university museums still do not have a clear understanding of rible within the

university and in society.

As noted by Nykane(@018 : 12), Athe only permanent and
university museums and collections is their status as a tangible knowledge bank and a
vital component of t he maseums @amactcas repositatiést i on 0 :
of academic knowledge produced through centuries of research. Similarly, Lourenco
(2005: 83)stressest h a t a common el ement i s Aithe qu
consequence, the peculiarity of university museums and collections is that they
represent Aa r esear g¢df theirrcalectiomgTucdn, 20011 §ph t he d
The objects in university collections are
production, the storehouses of t hat knowl e
(Robertson & Meadow, 2 000224) University museums are the only custodians of
At he mat ecrei adf elwvowescientific knowl edge w,
(Lourengo, 2002: 52) Fur t her mor e, uni versity heritage¢
Aconstantl y de v(Rulotaite,@3:450)d cr eat edo

The literature on unersity museums and collectiohgs stressed on the one
hand their belonging to the academic worl d,
they are expected to accomplish within the unive@sistrategic plar{Talas, Wittje,
Mouliou, & Soubiran, 2018)As the cultural role of universities in communities and in
society at large has changed, there is a calh®publicoriented potential of university

museums to create a bridge between academia and society: not only do university

museums iIincrease the wuniversity prestige,
new | i nks wiDrelyssg 20E5: 58)idis suggesys that the role of university

museums i s important within Athe public ser
(King,2001:19) I n order to become fAthird mission

need to consider communiteeeed and perceptions and deliver activities oriented

towards fidi sseminat i(bomadelinGhllastipRocca & Vaeotiog a g e me n

35



2 Literature review

2018: 334). They are also expected to provide informal learning for all visitors and
contribute to the public engagement with acadeesearci{MacDonald, 2008)

One of the fundamental roles performed by unitessi mu s e u ms as i
i ntegrated part of the universityo seems t .
(Burman, 2005: 18)university heritage may be the perfect showcase for the affiliated
uni versity in order to devda&dmporateidentio borfand a
the university itsel{Bulotaite, 2003: 450)University museums play an importaoter
in interacting with and mediating between two different communities: on the one hand,
the internal, academic community of students, scholars, and specialists, and on the other
hand the external, public commursdiffesentof nl ay
groups, the need for an effective communication requires university museums to adopt
strategies ai med at each singl e (Kemeru p, as
2014: 130) University mus e ums can be Atransl a
explaining the meaning of complex concepts in a straightforward form for public
dissemination(King, 2014: 69) However, this does not mean that museums want to
Adumb down t Kmg, r2014w 70) but nhgtothey want to make it
understandable to specialist as well as-sp@acialist audiences through a popularisation
effort (cf. Section2.3.4).

University museums have been defined as
between academia and the general museum sgauorenco, 2005: 156) Thi s i s i a
uncomfort abl (& Kelly,2001)ds tsetr eotmmaumicative approach needs
to be targeted to a diverse, heterogeneous audience, which is not limited to people from
the academia. This fact, as well as their position within the academic sphere and
strategie® amag them, the internationalisation of universities (cf. Sec@n3 o
puts university museums in a very interesting place and calls for further research on

their intended audience and their language use.
2.2.7 Interim summing up

Section2.2.1has served as a gatem® the world of museumsgyresening their history
and identifyng one of their main missions, i.e. education, which makes communication

central in museology.

Section2.2.2has described the shift from a museohobjectsto a musam for

people(Weil, 1999)and constructedvith people (Simon, 2010) New approaches in
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museology have stressed the importance of considering the intended adengoe

1989) and in particular their needs and expectations: visitors are seen as active learners,
who can contribute to meanimgaking processg$. E. Hein, 1995)Understanding the
diverse range of visitors and communities, as well as the role that mass&sinto play

in relation to them, is thus fundamental in order to reconceptualise the museum

audience relationshigHooperGreenhill, 2000c)

Section2.2.3 has highlighted the key role played by language to create and
mediate meanings in museums: museum texts convey a certain construction of
knowledge and establish a specific relationship between institution and visitors/users
(Coxall, 1991) It has been stressed that museum texts are generally made not only for
specialists, but also for a broader audiefSerrell, 1983) ergo, the discussion on
whether and how to simplify texts has been presented. Issues of gcamdc
comprehensibility have also been discussed, especially in relation to textual simplicity
and brevity(L. Ravelli, 2006)

Section 2.2.4 has introduced a muttultural perspective, reportingn the
translation of museum texts into other languages. It has been noted that readers with
different cultural backgrounds may have different responses to museuniGexist,
2014) for instance, AngleAmerican museology privilegs less formal and more
subjective textdSonaglio, 2016)which may appeal to different readers in different
ways. Further mor e, English seems to be the
international audiencéetry, 2017)and more research may be needed on the use of
English in the museum context, taking into account issues of language proficiency and

cultural background.

Sections2.2.5and 2.2.5.1have explored relevant studies within the emerging
field of digital heritage, in particular those which have investigated museum websites as
the online identity of museums. Some scholars have suggested that postmodernist
theories have affected the implementation of museum websites and provided instances
for co-creation and interpretatiorfCameron, 2003) while others have proposed
evaluative methods, e.g. focusing on the degree of interactivity of museum websites
(Capriotti et al., 2016) Finally, studies have examined whether the constructivist
theories have had an impact on seum websitegHellin-Hobbs, 201Q0) and in
particular on the communicative approach adopted of{@ileFuentetaja & Economou,

2019)
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Section2.2.6 has described university museums as repositories of academic
knowledge produced through reseafchurenco, 2005)The need to mediate between
two different communities, i . e. academi a a
museums a special case, as far as the adopted commuréggtreach is concerned. In
addi tion, being an academic organ, they ar
identityo of (Bhulaaitey2003)which sneansythey nhayg feelrefjuired to

commit to university strategies, such as internationalisatio®écition2.4.3.

We now turn to studies from other disciplines (i.e. linguistics and Internet
studies) which can allow to investigate tredationship betweemuseum/athor and

audiencess it is enacted in texts
2.3 Readeroriented approaches to communication

As museums seem to have turned to audiememted approaches (cf. Sectiar?.2),

this sectionoutlines different approaches tioe study ofcommunication which can be
considered a s readleroriented, i.e. focused on the readership. The common
assumption underlying all the considered approaches is that any text is wniten fo

specific intended audience.

Studies on the intended reader have mainly addressed literary texts, but some of
the insights provided may well be applied to other genres. The intended reader has been
referred to by different scholars in different ways, sace 7 mo ¢ k(Gibsehader 0
1950) Ai mpl i @adoth rl@6d)d efr o st ul @oothdl96d)e afdiemm!| i ci t
readleger, ©72) fAmodelEcorl®®deas® wel | as (Wolffnt ended
1971) the latter being theetm that will be used in the present the$isas used in
museum studies, e.g. by Ver@®89) The intended reader is the representation of the
reader in the auth@ mind while writing: as such, Gibsof1950: 266)describes it as an
i ar t dy thecatutor. However, the image of an intended readderialisesn the
text through the use of specific signs. According to Ek®79) the author of a text
adopts a set of codes with which the reader is assumed to be familiar: this requires the
aut hor At o foresee a mo d e | of t he possib
interpretatively with the expressions in the same way as the aiglats generatively
wi t h (Edo,elare: 7)

This sectionpresents different ways of looking at how the relationship with

intended audiences of texts may be studied. Sec#dhl discusses linguistic
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approaches to investigahow the relationship between author and reader is construed
within texts through issues of evaluation, appraisal, stance and engagement. Section
2.3.2focuses on wline readerdy drawing from a field, i.e. Internet studies, which does

not belong to linguistics strictigpeaking: the sectigoresents the peculiarities of web
based texts, which make reading from a screen different from reading from paper
(Section2.3.2., and then offers a different perspective, i.e. guidelines for writing texts
aimed at online users (Secti@rB.2.9. Section2.3.3explores issues of readability and
research on how to study whether texts have been written to bereasifple. Section
2.3.4reviews linguistic studies on popularisation to shed light on dissemination, i.e.
writing texts aiming at a nespecialist audience. Finallfsection2.3.5brings together

the insights previously offered.
2.3.1 Interaction: constructing a relationship with the intended reader

Extensive research idinguistics has been carried out on the autuatience
relationship and on the ways in which this manifests itself within a text through
different lexical and grammatical features. Different scholars have investigated this
issue from different perspects/eand identified linguistic resources that convey either
the position taken by the author or that given to the intended reader within Rirtstxt.

four main approaches to the analysis of interaction are discussed to then report on
studies specifically ancerning the textual presence of the intended readers and a study

on evaluation in texts from museum websites.

Biber (2006)has studiedhe personal stance of the speaker/writer in spoken and
written academic registers by focusing on grammatical structures conveying
grammatically marked stas. According to him, stance expressions are used in a
variety of cases, e. g. to express fAattitud
how certain they are about its veracity, how they obtained access to the information, and
what perspective tye ar e (Bielk 206:(09) Biberds research confirmghat the
expression of stance is key in academic registers, butssheivitis morecommon in

spoken academic registdhan in written ones

An analogous approach is thatkfinston and Thompsai2000: 5) who focus
on evaluation as a more comprehensive conceptalE uat i on ex-presses
orientationo in texts (ibid.) and may be

expressing or@ opinion (and thus reflecting aexjfic value system), establishing
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authorreader or speakdrearer relations and organising the discoutske Biber,
Hunston and Thompson adopt quantitative, corpulsased approach to evaluation.
Nonetheless, Hunstgf2010: 4)arguesin later workt hat fAeval uative | ang

suited to texbasedthan to corpubased enquiryo, and that A v

requiredo due to the need for analysing th

context of use. Furthermore, she moteh a t evaluati on i s i ndi c e
range of lexicalath ot her i tems that it wo(@Hudstonhbe poi n:
2010: 13)

A different perspective § adopted by Martin and Whit@005) who tackle
evaluation from the point of view ofppraisal theory. Drawing on the systemic
functional linguistic paradigm developed by Hallidé}985) the scholars explore
interpersonal meani ngs i n | anguage by foc
writers/speakers in texigJames Martin & White, 2005: 1Martin and White propose
the use of this frameworé including different levels of semantiesource for a
qualitative analysis aimed at studying interpersonal meanings in @tkisr studies
have adopteappraisal theorye.g. Fuoli (2012) amalysesthe construction of corporate
identity in social reports, while Turnbul(2009) examinesthe mechanisms of

description and evaluation for sedfpresentation on coorate websites.

The fourth approach discussed herélydands model ofmetadiscourse, which
headoptsas fna framework for anal ys-disubjgctivé he | i n
positioningd and fAexamini rfHylandy 2005a:i188) er act i
According to Hyland2005a: 37)

fimetadiscourse is the cover term for the -seffective expressions used to negotiate
interactional meanings in a text, assisting the writesp@aker) to express a viewpoint

and engage with readersasmembs of a particul ar community. 0

Metadiscourse embodies the interactions between writer and reader in a text.
Hylands model of metadiscourse distinguishes between interactive resources
organisng a text and interactionaksources expressing evaluation and the vasiter
t ext ual (Hyfando20®ae 49) As writing and speaking a
maki ngo, Hgtl mantd tsheysBar e n engeged (Myendt r al bu
2005a: 4, emphasis in the originaf) the realisation of the writés interestsand
positions. Furthermore, Hyland clasnthat for a text to be successful, it needs t

Adi spl aysawvdrenessvael] t & rh e i r(Hylang,2@0&: 550)dhis requires
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writers to make fAevalwuations about their &
audi enceo, which affects the way in which
their readers within the textHyland, 2008: 4) As part of his metadiscourse model,

Hyland (2008) propose a framework which consists of two different dimensions, i.e.

stance and engagement: these include specific grammatical devices corresponding to the
space that writers create for themselves and for their intended readers withinradext.

schohr uss such framework to examine interactive persuasion in academic writing, but

the same framework has been adopted by others to analyse different genres, e.g.
promotional tourist web pagéSuaulJiménez, 2016 Hylands framework seems to be
particularly relevant to investigate the intended readership of university museums
websites.

Drawing on Hylané model,Bondi (2012) argues about the importance of
studying the explicitly mar k ed presence 0
discourse participants plays a key role in the textual construction of the identity of the
writer and tle  r e éBdndiy2012: 102)Other studies have focused the presence
of the intended readers in differettpes of texts. &r instance, Caiazz¢2011)
examinea the expression of the writsr st ance through the use ¢
pages of Britishand Indian university websites. Drawirgn studies ofcorporate
communi cation, Caiazzo analyses how fAAbout
through the use of promotional strategies. She further sugdestd is importanto
analyse pronouns amlo s sessi ve adjectives such as fAyc
Aour o to investigate how intended readers a

One of the few studies whichave looked at evaluation in museum texts is

Bondi (2009) who focuseoson museum websites as a pl ace

of fering fAinteresting materi al for an an
us e (Borwi, 2009: 113) Bondi exploresthe combination of description and
evaluation in online exhibition presentationsAlthough she recogniseghat
distinguishing between descriptive and ewatike elements may be difficultshe
introducesthe notions of perspective and position to identify descriptive and evaluative

di scourse respectivel y: the formerands <co

al

nne

[é ] the spatiet e mpor al relations they establisho,

and i deol ogi c a(Bongi @009 ttZh)\dcording to Band, waEpective
and position suppod twofold promotional strategy: on the one hand, the museum can
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stress the value of its collections; on the other hand, it can establish a relationship with
its intended audience.

The different approaches described take into consideration the relationship
between author and reader in different ways. Hydmnukrspective seems the most
appropriate to focus on interaction and on the marked presence of the intended readers
within the texs: this is thought to allow the study of how museums depict their intended
readers, as well as how they seek to interact with them and guide their reading (cf.
Section3.4.3.1).

2.3.2 Web writing: writing for online users
2.3.2.1 Reading wekbased texts

Since its emergence, the web has been the object of a variety of studies focusing on the
influence of this medium on language and texts. Drawing from some of these studies,
we shal now account for the intrinsic characteristics of the web, as they add unique

properties to online texts in terms of production, function and reception.

One of the most interesting facts about the web is its architecture based on
hypertextuality (Crystal, 2011) i.e. the ability of creating links and allowing
information to move freely online. Askehave and NielG005)defineh y per t ext as
system of nothierarchical text blocks where the textual elements (nodes) are connected
by Ilinksodo (ibid: 126) . By creating a conne
point of another page, a link allows the user to decide whethsstdo move from the
former to the latter, and in what order to move around one or more websites. Before
actually processing information, users constantly need to decide what to read, and
whether to continue reading it or move to another pabapingtheir own navigating

and reading pat(Askehave & Nielsen, 2005)

The nature of hypertexts affects both text production and reception on the web.
Reading texts onl i ner &ad(Sdmgpskinlo®elBo)ena&ad as i
nonsequential way of reading texts. Some scholars do not consider it to be a
phenomenon limited to the web: Finnemdg&899) claimsthat readers skim and scan
texts in printed documents as well. However, the main differencenlihe capacity of
online users to create their own path through links. According to Finne(h888: 27)
hypertext triggers a modal change in which two modes are repeatedly activated: the
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|l i near fAmode of readingd and t helinefread de of
andnavigate, swithing from one mode to the other

According to Nielser(2000: 101) fireadi ng from computer ¢
percent sl ower than reading from papero. H
from a computer screen, and attention decreases quickly. For these reas@ng)ays
not always be willing to read a long text on a website, while they prefer to read short,
reduced texts. The way users read wweddiated texts affects the way in which those
texts need to be produced. Adapting language and cortertsnform to speific
guidelines when writing on the web thus seems to be fundamental to meet the needs of

screen reading.
2.3.2.2 General guidelines for web writing

Much work has looked ahow webbased texts should be written. Web writing
principles are the product of a losgnding tradition of writing guidelines referring not

only to the web but also to other media, and expressing mainly monolingual,- Anglo
Saxon beliefs and practices which are supposed to make texts (in English) easier to read
and to understand. One of thrertids that have paved the way to this attitude was the
Plain English movemerfGowers & Fraser, 1977yhich started in the UK towards the

end of the 1940s and continued in the US in the 1970s. Many publications have since
then appeared on the use of Plain Lang{Baéey, 1996; Blamires, 2000; Cutts, 2013;
Eunson, 1998p some of them focusing on specific genres, e.g. legal (@yslick,

2005)0 which have informed subsequent research on writing for the web. Due to their
monolingual perspective, these theories have generally failed to take into account
cultural differences (cf. Sectioh4.4, assuming that the same guiding principles may

apply to any reader, no matter their cultural background.

Web writing guidelines seem to be especially relevant foiptirposes of this
thesis, as they share common features with guidelines for writing museum texts
discussed inSection2.2.3 such as Eka (1994) method JiménezCrespo(2011)
offers a review of some of the major web writing style guiéesmainly intended for

website translators. He divigithe reviewedvriting guidelinesinto six categories:

1 lexicaltsemantic aspects;

1 syntax;
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Here the categories provided by Jimé@respo are used to offer an overview
of the Agolden standar dso o fTable2dshows thet

maost common guidelines for producing online teatsd the main publicationgn the
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stylistic aspects;
structural level;
typographic aspects;

iconic-visual aspects.

field of web writing discussing them

Categories Guidelines References
Lexicak Use simple, common terms that are eas)Fenton and Kiefer Lee (2014)
semantic understand. McAlpine (2001} Newman Lior
aspects (2013) Nielsen and Lorangef2006)
Redish(2012)
Be consistent in the terminology used. Bly (2002) Jeney (2007} Yunker
(2003)
Avoid acronyms and abbreviations, or def Fenton and Kiefer Lee (2014)
them. They may beppropriate in section Garrand(2001) Mill (2005) Redish
intended for specialised/semspecialised users (2012)
Avoid technical terms, if the section is r Fentonand Kiefer Lee(2014) Krug
addressed to specialists. (2014) Newman Lior(2013) Redish
(2012)
Avoid slang, clichés, or generalisations. Fenton and Kiefer Le€2014) Jeney
(2007} Nielsen and LoranggR006)
Avoid ambiguous constrtions and McAlpine (2001) Yunker(2003)
polysemous words.
Use sarcasm and humour sparingly. WI McAlpine (2001) Mill (2005)
used, make it clear.
Avoid language uses limited to certain diale McAlpine (2001)
or regional varieties.
Syntax Use a simple syntax: prefer sentences that Mill (2005) Yunker(2003)

simple, short, and complete (max 25 words)

Include one idea per sentence. Mill (2005) Yunker(2003)

Use the active voice. Bly (2002) Fenton and Kiefer Le
(2014) Jeney (2007) McAlpine

(2001) Redish(2012)

Start paragraphs with short topic sentences. Nielsen(2000) Nielsen and Lorange
(2006) McAlpine (2001) Mill (2005)

Use verbal forms instead of noun forms wt Fenton and Kiefer Le€2014) Redish
possible. (2012)
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Avoid using too many phrasal verbs. McAlpine (2001)

Use single verbal forms over periphrasis.  Mill (2005)

Use descriptive nouns and adjeesv Garrand(2001)

Use simple verb tenses when possible. McAlpine (2001)
Stylistic Use a conversational tone and address fiee Bly (2002) Fenton and Kiefer Le
level directly. (2014) Garrand (2001) McAlpine

(2001) Mill (2005 Newman Lior
(2013} Redish(2012)

Include a positive attitude, e.g. by excludi Fenton and Kiefer Leg2014) Mill
double negatives and, instead, using posi (2005)
expressions.

Use an informative style. Bly (2002)

Avoid sexist language. Fenton and Kiefer Le€014) Redish
(2012)

Avoi d stereotyped | Nielsen and Lorangef2006) Yunker

constructiono, sifitwed ,(2003)
herel! o or fAcheck thi

Structural  Divide the information into short paragrap Fenton and Kiefer Le€2014) Krug
level (3-5 sentences, with 100 words), each (2014} Mill (2005) Newman Lior
having one idea or communicativarpose. (2013) Redish(2012)

Chunk the text if it is longer than two scre Fenton and Kiefer Le¢2014) Krug

lengths. (2014) Nielsen and Lorange2006)
Redish(2012)
Make each page setfontained. McAlpine (2001)

Include the mostmportant information in th¢ Nielsen and Lorangg006)
first two sentences.

Use tables and graphics to presenetitpe or Bly (2002)
numeric information.

Use bulleted and numbered lists if a paragr Fenton and Kiefer Le€2014) Krug
has four or more elements. (2014) McAlpine (2001) Nielsen anc
Loranger(2006) Redish(2012)

Use a hierarchy of unique, descriptive ¢ Bly (2002) Fenton and Kiefer Le
concise headings and shbadings (max 6 (2014) Krug (2014) Mill (2005)
characters). Redish(2012)

Use meaningful links to structure the te Fenton and Kiefer Lee (2014)
Mark them by underscoring and using McAlpine (2001) Mill (2005) Redish

different font colour. (2012)
Typographic Use bold for emphasis. Fenton and Kiefer Le€2014) Krug
aspects (2014) Nielsen and Lorange2006)
Redish(2012)

45



2 Literature review

Avoid underlining for emphasis. McAlpine (2001) Nielsen 2000
Avoid using all caps for emphasis. Nielsen &ad Lorangei(2006)

Use sanserif fonts designed for scre«Nielsen(2000)
reading, e.g. Verdana, Georgia, New York i
Trebuchet.

Use a 10 or 12 font size. Nielsen and Lorang€2006)

Do not use more than four colours as a wh Nielsen and Lorangg006)
Black on white is the most legib
combindion, followed by blue on white.

Pay attention to intercultural differences JiménezCrespo(2008)

typography.
Iconic- Only use images whenever they complerr Jeney(2007)
visual the communicative purpose of the webpe
aspects Do not replace textual elements with images

In case there is text embedded in the ima Nielsen and Lorangé2006)
i nclude it i n t he
attribute.

Use clear, concise descriptions for any im McAlpine (2001) Tercedor anc
or icon, especially if they serve as a navigal JiménezCrespo(2008)
link.

Table2.2. Recommendation®r web writingderived from the literature

First of all, guidelines generally recommend the use of short, simple and common words.
More precisely, Krug(2014) suggests thatveb authors should employ woragth

which their target audience are familidinis implies having a goodnderstanding of the
intended audience, as well as their needs and expectations. Similarly, Nielsen and
Loranger (2006) argue that technical jargon should be avoided, but talking down to
readers is notecommendeckither. Technical terms may and shouldd be used

when addressing a specialist audience who is already familiar with the subject.

As far as syntax is concernedeb authors are usually advised to use a simple
syntax and simple verb structures. Sentences should be concise and to the point, as short,
simple sentences are thought to be easier to read. The use of active sentences is

especially recommended to make text easier to proce@Bly, 2002)

Many style guides recommend the use of an informal, colloquial style. Users
should be addressed directly with fAa frient
shoul d talk Awit h (MecAlpie, BOOL. 87) Style guidesainvitt i me 0
authors tatalk to the single user, rather thaell, asthe use of an informative style is

more effective. However, an informal style may not be appropriate for certain web
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pages depending on the text genre (e.g. legal pages may require a more formal and

impersonal tone).

Reading online is usually connected lwithe concept of scannability. What
online users do is scanning the text in order to find relevant information quickly without
having to read everything from the beginning to the érds process should be
facilitated by filtering information into shorthanks and providing users with visual
cues through structuring and formatting, e.g. by using tables, lists, headings, links and
keywords in bold. Nielse000: 124)callst h e m f mi c, and suggestse usé O
them to condense a fAmacrocontento in a Vv
abstact of what they will find in the rest of the contents. Users benefit from these

contents in order to decide whether to continue reading the whole page or not.

Typographic conventions are also central, as they facilitate usadnldynay
improve screeneading. A usable website seems to be one that allows users to do
something without too much effort and too much thinkikgug, 2014) A user should
be able to figure out how to use and move around a website without thinking about how
to do that: for instance, users do not want to stap @onder whether something is a

link or not, as this should be extremely clear.

Finally, most of the literaire on web writing paygreat attention to icomic
visual aspects, as messages are increasingly conveyed through the use of images. The
latter arecoded in the HTML language with thmg tag (image tag). Anmg tag
can includeseveral attributes which represent the image metadata, such as source file
(src ), the alternative textdlt ), and sizewidth andheight ). The alternative text
attribute should include a short description of the represented image waliclvs
search engines to index pictures. It alselps visually impaired people access

multimedia contentthroughscreen readers.

The reviewed guidelines provide a rather prescriptive approaehiting web
based texts, which feundedon the idea of writing for a specific intended audience, i.e.
online users. A selection of these guidelines has been adapted to create a descriptive
framework to analyse welbased texts according to general stadsidhat may allow to
discriminate texts which have been written to appeal to online readers. Web writing
theories have informed one of the analyses carried out for this thesis (cf. Section

3.4.3.), aimed at investigating whether the examined texts display features which are
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thought to help online users enjoy reading from a screen. A note is in order here: this
research does not aim to acknowledge or assess theyvalidhe appropriateness of
web writing guidelinesd which may be simplistic and not suitable for meeting the
needs of a multicultural audienée but it aims to understand to what extent museum
online texts display features that aansistent witltheseguidelines, and thus whether

the latter seem to have affecteat production.

2.3.3 Readability: writing to facilitate reading

Research on readability has long sought to investigate what makes different types of
texts easy to read. Readability is considesis@ readeioriented approach, sindae

focus is on the read®r effort in reading a text. This section does not aim to provide a
comprehensive, wdepth review of readability studies, but rather to offer a general

overview of how readability has been intrgated.

A number of researchers have attempted to measure reading difficulty, the first
one among them probably being Thornd#®21) who focuseson vocabularyand
assumeshat the more frequent a word is used, the more familiar it is, and thus the use
of familiar words in a text makes it more readable. Scholars have also developed
readability formulas to assign texts a level of difficulty by using criteria related to eithe
word complexity or sentence complexity, e.g. the number of affikéssch, 1948)
unfamiliar words and average sentence len@dale & Chall, 1948) as well as the
number of polysyllabic words combined with average sentence |€Bgtiming, 1968)
Another mportant contributions the creation of the cloze procedi@ylor, 1953)
which consist in deleting random parts of a text and assessing the extent to which
readersare able to guess the deleted words. Finally, the-Ketrix (Graesser,
McNamara, Louwerse, & Cai, 200#)ust be remembered, which is a computational

tool created to formulate and test hypotheses about readability based on text cohesion.

Although the classic readability formulasave been widely used to assess
readability of texts of a variety of genres, e.g. online texts providing health information
(Jayaratne, Anderson, & Zwahlen, 2014; Mcinnes & Haglund, 2011; Ownby,,2005)
they have also received criticisms. Bailin and Grafst2il6)bring together the main
theories and studies on readability, spanning from the early researdadeability
formulas to more recent discussions on the subjdoty definer eadabi | ity
degree to which it is easy or difficult to understand what is being communicated
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t hrough wr(Bdlin & Grafstenx 20560 177)The two scholargriticise

readaldity formulas and problematideow difficulty is calculated the variablesised

andfitheir inability to provide writers with useful guidance in producing more readable

t e x(Badlio & Grafstein, 2016: 10)According to them, all readability formulas have

focused on quantifiable propies of texts related to vocabulary and syntactic difficulty,

which may be problematic: the underlying assumption seems tthdieall the

occurrences of a specific feature, e.g. polysyllabic wofdsntribute equally to
difficulty or, atthe veryleashpn average contribute an equal
the problem is that #Acounts of for mal prop
di f f i(Railid & Gyafstein, 2016: 53)

Bailin and Grafsteirdo not propos a formula, but examinét he properti e:
texts andheir contexts in order to identify factors that affect comprehensibility and ease
of r e @dilin & G@fstein, 2016: 63)They discussssues of syntax, vocabulary
and coherence to stress that several different factors may contribute to increase or
undermine readability. &\far as syntax is concerndshilin and Grafstein clainthat a
long sentence is not necessarily a complex sentence, and syntactically complex
sentences may or may not result in less readable texts: specific syntactic constructions
(e.g. seembedded striures) and syntactically ambiguous sentences may increase text
difficulty. In terms of vocabulary, the use of woldsts by researchers investigating
readabilityis based on the assumption that a list of the most frequently used words
among allspeakers of a language may exist, which impgjesat homogeneity; yet
different speakers will consider the same words as familiar or not according to other
factors, such as regional dialect, ethnic and socioeconomic group and educational
background. Findly , coherence, whi ch i s based on
background knowl edge an(Balia& Grafstep,t2016:132) of t he
also plays an important role, involving different factors: for instance, genre conventions
seem t o be I mp o rdwhichtthe gene coiviertians asseiged byethe
reader match those genre conventions that
readability(Bailin & Grafstein, 2016: 149)

In general Bailin and Grafstein suggestat each reader approaches a text with
their own backgroumh knowledge (cf. SectioR.3.4), which results in different levels of
text difficulty for different readers. Cultural factors (cf. Sect@4.4d may also be

involved in the perception of text difficulty. Therefore, text readability cannot be
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measured exclusively in terms of formal features, but calls for a more holistic
framewok whi ch considers fAthe ki ndstextodl gaps
information that a text requires and the fiextual information that a reader actually

bri ngs (Ballin & Grafgleint 2016: 180)Although readability formulas alone

cannot provide insights onxtedifficulty, Bailin and Grafstein clainthat they may be
cautiously used to identify areas of vocabulary and syntax which might be problematic

to readers within a particular population. Ultimately, understanding what makes texts
easier to read may alloto know how to write texts which are more effective to a

specific readership.
2.3.4 Popularisation: writing for dissemination

The intended audience of a text may be conceptualised in terms of background
knowledge, broadly distinguishing a specialised, experieaagd and a lay, neaxpert
audienceThe focus of this section is on the latter, i.e. readers who are not familiar with
the subject discussed in the text or more generally with the field to which the subject
belongs.This is particularly important for masms, as they are committed to engage

with both specialists and laypeople (cf. Secoh 3.

As a text has to accommodate to the needs of a specific intendedcaydie
different texts are written for audiences with varying degrees of familiarity or expertise
with a certain domain: specialised texts tend to be written for expert readers, while non
specialised, popularised texts are supposed to be written for a wideg, general
audience. However, discriminating between specialised andpenalised texts is not
unproblematiqDelavigne, 2003; Myers, 2003ccording to the intended audience and
the expectedevel of familiarity, a text may be positioned along a continuum, with

different degrees of specialised and popularised texts.

Popularisation has been definggCalsamiglia & Van Dijk(2004: 370)as

fla vast c | aypes of @dmmuniaativie @vemsts or genres that involve the
transformation of specialized knowledge idewveryday or dayoknowledge, as well as

a recontextualization of scientific discouse

Calsamiglia and van Dijk2004)analysepopularisation discourse in the Spanish
pressand focuson textual structures and strategies such as denominations, explanations
and the description of new objects. Accordingh®m popularisation is a social process

which may take different forms, butvhose general objective is to disseminate
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specialised knowledge through a lay versidhe scholai&contribution 8 fundamental

as they clainthat popularisation does not only involve a reformulation of content, but

al so fAa recont e xd knawledgs and idiscourseo that is origiealyt i f
produced in specialized contexts to which

contributing to the creation of new knowled@zalsamiglia & Van Dijk, 2004: 371)

It has been stressed that popul arised t
specific textual structures, but rather by
i.e. participants, their roles, their purposes and knowlé@gdésamiglia & Van Dijk,

2004: 371) Nonetheless, specialised texts seem to display more termin(ladye,

2010) while popularised texts tend to use fewsporadic disciplinary terms and
replicate general language use, in order to be understandable to a lay audience and
Afextend & hdé&nowfcdti @@&ld: 17) For this reason, terminological
density has been identified as a possible parameter to measure the degree of
specialisation btexts (Ferraresi, 2019)Since terminology plays such an important role

in this context, several studies, such as Kw@y11l) and Marin(2016) have also

proposed and assesl methods for identifying technical vocabulary in texts.

Museum websites may contain pages that have popularised texts, especially
those referring to the collections or to specific items within a collection: these texts may
either be the replicas of at@mic, specialised texts written by curators for an audience
of peers, or rather they may be popularised texts addressed -expem readers in
order to promote the collections and foster understanding for a wider audience. As
already mentioned, this diisction is not cleacut, as boundaries between specialised
and popularised texts seem to be rather blurred. Nevertheless, popularisation strategies

on museum websites have not received much attention yet.

Samson(2012) adopts a corpusdriven approach to investigate the use of
semantic sequences on three different types of museum web pag#3es@iptions,
fiCollection® andfiExhibition®. Samson claimthat marletisation in museums, as well
as the need for more interaction with visitors, have resulted in an effort for engaging in
a promotional and popularised communication in order to disseminate knowledge
beyond museums, whi ch hav enitkesohatgprotueecamd c o n s i
to a certain extent s e(®amson 012 Wiccordiogud t ur al
Samson, academi c ntsefxt 5o riwhaHlcorttlijpde fo ereatenae

distance from the readébamson, 2012:5) On t he contrary, popul a
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with the readern f or mal | y o, thus establishing a mor
between writer (i.e. the museum) and reg@amson, 2012: 5FurthermoreSamson
acknowledgesthat descriptive and promotional discourse (cf. SecBdhl) blend

together on museum web pages: texts on museum websites thus seem to have

Ai nf erematdiescri ptive and eval uati ve funct i«
(Samson, 2012: 18)

Disseminating specialised knowledge seeta be particlarly relevant to
university museums as centres of academic research (cf. SB@ifn In this context,

GeschéKoning (2014: 96)defines popularisation as

At he wild.l to share with the @&Eknowdedgeand audi ence a
mainly enthusiasm in a field, for a better awareness and understanding of key scientific,

cultural, social, technologicaland @co mi ¢ .i ssueso

The scholar stressdise need for identifying for whom a text is written, which
information needs to be explained and how to present it in a language that may be
understandable to a varied audience. Gegarméng (2014: 98)advocatedor adopting
Abasic rules used by journali smo, whi ch sh
(cf. Section2.3.2.2:

Afusing cl ear | angua gable, thenstrictune gleatahd imegestingunder st an
encouraging curiousness, considering the person addressed at his/her level without

underestimating him/ her. and using appropriate pi

However, she further addhat museums need to understand what can be
expressed through either text or images and via which channel to spread the information,

e.g. an article, a didactic panel, a page on the website or a post on social media.

Although it has been pointed out that museum websites may include popularised
texts,popularisation was not deemed patrticularly relevant for the purposes of this thesis,
as a minority of the analysed texts can actually be considered as popularised texts.
Popularisation has relatively been taken into account in relation to web writingetheor
(cf. Section2.3.2), with which it shares common features, e.g. the need for writing in

such a way that can be suitable and understandable to a broad, hetarsgemgence.
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2.3.5 Interim summing up

This sectionhas presented different linguistic approaches to communication which are
focused on the reader. All of these approaches are based on the idea that any text is
addressed to an intended reader, who may be definditferent ways, e.g. in terms of

writer-reader relationship, medium aseeading effort and background knowledge.

Section2.3.1has described different approastto the study of the writeeader
relationship as construed in a text by looking at evaluative language. Evaluation has
been identified as an important parameter to study the extent to which a text is reader
oriented. Among the different approaches eaxed, Hyland model of metadiscourse
(Hyland, 2005a, 2008)as been fountb beparticularly relevant for the purposes of this
thess in order to investigate the interactions between waibter readerFurthermore, it
has been stressed that evaluation seems to be particularly relevant on museum websites,

which are aimed at online promotion.

Section2.3.2 has explored web writing theories, spanning from the intrinsic
characteristics of webased texts and online reading (Sect@dB.2.) to general
guidelines for web writing which are aimed at writing to facilitate online users reading
from a screen (SectioR.3.2.9. A selection of these guidelines have been adopted to
build a descriptive framework tanalyse texts which are supposed to serve an online
audience: by acknowledging the limitations of these guidelines, this research does not
aim to confirm or deny their validity, but rather to adopt them to investigate the extent
to which museum online texts display web writing features, and thus whether such texts

seem to have been written specifically for an online audience.

Section2.3.3has focused on readabilisfudies, which have addressed the issue
of measuring how readable a text is by identifying what elements make it more or less
easy to readlhe section has described the development of readability formulas, as well
as new debates in this field which point to the controversial nature of assessing

readability only through formal textual features.

Finally, Section2.3.4has underlined the importance of popularisation, which is
based on the idea of writing for disseminating scientific, academic knowledge to a wider,
lay audience. The intended audience ofe# thas been conceptualised in terms of
background knowledge, distinguishing between specialised texts, written for an expert

audience, and popularised texts, written for -spacialists. It has been noted that
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although museum websites may include popséatitexts, especially when seeking to
promote the collections to a wider public, popularisation has only partially informed this

research, as thigpe ofdiscourse does not seem todoecial in the analysed texts.

We now move on to consider the phenomewd English as an international

language and the communication aimed at a culturally diverse audience.
2.4 A multicultural perspective on communication

This sectionconsiders different cases whex@mmunicationnvolvesdifferent cultures
andlanguagesThree different frameworks are presented: first, the use of English as a
lingua franca among people with different first languages (Seidrl) and the
translation into English for an international audience (Se@idr?); second, website
translation into English as an international language (Secfohd; finally,

intercultural communication and cultural factors affecting it (Se@idr).
2.4.1 English for a multicultural/global audience

It is widely acknowledged that in the last few decades English has spread worldwide
and is now spoken all around the globe. The development of communication
technologies has facilitated the global exchange of informatistering the need for a
common languagéDroschel, 2011) Engl i sh has prevailed as
francao, us ed -ratwve spemkelgmvirgeractions amony rMmembers of
different sociolinguistic communities. The number of people speaking English has
increased dramaticallyvith non-nativespeakers outnumberimgtivespeakergDewey,

2007) The increasing imptance of English as a means for intenoat
communication has led fgreater attention to the emergence of an international, global
language(Crystal, 2012) In addition, nomative varieties have multiplied alongside
native ones, generating a growing diversification of English.

Differences between existing varieties of English have long been studied, with
scholars struggling against the difficulty of cateégiog them This section delves into
the fArecognisedd varieties of Engl i sh. |t
meant as a brief, systematic overview of the literature around this skueately
aiming to shed light owhich variety bestifs in the process under examination, i.e. the

creation of museum website contents for a culturally diverse audience.
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The most influential model for the classification of native and-matnve
varieties of English has long been Kadsr{Kachru, 1992: 38}threecircle model,
whichincludest hr ee concentric circles: the Al nner
AExpanding Circleo. The f i rEndlishesspekecasasi st s
native | anguage, and includes -pmraacgviedii rego .whli
the Outer Circle are those countries which were colonised by countries belonging to the
Inner Circle: here, English is spoken as part of a nngtial repertoire and it has
developed and institutionalised in a peculiar form, so these varieties may be considered
as fAdevel opingo. Finally, in the Expanding
but it does not have institutional purposes: thus,she v ar i e t-d epe md en tfion,o r
as they depend on the standards established by the Inner(Din@sehel, 2011: 30)

Droschel (2011: 37) refines KachrGs model by proposinghe following

categorisation:

f  ENL’ countries, where English is a native laaga for most speake(s.g. UK
and Australia)

1 ESL countries, where English is a second language and performs institutional
functions but it is not used as an internal lingua franca (e.g. Bangladesh and
Toga);

1 ESL-ELF countries, i.e. multilingual countrieghere English is also used as an
internal lingua franca (e.g. India and Nigeria);

1 EFL countries, where English is considered as a foreign language and has no
institutional function ¢.g.most of European countries and China);

1 EFL-ELF countries, i.e. mulingual countries where English is a foreign
language but it is also employed as an internal lingua franca (e.g. Switzerland).

The spread of English as an international lingua franca, used across different
communities as a means of global communicati@eds to be distinguished from the
adoption of English by various local communities as a second language or a foreign

language, which functions as an internal lingua frgBecéschel, 2011: 52)

TENL stands for English as a native language; ESL isifimgls a second language; ELF refers to
English as a lingua franctinally, EFL isEnglish as a foreign language.
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Several terms are used to refer to an international variety of English which is not
related to any country in particular, but which could be rather considered as a common,
global variety of Engi s h . Al nternational Englisho (I1E
Languageo (EI L), AEnglish as a World Langu
interchangeable terms and are not descriptive of the different functions performed by
English in different sciolinguistic context§Droschel, 2011: 34)Here we will refer to
this Avarietyo of ELF as a multfandus fenttibnea t er m
Engl i sh has acqu(Droscdel,2061o51)nd t he gl obeo

ELF acts like a chameleon, complying with diffat purposes and being
adapted according to different contexts of use, spanning from informal conversations to
academic writingHouse, 2013)The definition of the international status of English is
a controversial issue. Anderman and Ro2895: 24)claimt hat t hing |l i glhab al
is evolving into a #dAhybrido, Ahomogeni sedc

Acommonly accepted definition of standard i

Misunderstandings exist betweéme notions ofELF and World Englishes.
According to somes c hol ar s, A WOWE) id anEumpgrélla termefa all
varieties of English existing i&Enghéeswesbd,
i.e. institutionalied ESL varieties(Pakir, 2009: 225) which may correspond to
Kachrus Outer Circle Historically, WE research has preceded ELF research, even
though both are consequences of the globalisation process started in the late twentieth
century(Schneider, 20165chneide(2016: 110)explains that WEs are conceptualised
as(usuallynati onal ) #Avarietieso, i . e. reasonably
speech communities, whereas ELF is conventionally not seen as a stable linguistic
system and it is not related to a specific linguistic community, but rather to a
i commu ngrtayc {Sefdhefér, 2013: 87)Research orboth WE andELF has
sought ecognition for the newly emergingarieties, acknowledgingthe conceptof
language change and emphasigimg centrality of the discourse strategies of bilingual
and multilingual peopléPakir, 2009) Nonetheless, in the WE paradigm, features of
inew En ¢gdve cftbnebsen legitimised and codified, while the ELF approach
considers language as a functional tool and thus assigns more importance to
intercultural andcrosslinguistic communication skills, e.g. how to accommodate to
ongs interlocutors. WEs are not considered relevant for this thesis, as they refer to local

varieties of Engkh, and not tone international variety or language.
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According toDrdschel (2011: 40)ELF i s dAan additionally
English even for native speakeprssentmpgfn Engl i s
independent system without its own native speakers. In investigating the relationships

between languages and cultures through thedémgercultural communication, Baker

(2009)claimst hat @At here is no culture of ELFO, a ¢
negotiated in each single communicatio a c t ; yet , Al anguage <can
neutral 0o, inasmuch as each participant has

to their own cultural systeiBaker, 2009: 588)

Seidlhofer (2013) examina the phenomenon of the spread of English as the
dominant international lingua franca, claiming the neeckconsideconventional ways
of thinking about Enlish in general According to her, since ELF is taken over and
employed by nomative speakers on a global scale, assumptionsEihglish native
speakers are the arbiters of its proper use may be debdgditihofer, 2013)
Seidlhofer arguethat ELF should be considered as an adaptable and creative use of
language in its ow right and not as a deviant version of the native language (NL),
showing that features which do not adhere to NL norms are functionally motivated by
t he dynami cs of communi cati ve i nteractio
appropr i at e n(Sadithafer, 203: B4JELFensrme ate negotiated addh
depending on the specific participainspertoires and purposéSeidlhder, 2013) In a
similar vein, Hilmbaue(2007: 5)claimst hat t her e does -tmood seem
correlation of lexicogrammatita correctness and communicati v

communication.

Communicative effectiveness and appropriateness seem to be the foundations of
ELF communication: in order to effectively communicate, ELF speakers need to reach
out to their intended intlcutors and accommodate their language use to them. Jenkins
(2011)argueghat native English speakers, especially those who are monolingual, seem
to be less effective in international communication than-metive speakers, as the
former are more likely to have problems with using esdéching, accommodation
strategies and a flexible approach to language use, probably due to the influence of
native English standards. As a consequence, competemative speakers of English
may be more comprehensible than native speakeassrtain situatios |, as fthey ca
better at adjusting their language for people from different cultural and linguistic
b ack gr @hillipsbs, 28003: 167)
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Since ELF lacks prescriptive norms, its identification as a stable variety of
English is debatable, as already mentioned. The great variability and intrinsic flexibility
of ELF imply that it is diffialt to consider it as a fixed code and draw a consistent
classification of fully ascertained formal featur@$ouse, 2013) ELF includes both
linguistic forms that it shares with English as a native language (ENL) and forms that
differ from it, which usually come from the contact between ELF speafiess
languageand their English, e.g. uncountable nouns in ENL used as countable in ELF
(e. g. Ai nformationso) and z-seimtbe presemttense g of t
(e. g. i s(Jemkinst 2009yMosd §f the studies conducted on ELF features in
terms of lexicegrammar, morphology and pragmatiase concerned withspoken
interactions, as variation is more likely to be evident in such situations rather than in
written speech, which usually is a more controlled form of communication and also
tends to be more resistant to change. More recently, reseascheen conducted on
computermediated communicatio®e.g. on blogs and social medBeargeant & Tagg,

2011; Vettorel & Franceschi, 2016)

Academic ELF has been the subject of a number of studies, focusing on either
academic speedfMauranen, Hynninen, & Ranta, 201®) writing (Jenkins, 2011)In
particular, ELF usage on university institutional websites has started to gain attention
(Bernardini, Ferraresi, & Gaspari, 2010; Dalan, 2018; Ferraresi & Bernardini, 2015;
Venuti & Nasti, 2015) since the degree of multilingualism on such websites is
increasing, as is the use of English as a secondary lanfCalighan & Herring, 2012)
For instance, Bernardini et #2010: 289) investigateanstitutional academic English by
constructing a corpus of websites of native (British andh)lrésxd nomative vaieties
(Italian). They suggest hat | talian wuniversity websites
assisting navigation and positively eval uat
for personal style and for the more indirect seance x pr essi ons o0, whi ch
institutions more distant than the ones based in Engpsglaking countries. Palumbo
(2015: 246)comparesveb-based texts in English published by European, British, US
and Canadian universities and exansne h e European ELF texts a
hybri ds 0 lyingTlaksamption of bis studg ithat texts translated into or drafted
in English for an international audience share common features with spoken interactions
in ELF among nomative speakers, where the priority is given to communicative
effectivenessin addition, he claimghat whetherthe texts in Englishra written or

translated bynative or normative speakerssinot relevant(Palumbo, 2015: 250)
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However, results shofa certain homogeneityodo between t
native texts, suggesting that the difference betweesetheiversity webbased texts

wasless conspicuouthan that observed in studies focusing on spoken afumbo,

2015: 259)

Research has also focused on features of ELF employed in other types of
websites, e.g. corporate websi{@®ppi, 2013)as an increasing number of companies
in nonEnglish speaking countries use English for external communications, aiming to
reach a broad range of international users. Pd@pil3: 409) maintains that
Ainternational communication can be enhanc:eé
may takethefon of code gl osses, explanations, exp
According to her, companies willing to address international stakeholders need to
commi t to fian attitudinal changeodo by wusing
accommodating tlru g h rephrasing and explaining; f
perspectiveo; Abuil di ng r pravidingrexplanatomsadf r eac hi
A cul tboundterdfsio (Poppi, 2013: 423)

Although ELF is a worldwide phenomenon, research has focused on smaller
contexts to investigate the use of ELF in a more restricted environment, such as Europe.
Mollin (2006: &) exploresiwh et her European l ingua fran
resulted in a new, i ndependentEnglistor.i efthye o f
corpus she built includesoth a spoken component, reflecting discourse among EU
politicians, officialsand journalists, and a written component, representing spontaneous
online writing from discussion groups and chat rooms. Mollin searched the corpus for
icommon |l exi cogrammati cal and mor phosynt ac
tongues which would sepe the European lingua franca usage from a napeaker
s t a n dviollind2D06: 47) However, she net that ELF speakers tetalstick to NL
nor ms, and &athieomsnd yf riicdne vi dnemothien tomguedandd e p e n d
English competencee r g 0, Athere were hardly any ¢ o0ommc
franca speakerso and that coul(Molimp206nt t o t |
48). For this reason, and drawing on Jarf&3)5) Mollin proposedo consider ELF not

as a variety, but as a register, whalows for heterogeeity. characteristics of ELF

woul d be Ashorter utterances, a small er r
avoidance of Afi xed expressions and i di oms
f ami | i dMollinw2006h52) On the contrar, Hewson(2009: 115)argues that
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ELF texts generally showspecificusage of the languageadits grammatical structure:
e.g. fewer modal verbs are used in texts written by NNSs of English. H&2G@ba:

271) also highlight some of the major issues existing in such texts, which involve

Aprobl ems of syntaxo,i didexi ape aihfoiic el iamgu

Aot her miscell aneous | anguage probl emso,

Studies on ELF thus point to a very multifarious scenavith great variability.
The assumption that ELF is a recognisable and disishable form of English is not
widely shared among the academic community, which makes it a complex,

ideologicallybound terrain.
2.4.2 Translating into a global language

The status of English as a global language has now been recognised and seems to be
undeniableThe unique and complex position of English in the global scenario requires
careful consideration. Translation Studies (TS), however, have been slow in taking up
the field of inquiry related to ELFTaviano, 2013: 156)n general, the interest towards

this new phenomenon paid by TS has seemed to be scarce, and its impact on the
trarslation profession has been undesearched (ibid.). These two fields, i.e. TS and
ELF research, have common interests and
knowl éCoak,2@12: 243)

Globalisation processeand the increasing quantity of information and data
circulating benefit fromthe use of ELKTaviano, 2013: 161{o facilitate international
communication. Given this situah, new translation practices have emerged, both into
and out of ELF (ibid.)d the former being the focus of this section. In the current
context, the traditional notions of translator and directionality, texts, readership and
target language may be nontger valid, as claimed by Taviarf@013: 160) Here, |
briefly review some of the literature concerning these concepts in order to understand
how ELF has affected these variablEgure2.2 shows the main coordites within the
framework of translation into ELF. This review aims to shed new light on the extent to
which translation theoryaccommodate the composing elements of the process of

translating into English for an international audience.

Translator

and translated intdl Readership Jj ELF as target

directionality language
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Figure2.2. Coordinates of the framework of translation into ELF

Translator and directionality

Translation into ELF is donfr an international audiené® which may includenative
speakers (NSgndnonnative speakers\NNS9 of Englishd and it may be carried out

by a translator who i&t NNS of English(Hewson, 2009: 114Even if it is carried out

by aNS of English, the translator is not a NS speaker of ELF (as ELF has no proper
NSs), so anyone translating into ELF might be said to be translating into a second
|l anguage, or i nt dqFirtly, 1986c 240) TranslationlintborEgFunaay e 0
thus be considered as a specific form of translation into the second language (L2

translation).

The traditional prescriptive approach it
language of habitual use [€é] is the only way
wi t h maxi mum (Nefvihaekc 1988v HAtemisnog t o t hi s st anc
translator should be a native speaker of the TL [target language] and should therefore
work only i nto hi{Pskorh &007: 832)ashtranslatafsmtoitgpnse 0
were sipposed to be more reliable in theative languagéStewart, 2012: 8). As a
resul t, L2 translation has |l ong been stigl
translation into the first language: this is shown by the names coined for this practice,
underl ining i1its inferi or(Newmwark, 1988 hfi iamsv efr sseer \
trans (Beeby,®98p fAreverse translationo, oidtrans|
(S. Campbell, 1998) At r ans | at-pronea yi ntamn(Grosengne Kadric,

KovaUi U;Hordy, 300 trdfislation into a nomother tonguéGrosman et al.,

2000; Pokorn, 2005) and ft fBa®.sKellg, t2008) iNonétheless, in the last

few decades scholars have started probl emat
t ongue p(D.iKallg iNphbs,eSanchez, & Way, 2006: 58hus leading to a

Adi mi ni shing mar g@Pokar, 2009y199)f t he practi ceo

A strictly prescriptive approach has been abandoned in TS, but some of the
conceptsr oot ed i n that tradition stild/l seem to
| anguageo, Ainative speakero, Amot her tongue
used and accepted. Nonetheless, the distinction between NS and NNS cannot be tested
rigorousy; ergo, it seems complicated to distinguish reliably between the two without

being partial(Pokorn, 2005: 1)A huge body of work has been devoted to underlining
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differences between native and nwative production of textée.g. see Cusdy et al.,

2015; Gayl e & Shi Bayka,Es RaD,17 20 A& ;E Mi r aha
Rabinovich, Nisioi, Ordan, & Wintner, 201&lowever,Pokorn(2007: 331)argueghat

it is not possible to draw general conclusions, e.g. claiming that all speakers born in a

particular linguistic community are competent speakers of that language. Besides,

Pal ovi | thatlia ihres i de al iGgmtvel competén&o nc aonfn o t repr es
todays multicultural and multilingual societie6 Pav | ovi [ , Th&dlote7? : 80)
common terms such as fAnative | anguageo and

An increasing number of scholars have maintained that L2 translation is a
growing practicein realworld scenarios, and as suchngeds to be recognised and
better researchedHouse, 2013; Pokorn, 2005; Stewart, 2013; Taviano, 20f8)
instance, Adal§2005: 239xlaimst hat f@Atr ansl ati on i nto a secc¢
it is being done, it should be done to the best of the tranéatoa b i | i t y 0. Il n her
L2 translation, Pokor(2005: 106)arguegha translatoés mother tongue doemt seem
to influence translatioquality, while the latter seemo be affected by other factods
amang them is thdevel of L2 proficiency(Pokorn, Blake, Reindl, & Pisanski Peterlin,
2019) Si mi | ar (2907: 13)dentifiesvelethents that have an impact on
translation accuracy, clarifying that directionality is ordpe of several vdables
involved in the procesdn addition, Pedersegf2000: 109)stressed hat fii nter f er e
not a onevay streeto: then firse larigeaged(l) enay occur oviren
translating into L2, but the same applies in the other direction, as interference from L2

is also frequent in translations into L1.

Most of the stdies conducted on L2 translation have focused on translation
from several languages into English, highlighting the fundamental role the latter plays
in this context. In particular, when translatifog an international audiengca translator
needs to have diverse range of skills. Hews@013)pointsto the difference between
linguistic and translational competence, the latter also including the ability of
understanding Athe char act Hewsant 20X3s2600 f t he
Furthermore, at only should thdranslator have a good knowledge of English and
expertise in the translation field, but most importantly he/she needs to be competent in
ELF communication. The spread of a globalised form of English has affected the
professionalpractice of translatigntransforming the role performed by translators
working into and out of EnglisfiTaviano,2010: 62) today translators may be required
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to produce textsbly drafting or editing) aimed at an international audience, and thus

make texts accessible to that audieri€aviano, 2010: 89)This implies that the

translator is expected to mediate potential discrepancies, by acknowledging the
usefulness of operating within codified walaries, being open to linguistic diversity

and accommodating the needs of the target readgiStepvart, 2013: 233 However,

the fAynmddker paradigmo still iomdéedmesstudyo be pr
conducted by Pisanski Peterl{@013: 208)on trainee translatadsattitudes towards
academicELFshowsa preferespeaker staamdards in aca
poi nt i nlack df awarénass of the need to adapt a text for an international

audi enceo.
Texts

According to Housd42013: 279) there has len a large increase the production of

ELF texts In the translation context, an ELF text may be either the source text for a
translation from ELF into another language, or the result of a translation conducted into
ELF (Hewson, 2009: 111)For the purpose of this studynly the latter case is taken

into account. It is fundamental, however, to underlihat unequivocally determining
whether a text is indeed an ELF text is not an easy(tdsWson, 2013: 263)t is not

always possible to know how the text was produced, e.g. whether it was drafted in
English, rewritten on the basis of a draft in anetHanguage, or translated into ELF, by

a translator working out of the native languggtewson, 2009: 17). Furthermore,
researchers have taken contrasting positions concerning the existence of specific

features characterising ELF texts (cf. SecBohl).

A different perspective on texts in this contextprovided by Tavian¢2013)

who discusseghe status of texts translated into ELF within the receiving culture and
suggett he notionteb® Adbybrittebertical definiti
of EU document s. According to her, hybrid
between different cultures and languages, resulting from overlapping rhetorical and
discourse norms, created by andrastds sed t o a supr@avianb,i onal C
2013: 160) Hybrid forms of writing also seem to be reflected in translation, and thus in

this context the traditional dichatty between source text/language and target

text/language may be irrelevgiiaviano, 2013: 160)
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Readership

As already stated, the tatgeadership of a translation into Elis transnational, and

may comprise NSs and NNSs of English. As a consequence, there may be no specific

target culture to refer t(Stewart, 2013: 219the audience portrayed may appear to be

highly heterogeneous and blurréstewart, 2013: 233; Taviano, 2013: 1683pecially

when communication is intended for international consumption, e.g. tourist websites.
However, Stewar(2013: 220)and Adab(2005: 233n ot e t hat Al nternati @
al ways mean MfAheterogeneousao, especially if

expected to be familiar with a specific domain or subject matter.

Audience heterogeneity may concern linguistic competesganning from a
highly proficient reader to one who has more difficulties in understanding English
(Stewart, 2013: 225) Bot h Al inguistic and encycl opae
with the conesquence that levels of understanding of a text may be significantly

different from reader to reader (ibid.).

A text may be read and interpreted in several different ways by different readers
coming from different socigultural backgroundgHewson, 2009: 119jcf. Section
2.4.4for a discussion on cultural factors affecting communication). For instance, there
may be a huge difference between the way NSs and NNSs of English react to

expressions or structures which they feel é
sometimes Alinguistic odditieso may be wel
but other times they may be felt as irrita

from the translator(Stewat, 2013: 227) thus underminingthe reliability and

respectability of théatter.

Texts cannot be culturalhadapted or locallyailored, but on the contrary they
mu s t be able to get to a broad, di ver se
addr e $Aslab,e2605: 235)This leads us to wondering about the language to be

used in such a context.

ELF as target language

Language is an important variable in this scenario. In the translation market, Eaglish
become a i mstewan,018: 217)gsadtedin Section2.4.], it is not an
easy task to clearly identify this international language. ELmséde be characterised
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by strong influences of the lexis and syntax of the writer/trang§atoother tongue, so

few common features have been identified among different ELF texts, without leading

to substantial results for codificatiofHewson, 2009: 111)The basic principle
underpinning ELF studies has always been that all forms of English are afithtter

if they are linguistically acceptable or not within NS norfdswson, 2009: 112)This

persgcti ve has transformed -Eagktesld phtaoome n
(Stewart, 2013: 219) whi ch has |l ed to an ndall t hings
attitude is quite controversial forare than one reason. On the one hand, texts written

by ELF speakers wuswual |y f4gramniaticdl choiceamp | v wi 1
conventionso which are typical o f t he Enc
communicative less effecti#louse, 2013: 285)0n the other hand, traasbrs have to

face certain translation choices, and they may not have a cue of what language or
variety is most appropriate to use, and what translation strategy to(&tepart, 2013:

221). Therefae, the notion of target language is highly problematic in this context

(ibid.).

The main concern ithe literature regardingLF communication and translation
seems to be conveying clear, unambiguous information: the purpose of this vehicular
language isnainly to guarantee clarity and coherence of the meq&igwart, 2013)
Hence,cihikrosal c o ra prathehtream Imguilstic &ccutady Gs given
complete priority (ibid.). According to this approach, adopterdd which may only be
understood by a nativepeaker readership would be inappropriate, because it could be
disorienting to an international audience and could provide misleading information
(ibid.). Furthermore, complex syntax and ambiguous or very quubid expressions
should be avoided, privileging forms of English which are widely adopted on a global
basis (ibid.). Finally, Adal§2005: 234)suggests he use of fAa restrict
form of a | anguageo, based on the principl
forms of expressiono i hmismtergretationtHoweeel, i e p o s s
is only possible if the text is addressing a readership who isaegllainted with the
specific domain related to the text. As the clarity of the message always comes first
(Stewart, 2013: 220)Stewart(2013: 225)also advocates or fipr agmati c ex pl
which may be especially useful in the case of texts whose main function is informative.
The literature does not provide further information on the issue of which English may

be used to address an international readership, but definable boundaries are needed
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which could enable translators to adopt an established andadified target language
(Stewart, 2013: 228)

Given the above, it is evident thie notion of translating into ELF is a hazy
one, since one cannot define whether a text is ELF or not. Another limitation
concerning the practicef ELF translationis that it continues to be regarded as a
Adubi ous form of medHause2013:287Fitly, translatienr a | ree
practice seems to be founded on the traditionalist naspeaker paradigm and
translation into on@® mother tongue still seems to be highyioritised. As a
consequence, scholars have maintained that L2 translation should always include the
Abackup of as ptera&kiemrre dt rmatsil vaed or 0, wh-0o shoul
native translata@s output(Hewson, 2013: 276)Secondly, the assumption supporting
this view is that translators should stick to the expectations of Fatigésh readers
and comply with standards and norms of native vari€kiesise, 2013: 289)s such,
translators who are not using a widely recognised and accepted variety ishEngy
be considered as less proficient and competent both as linguistic experts and as

translation specialists.

Summing up, Bhough it is undeniable that there is an increasing demand for
translations aimed at an international audiefiaviano, 2010: 82)it is hard to know
whether ELFO as it has been conceptualised until nbwmay gpropriately describe
translation for an international audience. The current linguistic situation based on the
expansion and spread of English all around the world calls for the conceptualisation of a
Anew paradigm for thinkn reEqqgdbaeit ithr angll athiad
which may question deegeated assumptioiStuart Campbell, 2005: 36)

2.4.3 Website localisation and internationalisation

Website translation has traditionally been considered within the framework of the GILT

process (Globalization, Internationalisation, Localisation and Translatihjch

consists of different phases, starting from the globalisation of a website to its translation

for a specific local markei{JiménezCrespo, 2013) The GILT frameworkwas

introduced in the early 1980s in the US context, where corporate websites started to be
translated from one language, i.e. English, into a wide variety of languages, in order to

export products awmd the world and meet the demands of many different
sociolinguistic communitiegJiménezCrespo, 2013) The tadrimafii oao it :
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derives from the concept of Al ocal eo, whi c
websites normally implies translating from one language into many and moving from a

global dimension to a local one. Localised versions of a websitatmuat meeting the

needs of specific local marketsor instancethe website of the British Museum in

London is in Englishput it also offers some contents iatherlanguages in order to

meet the need of specific linguistic communities, probably inteme tourists

speaking the most common languages in Europe and Asia. The current homepage of the

British Museum websiteHgure 2.3) and the Italian version of the W&te Figure2.4)

are shown below for the sake of clarity.

The British \:isitmg i Membership e — p o

Support us

NIU.S curmn 3 About us

Leaming Blog British Museum shop >

Free, open daily
10.00-17.30
Fridays until 20.30*

Getting here > Plan your visit > Groups »
Full opening hours » Bag restrictions »

Exhibitions and events >

Coming soon: Troy

Find out more >

Figure2.3. Homepage of the British Musedm

8 See the original version of the website of the British Musenitps://www.britishmuseum.org/
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e >Visita >Membership = N
The BrltlSh >What's on >Support us Search the website p ~v
>Research >About us
Museum >Learning >Blog

British Museum shop >

Visita > Ingresso e orari di apertura Come raggiungere il museo Galleries Pianta del museo Visite scolastiche Pianifica la tua visita
Visite per famiglie Servizi Ristorazione Visite di gruppo Special Morning Tours Travel Trade Accessibilita
English Deutsch Espafiol Francais Italiano Pycckun X HAFE 30

Visita

Borse grandi, valigie e bagagii: trolley e bagagli di grandi dimensioni non sono
permessi al British Museum per ragioni di sicurezza. Depositi bagagli sono disponibili
presso le grandi stazioni ferroviarie come Euston, King's Cross e Charing Cross

1l museo € aperto tutti i giomni dalle 10.00 alle 17.30. L'ingresso & gratuito per tutti i
visitatori.

Venerdi aperture serale

Orari di aperturay
Orario d'apertura serale »

o2 ’“; %"&n %"o/ “\ Tﬁ
[es00] } ®
A = STl | South [
St \ rh g, NQlan] stairs
! i P
Come raggiungere il museo» Pianta del museo)

NV R C
Figure2.4. Italian version of the British Museum wetas3i

However, an increasing number of websites belonging to companies or institutions

based in nofEnglish speaking countries are being translated into English in order to

expand their presence on a global basis and reach a broader international audience.
According to Floros and Charalambid@016) such websites are designed and created

in countries with a fiminord presence on t he
be provided i ne @& rsighmdthoagh this may ey ratheg simplistic,

especially if we think of countries such as China, this perspective considers English as a
Amaj or o gl obal | anguage for I nternati onal
localisation show that 44% of orgaations which localise their website target five or

fewer languageg$Lionbridge, 2015)this seems to suggest that most companies prefer

to offer content in few, Aimaj oro | anguages
markets. For exampl&igure2.5 shows the website of the Italian Pinacoteca di Brera in

Milan, which includes two versions: one in Italian and one in Englist, latter

supposedly addressed to all international usersag@mnot speak Italian. Thus, a shift in
directionality is observed, as | ocal websi

global audience.

9 See the Italian version of the same websittas://www.britishmuseum.org/visiting.aspx?lang=it
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ABOUTUS  SUPPORT  SPACERENTAL PRESSAREA CONTACTUS  BRERASOCIAL  BRERAMEDIA  BRERALISTENS | Q 1A EN

B rera VISIT COLLECTION EVENTS LEARN CALENDAR NEWS VIRTUAL TOUR

g AR A < i B
-_ >

Pinacoteca

— Losthe website
of the Pinacoteca
N di Brera

Pinacoteca di Brera I

Pinacoteca di Today we are Open 8.30 > 10.15

Brera

The Pinacoteca di Brera is located in the Palazzo Brera, home to

Figure2.5. Homepage of the English veas of the Pinacotea di Brerd’

JiménezCrespo (2010: 13) investigate the strategies adopted by multinational

cor por at iatng san internatiénal rversion of a language that is spoken in

di fferent countries and cul tur al regi onsao,
two opposite tendencies can be recognised within the localisation industry: one which
assumes that welocalised texts are texts that are perceived as locally produced and
another based on international i swettakon str :
languagev e r s (JiménézCrespo, 2010: 23, emphasis in the originatd hide

cultural differences. Furthermore, Jimér@zspo(2010: 24)stresgesthe need of user

based studies for Aempirically assess[ing]

The case of university websites providing a version in English for an
international audience has already been mentioned (cf. Se2tibf). Fernandez
Costaleq2012)examineghe translation of European university websites to investigate
whether they are localised for a particular market or rather globalised for an
internation& audience: the researcher notastendency towards standardisation of
university websites in terms of textual contents and information provided, as well as
type of language used and semiotic and-veral elements, such as images. According
to Fernandez Costd, Europearuniversity websites are generally not localised, since
there are almost no examples of sites specifically adapted to a particular locale or
market; on the contrary, the analysed websites seem to include an internationalised

version, where coents are provided to a global audience.

10 Seethe English version of the website of tRénacoteca di Brerduttps://pinacotecabrera.org/en/
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Palumbo(2013) explores how Italian universities translate their websites into
English. According to Palumb@013:98) fit he wuse of English for
an international audience is alinguar anca s cena&t4lyregardlestof Sect i
the process for creating the texts (i.e. translation or draftifigg. online materials
produced by universitiesnay perform a number of functions and readhexbe
audiences: as a result of this, Palumbo cldalmasa combination of different approaches
may coexi st, but a functional approach i s |
i nternati on alsosugeds keen cleve dfe tthieon@rtmo ide aars
Aan appr oac h-createm & texté]d awidér yo adapt it to the cultural
expectations o f(Paumkmo, 2018:r1@fet audi enceo

Rike (2013: 81)claims that new approaches to translation may be required,
involving a shift from trangtion to transcreation, especially for promotional teotis
corporate websitesuch approaches call for a careful consideratiohn bfe fAex pect ed
awareness and cul tur al orient atreferstoa of t he
Apr ocess oekts analtlevelsatd makeythem appeal to people in the target
c ul t(Rike,g2013: 72)however, when creating a website version for an international

audience there may be smgle discrete target culture to adhere to.

The claim of the present thesis is that tlaglitional conceptualisation of website
translation based on the GILT process does not provide an appropriate theoretical
framework for the practice of translating websites into English for an international
audience: localisation represents the creatiotoatents for a specific locale, while the
process mentioned above aims to offer an Ai
Yet the latter has not been given a proper definition in academia, and there still seems to
be confusion around this procesgjich may need to be 1@tuated according to the
audience addressed (probably culturally unspecified), the variety of English to use so as
to be accessible to all potential recipients and the translation approach t@adept
whether to translate trsource text, adapt it or transcreate it to produce a new target text

from scratch.

Furthermore, it is thought that the problem of targeting a culturally
heterogeneous audience may also apply to websites designed in countries where English
is the official hnguage: although translation is not involved in this case, issues of
cultural adaptation and variety of English to use may be relevant nonetheless. Therefore,

the production of contents in English for an international audience on university
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museum websigewill not be studied through the localisation framework. This thesis
will mainly approach the issue from a monolingual perspective by looking at how
university museums based in both Englkgleakingand non Englistspeaking countries

create contents whicimay serve a broad, multicultural audience, thus focusing on

audience conceptualisation and language use.
2.4.4 Intercultural communication

The object of the present thesis, i.e. university muséomige communication aimed

at an international, multiculturaludience, may be outlined as a form of intercultural
communication, as it involves the attempt to engage people with different cultural
backgrounds. This is another perspective through which the issue may be investigated,
i.e. one which positions communimat within a cultural framework and considers

cultural factors affecting communication.

Hall (1959: 186)has beerone d the most influential scholars to conceptualise
intercul tur al communi cation, cl aiamli ng t h
communi cation i s c ulcdltwal dfferenaes dmomagcparticipants e d g i n
belonging to different cultural systems. HE1O76) proposeshe framework of high
context (HC) and lowcontext (LC) cultures to study intercultural communication.

These correspond to two different typescommunication, which differ in terms of the
degree of contd provided within the message. HOmmunication takes place when
most of the information is already shared by the participants as prior, background
information, and thus very little is made exflion the other hand,C communication

is one where the message is explicitly spelled(datl, 1976: 91) Any communication

can be HC or LC according to thevéd of context, which needs to be adequate to the

interlocutor, i .e. sufficient but net exces:s
contextingo the interlocutors may mean ft al
than what they need to knofMall, 1976: 92) Accor di ng to Hall, HC
require, nor do they expect, much-dne pt h, background i nf or ma

opposite is true for LC ctures(Hall, 1990: 6) Therefore, Hall claim¢hat intercultural
communication is effective wheéeaintérlocatordegr ee
is known(Hall, 1990: 27)

Another fundamental contribution to thstudy of cultural differencessi
Hofstedés malel of cultural dimensiongHofstede, 2001) The scholar claimshat
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cultures vary along four dimensions, i.e. individualism vs. collectivism, power distance,
femininity vs. masculinity and uncerhty avoidance, and later addghe two
dimensions, namely loAgrm orientation and indulgenceHofstedés cultural

dimensions can badopted to study communicatias it is shaped by culture.

Although their research is at times criticised for being outdatedHatid
Hofsted@és theoratal frameworks have been extensively applied by other researchers
from different disciplines and for a variety of purposes, such as studying website design
0 especially websites targeting culturally diverse u¢8iegh & Pereira, 2005)~or
instance, Wirt22006)exploresintercultural communication on websites to investigate
the online strategies used by HC culturaszhsas the USHer assumptionsi that
different cultures adopt different online communication styles, and in particular HC
cultures tend to use visual communication more than LC cultWeéstz& analysis
focuseson visual communication arghowsthatit differs on HC and LC websites, e.g.
images and animated effects tandoe more common and elaborate in HC websites. In
general, the vales represented by the images aonsistent with the characteristic
values of HC and LC cultures, especially in terms of collectividC) and
individualism (LC).

Lalla (2015: 201)proposed. C communi cati ve strategies
inclusive online courseo for international

identifying the nationality of onfie students, Lall§2015: 199)suggestghe need for

online courses to be designea@]towmeehthedn suf f i c
expectations of interniato n a | st udent sweon Halds etegored and a r dr a
advocatesf o r the wuse of LC communication, wh i
|l anguageo and Aincl udes facts, words, vV e

e x pl an glualia,0 20850 200) However, Lalla doesnot consider that LC
communication may suit students from LC cultures, but not those from HC cultures,
who do not need nor expect communication to be so explicit and thus may feel

overwhelmed by the information provided.

Hofstedés cultural dimensionare also applied by CallahgB8006)for studying
cultural differences in the design of university websitd®e scholar analysessample
of uni versity homepages from different co
between graphical elements and Hofséedadex values for [thelesl ect ed count r i

(Callahan, 2006: 247)According to Callahan, research has mainly focused on
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guidelines for the internationalisation of websites in terms of language, dates, spelling

and other standards (cf. Secti@m.3, and scarce attention has been paid to other
cultural differences in relation to international interface dediggn.aim s to understand

whether different cultures represethemselves differently on the web whether

cultural differences dmot impact web design. Rd®ishowcorrelations between the

analysed websites and Hofsté&gle di mensi ons, but fAmuch weaker
(Callahan, 2006247). The scholar furtheacknowledgeghat other factors may affect

website design, e.g. genre and institutional guidelines, and that an observational study

on the graphical elements alone does not provide information on the motivations for the

web deggners choices(Callahan, 2006: 270Finally, Callahan suggestbe need for

future research on usability and uUser per cepti on to understand
the countries from opposite poles of Hofst@&sddimensions prefer Wesites with

wi dely di v e(Calaant2006:280) gns 0

Most of the studies conducted on cultural differences on welistesfocused
mainly on design and interface features, i.e. visual communication and aspects
connected wk navigation and usability, rather than verbal communication&Haiid
Hofstedés models will not be adopted as methodological approaches in this thesis.
These perspectives assume that there is a specific target culture, and may not be so
relevant to theissue of addressing a culturally unspecified audience, as we cannot
assume that the communication under scrutiny, i.e. the English version of European
university museun@websites, is targeted to a specific culture, but rather to a multitude

of differentcultures.
2.4.5 Interim summing up

In this section, different frameworksave been presentethich have to some extent
informed this thesis Section 2.4.1 discussed the emergence of English as an
international, global language, and reportad studies onELF. ELF is a contact
language used between people of different sociolinguistic backgrq@uiiseider,
2016) where the priority is not linguisticocrectness, but rather appropriateness
(Seidlhofer, 2013)and communicate effectivenesgHulmbauer, 2007)It has been
noted that the definition of ELF as a stable variety of English is ces@l for a
number of reasons: first, ELF does not have prescriptive norms; second, it includes

forms of English as a native language and forms deriving from the contact between the
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speakets first language and their English, thus making it difficultdentify common
features that unite lingua franca speak®ftsllin, 2006).

Section 2.4.2 explored the issue of translating into a global language as a
specific case of translat into a second language, stressing the importance of
accommodating the need of the target audience and delivering clear, unequivocal
information, which seemto contribute to crossultural comprehensibilityStewart,

2013) However, issues concerning translation into ELF were also discussed, as the
latter still seems to be regarded as a tentative form of mediatmuse, 2013)as the
native speaker paradigm is still strong, translators who are not using a generally
accepted variety of English may be considered as less competenigaaga and

translation experts.

Section2.4.3focused on website localisation, describing it as the translation of a
website for one or more specific locales. It haen argued that an increasing number of
websites representing companies or institutions based HEngiish speaking countries
are being translated into English in order to promote themselves internationally and
reach a broader, multicultural audiencey klaim has been that this form of website
translation cannot be described as localisation, since these websites are not translated
for a specific locale, but rather internationali¢edrnandez Costales, 201®)create a
ineutanadg u a g e(JiméaezCsespw,2010vhich is supposed to serve a broad
range of users. Furthermore, a new translation process has been described, which
involves thetranscreation of texts to make them appeal to people in the target culture
(Rike, 2013) However, it has been stressed that the problem of addressing a
multicultural audience also involves monolingual contexts where English is spoken as
an official language and translation is not involved, & giuseums want to cater for
international tourists or local, multicultural groups and need to understand whether and
how to adapt their language to be inclusive of both native anehative speakers of
English. This perspective will be adopted withimst thesis, without focusing on

translation (or localisation) processes.

Finally, Section2.4.4introduced the notion of intercultural communication and
addressed th@ossibility of targeting a different culture by understanding how that
culture works and adopting culturally inclusive communicative strategiessHiatidel
of high and lowcontext cultures and Hofste@ecultural dimensions, as well as studies

applyingtheir frameworks, were reviewed in order to understand how they could inform
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the present research. Nevertheless, as the communication under scrutiny is not aimed at
a single target audience/locale/culture, these theories were not deemed suitable for the

purposes of this thesis.

In conclusion, studies around ELF, translation into a global language, website
localisation and intercultural communication have partially informed this thesis, but
have not provided a methodological framework for the analysis afieosbntents in

English produced for an international audience by university museums.
2.5 Summing up

In this chapter, | outlined the system of theoretical assumptions supporting this research,

positioning the latter within a wider context and drawing on ssufii@n different fields.

As presented in Sectidh2, the postmodern and constructivist theories within
Museum Studies have advocated for a more audienepted aproach to be adopted
by museums: greater emphasis has been placed on thewisitperience and the-co
construction of meaning$alk & Dierking, 2013; G. E. Hein, 1998; Hoop@&reenhill,
1999) Few studies, however, have speadilig focused on the impact of this approach
on online museum communication, addressing both visitors andisitors, especially
from a linguistic point of view. A readeariented approach to investigate museum
communication may reveal whether the lattes been affected by audierm@ented
approaches to museology, and thus whether greater importance has been given to

identifying and interacting with the audience.

In Section2.3, | argued that any text is written for an intended reader. | claimed
that the author establishes a relationship with their intended readers within a text by
using certain linguistic cues, and in turn examining them allows to shed light on the
representation of the intended readers and on the interaction with{tdytand, 2008)

In particular, wekbased texts seem to be guided by specific standards which are based
on the ideahat reading a text online is different from reading it on paper: ideally, web
writing guidelines are thus supposed to facilitate reading for online (iarn & Lee,

2014; Krug, 2014; Newman Lior, 2013; Redish, 20@pserving the impact of these
standards on webased texts should reveal whether the latter have been written to
appeal to online readers. Issues of readability and popularisatv dlao been
discussed in relation to the idea of writing in a way which improves reading for a

specific audience, especially defined in terms of background knowledge.
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Section2.4was dedicated to the use of English as an international language and
a lingua franca, especially on corporate and institutional websites: many European
university websites have a version in English as a product of a strong
internationalisabn effort (Callahan & Herring, 2012; Ferraresi & Bernardini, 2013;
Palumbo, 2013, 2015A particularly interesting case is that of university museums,
which belong in the academic environment but are separate entities from the university
itself (cf. Section2.2.6. Although the phenomenon of English used as an international
language on institutional academic and museum websites is increasing, scarce attention
has been paid to the aiof an international language by university museums as a
possible strategy to include and engage with a multicultural audience on museum
websites. Finally, |l suggested that the Eng
and an Ai nt iemrdoad onty seavadative speakess of English, but also
nonnative speakers, who may display varying degrees of proficiency of the language,
as well as different communicative needs in
Ai nt er n a tomsanayaovedlap ¥neaustries where English is used as an official
language, such as the UK, but this does not necessarily mean those texts are meant for
L1 speakers only, especially in multicultural societies. Texts written in English on
museum websites miathus serve a multicultural audience, resulting in the need for

prioritising crosscultural understanding.

The next chapteintroducesthe research questions and the methodcébg

foundations of this thesis
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3.1 Overview of the chapter

This chaptesetsto introduce the research questions andcudstions addressauthis
thesis(Section3.2) and describe the meth@ddopted tanswerthem: frst, a surveyof
the English version of university museum websi{8gsction3.3); second,two text
analyses (SectioB.4); finally, qualitative semtstructuredinterviews (Sectio 3.5). A

conclusive section (Sectid6) summarises what has been outlined in the chapter.
3.2 Research questionsad sub-questions

The aim of thighesisis to investigatéo what extent audienazriented approaches are
adopted by university museums in themline communication by focusing on their web
pages in English Specifically, the aims aréo a) understand thextent to which
university museums in Europe have committetheouse of English as an international
languageon their websites, and b) identify the intended readers of texts in English.
doing sq the research seeks itovestigatewhetherrecent trend in museology have
affeded museum online communication, and whetheirersity museums in Europe

have developed an awareness of the possible need to address readers with different
cultural backgrounds and linguistic needs.

This thesis addressdéise following research questiofRQs for shortand sub
guestions. The firstwo questions focus on the texts as products, whereas thenkast

focuseson the writing process undertaken for the creation of those texts.

1. To what extent do university museums in Europe produce English versions of their

websites?

2. Do texts on theEnglish version of these websites reflect an audienieated

approach to communication?
2.1. Do these texts conform to web writing guidelines?

2.2.What kind of relationship between author and intended reader is construed in

these texts?

3. What is the intended audiee for whom university museums in Europe write texts
in English on their websites?
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3.1.Who is involved in the wting process of these tefts

3.2.Do the people involved display awareness of the possible need to address a
linguistically and culturally heterogenenaudience when writing these texts?

3.3.If evidence of such need arises, to what extent does it influence the way in

which these texts are written?

In order to have a wider perspective on the topic, triangulation was in order: data
collection has thus encomgsedthree different method$y combining qualitate and

quantitative approaches, whiahill be presenedin the following sections
3.3 Survey of English version websites
3.3.1 Research data and rationale

A survey of the English version of European university enus websites was carried

out to assess the extent to which European university museums produce contents in
English on their websites (RQ1Jo the best of my knowledgalthough previous
research has been carried out wmversity websitegCallahan & Herring, 2012;
Ferraresi & Bernardini, 2013, 2015)o studies have focused the productiorof texts

in English for museum websites, especially dioiversity museums. For this reason, a
survey ofthe English version oEuropean university museum websites was conducted

in order to investigate their current linguistic situatidrfurther aim of the survey was

to create a list of websites to be usedthe subsequent construction of the corpus for

this research.
3.3.2 Data collection

In order to select the sample of websites to analyse, the first step of this survey was
selecting a list of European university museums from the University Museums and
Collections (UMAC) database. UMAC was chosen as a reliable source as it is a
committee of the International Council of Museums (ICOM) which specifically deals
with university museums and collections worldwide. The UMAC database is constantly
updated with new infanation for each museunmcluding museum website, affiliated
university website, subject area, institutional type, address, opening hours, contact

details and a short description of the institution.
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In June 2017, when the survpyesented in what followsas carried out, there
were around 1900 university museums in Europe according to the UMAC database.
Among them, a maximum of 30 museums per country were randomly selected, for a
total of 469 museums. Only 366 websites were examined over the total amount of
museums selected, since the UMAC database did not have inforroatibe websites
of some ofthe museumgigure3.1 shows the countries included in the survey.

A I %
W Engiish specking countries g A

B non-English speaking
countries

Figure3.1. Map of the countries included in the survey

3.3.3 Data description and analysis

Each websiteselected was examined to check whether it offered contents in English.

More specifically, | opened the homepage of each website on a web browser and
checked the whole page by Il ooking for a 11
normally be found in theeader of the page, askigure3.2. An alternative may be the

use of a UK or US flag standing for the English version of a webHite.link to the

English version igenerally included in the header of the page, but may also be located

in the footer or in other parts of the page.
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£ UNIVERSIDADE B
U COIMBRA

FEVEREIRO 2019

UC.PT/ Jardim Botanico

Figure3.2. Example of link to the English version of the website

3.4 Text analyses
3.4.1 Researchdata and rationale

Drawing on the insights provided by the survey, a corpus of texts from pages belonging
to a selection ofiniversitymuseum websites was constructed. The corpus was designed
so that three different textual genres were pr esent ed: AAbout o,

Alfror mati ondo pages.

The examination ofthe texts from th corpus includes two separaextual
analyses.One is aimed at understanding whether texts comply with web writing
guidelines, i.e. what is generally deemed Hestweb writing/reading (RQ 2.1¢f.
Section2.3.2.9. The selectedexts are part of web pages, and are thus read by an online
audience, i.e. users navigating the web through any deMaoeetheless, iis not
evident whether they havententionally been writtenfor an online audience, with
specific needs in tens of text readabilityAlthough this analysis cannehed light on
the intentionality issue, it can reveahether the texts per se are actualbtimisedfor

onlinereading

The second analysi®cused on describing the relationship between author
(institution) and intended readers of a text to observe the kind of communicative and
museological approach adopted by the selected museums on their websites (R 2.2)
drawing on the model proposed by Hylg2908) the analysis is aimed at highlighting
the ways in which the selected museums position themselites the texts with

regard totheir intended readers, thus shaping a specific institutional identity, as well as

1 Seethe English version of th@useunds website:http://www.uc.pt/jardimbotanico
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establishig a dialogue and construing a relationship with the regtlemmselvesThis

analysis is based on the idea that any text is written for a specific intended audience, and
that the author of a text may take a stance and create engagement with that aydience b
adopting specific textual features. The results reveal a specific representation of the

intended readers within the texts.

The two textual analyses highlight different aspects of an audmre@ed
approach to communication, i.e. how interactive, isiolel or useffriendly museums are
on their websiteResults of the two text analyses will be correlated to the results of the
analysis of the qualitative interview® know whether theesultsof the text analysis
may be seen as the product of chanceson aleliberate choice of using the textual
features observed in the texts, and thus a specific approach to commuriR&tiah

3.4.2 Data collection
3.4.2.1 Context and setting

Both text analyses focus on two different settings: one is a context where English is
used as an official language, while the other one is a context where it is used as a
internationallanguageln both cases, texts in English may serve eitfagive and non

nativespeakers of the language.

A short note on the reason why the taantextshave been namedK-EN and
EU-EN is needed here. Othatlels were considered during the corpus desighwere
discarded For instancethe classification of native vs. ngrative textswas thought to
be problematicbecause | could not assume that thehansttranslators of such texts
and/or their intended readers were mative speakers of Englisand also because the
situation of English speakers in the world nowadays is very fluid and these categories
cannot depict itproperly (¢. Section2.4.1). Therefore, a distinction based on the
countrieggeographical regiowhere the museunese located was preferred

Before moving ona final remark is in order. Comparitexts belonging to these
two different contextss not anunproblematic task, as they are outputs of two different
processes. In the former case, texts in the official language of a country (i.e. English)
may be produced from scratch as a joint effortolmwng staff from different
departments of a museum (e.g. curators, editors and web managers). In the latter case,

texts originally produced in a language other than English may benpug for
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producing (or translating) texts in English. The latter tagkich may be performed by
somebody within the museum staff or from outside, adds one more layer to the content
production process. For this reasmsultsof the analysis of the texts (products) will be
considered along with insights about the contentipction (process) elicited through

the interviews.
3.4.2.2 Corpus design and sampling

A corpus was constructed in order to have a sample of the population under
investigation, namely European university museum web pages in English. A small
corpus was needed so tasbe able to carry out a close tddsed analysis of each

sample. As the corpus was expected to be limited in size, all texts were manually

collected and saved in txt fornfat

First, in order to define what texts to include and exclude in the colpus,
referred to the research questions and definedadllm@ving categoriego identify the

textualpopulationto be includedn thecorpus:

1 type of institutions, i.e. European university museums;
1 textual macregenre, i.e. university museusebsites;

language, i.e. English used for online communication.

Second, during the text collection phgdst Section3.3) two main distinctions
became apparenthe frst is between museums having their own website and those
having one or few pages about themselves on the associated university whesite;
second ishetween museums having one or few pages in English on their website and
those offering a larger group pages or an entire version of the website in English.
view of these considerations, other criteria were established for selecting European

museums.

1 only museumshaving a dedicatedvebste were selected(as opposed to
museums whose website was parthaf tiniversity main websitg)
only websites featuring more than three pages in English were selected,;

1 only websites featuring at least one sample of each of the three-geiures

identified were selected.

2 October 2018
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In particular, the first criterion was thought te lbmportant for at least two
reasons. The object of this research is online museum communication as a product of
different factors, such as museological approach, attitude towards the audience and
communicative/linguistic approach. Therefore, the maewe identified for this study,
namely university museum websites, should include only websites designed and
developed as a museum effort, not as part of a more generalised university effort. The
focus is not on the university, but on the museum itself separate entityUniversity
museumscan be identified by looking dheir URL, which should not be the same as
the universitywebsités URL, and their structure: if only a couple of pages on the
university website were dedicated to the museum, that musasnexcluded from the
selection.Figure 3.3 shows an example of a university museum web page, with the

URL showing that it igpart ofthe university website (UC Louvain

Figure3.3. Example of a university museum website belonging to a universit

Figure3.4 displays a website entirely dedicatedatgroup of university museums.

3 See the museudn website httpsi/uclouvain.be/en/sites/woluwe/musesuvreur.html
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[ Steno Museum X

< C { @ Nonsicurof sciencemuseerne.

SCIENCE
MUSEUMS

STENO MUSEUM '

Figure3.4. Example of a university museum website belongingrtuseurfi

Third, | organised theampleas follows. As mentioned in Secti@®4.2.] | considered
the UK as example of country whegenglishis used as an official, first language and
nonEnglish speaking countries urope asxamples of countries where English is
used forintercultural communication. | decided to include teaseumdgor each group,

which were randomly selected.
1 Groups

o English used as an official language in the WK{EN group);
o English used as arguage for intengtural communication in other UE

countries (EUEN group).

As different norREnglish speaking countries in Europe have different official
languages, | also decided to divide the-EN group into four different sulgroups by
identifying four linguistic families that exist withirthe group This distinction was
meant to partially represent the diverse European scenario. However, due to the small
number of museums selected for each linguistic family, no claims will be made about
possible common patterns or differences among different cuétndalinguistic groups
in Europe.

1 EU-EN linguistic families:

4 See the museuim websitehttp://sciencemuseerne.dk/en/stenaseum/
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Germanic languages (EQ);
Romance languages (ER);

Slavic languages (E93);

o O O o

Ugro-Finnic languages (E\WF).

Furthermore, the textual maegenreof university museums websitaseded to
be suldlivided into specific micrggenres in order to identify single pages to include in
the corpus which could be similacrossdifferent websites. Three micigenres were
identified that a) have rich textual contenb) are top level page§.e. they are linkd
from the main website menwnd c) display a mix of informative and promotional
genregDalan, 2018)

1 Micro-genres:

0 pages presenting the museuUiA{outo);
o0 pages with information on the collectiaiiCpllectiorp);

o0 pages with practical information for the viditr{formatioro).

Details on the distinction among the three different mgeores and the

rationale for boosing them are offered in the following ssdxtion.
3.4.2.3 Defining the micregenres

Micro-genres were identified according to the website structure and the type of content
provided on the single pages. A few examples are shown below to make the distinction
among the three mickgenres clear. The examples include pages which were examined
during the surveyf English version websitemnd the corpus construction but are not
necessarily part of the corpus. The description of the three 1géenes does ndtave

the pretence ofbeing representative of all European university museums: pages
belonging to the same micgenre may vary to a certain extent according to the

museum type and size, as well as to the design and structure of the website as a whole.

First, Figure 3.5 shows the screenshot of tii@boutd page of the Medical

Museion of the University of Copenhagen,

C

website includes a page I|?ahelwhad hii Wh aets eingd s

information related to the museum.
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#® Medical Museion | What is Medi X + - o

€ C 1 @ Nonsicuro | www.museion.ku.dk/our-heritage/history g

» MEDICAL MUSEION

The culture of medicine - yesterday, today, tomorrow

T T BBenciic Q
What is Medical Museion?
STAFF

Part of the University of Copenhagen ASK MEDICAL MUSEION

Medical Museion is a combined museum and research unit at the The CONTAGT
museum was founded on a private initiative in 1907 to mark the 50th anniversary of the Danish THIS SITE
Medical Association with a public exhibition of historical medical artefacts. It remained a public
museum until 1918, when it was taken over by the University.

Today, we belong to the which in turn is part of the

An exhibition and event site

Medical Museion’s main and site is located in Bredgade in the inner city of
Copenhagen. The museum is placed in the former Royal Academy of Surgeons from 1787 and
adjacent buildings in Frederiksstaden, a Copenhagen neighbourhood, which is a candidate for
inclusion in UNESCO’s World Heritage List.

Our permanent and temporary exhibition area is approx. 1000 sq.m. Read more about our .

useion ku.dk/our-heritage/history

Figure3.5. Example of museuriAboutd page
The AAbout o sectidmwhofchmmagumewd mbiett éd ed as
us o athrer wiays referring to the museum as an institutica . Adpout thie Natural

History Museum of Denmadk)d generally presents the institution itself, and may

include pages on a wide range of topiosluding the following

the museum belonging to the veisity;

the history of the institution;

the building(s) where the museum is housed and its restoration;
the museum mission and values;

how to hire the venue for events;

1

1

1

1

1

1 how to request loans;
1 how to volunteer or work at the museum;

i staff and volunteers;

1 members, sponsors, patrons, and donations;

1 other museums associated with the same university;
1

other partners or networks whichthe museum is affiliated.

AAbout 0 pages are important as they 1inc
especially in termsforalues and work carried out. Although these pages tend to be self
referential, information about specific groups of people addressed can also be found,

such as organisations interested in hiring spaces for events or people who may want to

5 See the museudn website http://www.museion.ku.dk/otneritage/history/
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donate money tthe museum. For instance) a fi A bpage tdedcribing opportunities

for volunteering may be used by museums to address different communities and new
audiences, including people wheoeanot usual visitors; because of this,may be
revealing of thetypechudi ence museums try to reach. A
promotional, in that they seek to promote the museum and invite readers to discover

more on the website oresite. These f eatures are typical of
and may also be foundhmther types of websites, e.g. corporate and university websites

(Bano & Shakir, 2@5; BolafiosMedina, 2005; Caiazzo, 2011; Casaf Pitarch, 2015)

Second, ACol |l ectiono p a g e®cognised quites eum w
intuitively. Firstlevel pages related to the collections normally provide general
information about the cultural heritage preserved at the museum and its collections.
Secondevel pages of this type may display specific collections oadepents. They
may also provide information about exhibitions and other resources related to the
collections, such as special archives and libraries. Pages positioned at the third or at
further levels in the website hierarchical structure may contain abakse with
interpretive texts which provide details about one or more specific items belonging to

the collections.

Figure3.6 is anexample bfirst-leveli Col | ect i ono pagtee from t
Manchester Museum, UK. The page shows a short body text providing a general
presentation of the collections of the mused®.shown by the hierarchy of pages on
the left, this page links to many different secéemEl pages, each one introducing a

specific collection or department.
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Collection | Manchester Museum X =

&« C { @ Nonsicuro | www.museum.manchester.ac.uk/collection/ r

MANCHESTER MUSEUM

I\/IAN(\HIEQS)IER What'sOn  Visit  Collection ~ About  Learn Q Search

The University of Manchester
Manchester Museum

Home / Collection

Collection Co“ectlon
Home From Darwin to Turing, from natural history and the environment to technology and
Callection the environmental, via objects as remarkable as dinosaur skeletons and mummies

fram Ancient Egypt: our collection spans millennia, and over four million objects.
Research

Anclent Egypt and Sudan Before, during or after any visit you can search our collection and Keep up with our collections and curatorial
projects on our blogs

Archaeclogy

Vivarium

Earth Sciences

Entomology

Archery -

Figure3.6. Example of the Manchester MuseifiCollectiord first-level pagé

An example of secontl e v e | ACol | ect i oterdMuspuedg \eebsiteriso m Man c
provided inFigure3.7. Here, a specific collection, namely the Vivarium, is described in

more detail.

[ Vivarium | Manchester Museum X =+

<« C {0 ® Nonsicuro | www.museum.manchester.ac.uk/collection/vivarium/ P g

>

MAN(/H F\EEE l{ A What's On Visit Collection About Learn Q Search

MANCHESTER MUSEUM

The University of Manchester
Manchester Museum

R

Vivarium

Our Vivarium is dedicated to the conservation of reptiles and amphibians. Photo © Chris
Mattison

Home / Collection / Vivarium

Figure3.7. Example of the Manchester MuseifiCollectiord secondevel pagé

Figure 3.8 displays the screenshot of a page describing an item from the collection of
The Museum of English Rural Life in Reading, UK. The focus of this page is object
specific, as all the page is devdbtt® provide information related to the item, which

usually comes from catalogues and documents about the collections.

6 See the museudm websitehttp://www.museum.manchester.ac.uk/collection/
7 See the museudn website http://www.museum.manchester.ac.uk/collection/vivarium/
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M Womens Land Army Uniform - T X 4 - x
C (d & nttps//merl.reading.ac.uk/collections/clothing-and-textiles/womens-land-army-uniform * E
7\ o )

M THE MUSEUM i N7 2 e University of

RURAL LIFE shop  Aboutus  Newssndviews  Commercmisences 0 Reading

VISITUS ~ WHAT*S ON ~ EXPLORE ~ COLLECTIONS - LEARN ~ COMMUNITIES ~ Q
The MERL = Collections > Clothing And Textiles >Womens Land Army Uniform J

WOMENS LAND ARMY UNIFORM () ( vISITUS

Collection Clothing and Textiles

1939-1947

Object number 88/44/1-2

DETAILS .

Categories Forces For Change

Themels) Historical era .
War and conflict

Figure3.8. Example of the Museum of English Rural I&§é&Collectiono third-level
pagé

Ingeneraltermd) Col | ecti ono pages ful fil bot h an
on the collections, and a promotional function, trying to encourage readers to discover
the collections, either online or at the museum. Therefore, theybmagdresseboth

at the general reader/user/visitor who may want to learn more about a, tmic
academics carrying out research in the fields related to the museum collections and thus
looking for technical details. In addition, references to readers on these pages may
reveal wiose heritage is colbted at the museum, and thus which commumiay feel
represented by those collectidigatson, 2007)

Finally, theflnformatiord micro-genre includes all the pages providing practical
information aimed at the physical visit to the museum. The following is a list of the

most commorpieces oinformation which can be found on these pages:

9 opening hours;

1 how to get to the museum antheve to park;
9 admission tickets, prices and bookings;

1 qguided, seHied and other types of tours;

1 visits for groups, families and schools;

1

museum accessibility;

8 See the museudm website: https://merl.reading.ac.uk/collections/clothiagdtextiles/iwomendand-
army-uniform/.
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1 photography policy and other rules of conduct;

1 facilities offered, such as cloakrooms, shopg<and restaurants.

Figure39showsa t ypi c al Al nf ormati ono page, pr
for getting to the museunthis type of page is mainly @ant for people who may want

to visit the museum and thus need to find out practical information before the visit.

&® Medical Museion | Getting here X 4 S X

& C {d ® Nonsicuro | www.museion.ku.dk/transport-parking cess w

2 MEDICAL MUSEION

The culture of medicine - yesterday, today, tomorrow

= SEc Q
ENING HOURS AND ADMISS %
Mogogo ¥ o//”r
" 8
. i« £
Transport

Medical Museion is situated in the Copenhagen inner city area and is
easy to reach from all over town. Bus 1A (direction @sterbro) stops right
outside Medical Museion’s main entrance. Plan your journey

with
Parking = : 7
i o
g
There are parking facilities in Amaliegade and an off-street parking lot b

in Dronningens Tvaergade.

£

Figure3.9. Example of the Medical Musei¥informatiord page (23

Finally, Figure 3.10 i s an example of a more specific
organised tours for school grougdis kind of page is addressed to a specitither
than genmal, audience, namely schools and teachers.

9 See the museud® website http://www.museion.ku.dk/openirdgours!/
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® Medical Museion | School v X 4+ = X

& C { @ Nonsicuro | www.museion.ku.dk/visit-medical-museion/school-visits, %

MEDICAL MUSEION

The culture of medicine - yesterday, today, tomorrow -

= E <= Q

OPENING HOURS AND ADMISSION
GETTING HER
GROUP VISITS

SCHOOL VISITS
TAL

ACILITY

-‘;

PN

Medical Museion offers guided tours for schools on all levels. The visit gives a general insight into the history of medicine. Beginning in the auditorium where earlier times
surgeons were trained, the tour guide takes the pupils through exhibitions on health and diseases throughout time. For instance, how was diseases understood before the
discovery of bacteria? How has technology and scientific discoveries moved the boundaries for treatment, and how has the body been explored throughout history?

a 2
Guided tours for school classes (1 hour)

Guided tours for school classes: Tuesday - Friday at 10.15am, 11am and 11.30am.
Guided tours (max. 30 people) at these hours cost 750 DKK. The tour must be booked in advance through our

ionku.di jwh phope (+45) 35 W TheWonehour are 7
Flgure3 10 Example of the Medical Musei@@informatioro page (33°

~

Al nf ormati ono pages we-gaerescohtbescerpus as sheyamree o f
mainly informative pages providing details for the visit. As shown by the last example
(Figure3.10), which includesa reference to a specific group of peoaddressed on the

page, Al nf ormati onodo p a gtedgas they enayvneludg manynp or t a |
explicit references to the intended readers, such as families, groups and visitors with
disabilities. All these categories represent people who may teavisit the museum

and need specific information.

Hence, the three different micgenres described were chosen so that the corpus
for this research could include pages performing different functions and potentially
aiming at different types of readefThis selection of micrgenres is not supposed to be
representative of all the main genres included on museum welsités offer insights
on the intended audience of university museum websddwer micregenrescould
have beerincluded in the comps, such as the homepage. Although homepages may be
interesting, they are usually poor in textual content if we consider only the body text.
Also, texts on homepages are likely to vary more often, as they usually need to display

information on current outure events and activities organised by museums.

10 See the museuds websitehttp://www.museion.ku.dk/visimedicalmuseion/schoevisits/.
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3.4.2.4 Corpus composition

The data for this study consists of texts collected fronséhectedEuropean university
museum websites: 20useumsvere selected for this research, as showhable 3.1.
As mentioned in Sectio.4.2.2 ten museumswere chosen for each group KU
EN/EU-EN).

Group Language family Country Number of museums
UK-EN -- UK 10

EU-EN EU-G Austria

Denmark

Sweden
EU-R Italy
Portugal
Spain
EU-S Croatia
Czech Republic
Poland
EU-UF Finland
Table3.1. Museums represented in tb@pus

e

Figure 3.11 represents the countries included in the corpus divided into two groups
standing for the two different varieties of English identified, namely theBdKgroup
and the ELEN group.
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@b =
B UK-EN Q F
W EUEN

Figure3.11. Map of UK-EN (blue) and ELEN (red)

Table3.2 provides genetastatistics of the corpus, divided into the two groups identified.

UK EU Total
No. of tokens 26766 24704 51470
No. of texts 88 72 160
No. of museum websites 10 10 20
No. of countries 1 10 11

Table3.2. Corpus statistics by English language variety {El{ and EUEN)

Threemuseumger language family were randomly selected, each one from a different
country. The only exception was the group of UBionic languages, which on
includes Finnish and Hungarian in Europe: only amngseumwas considered for this
group, as it is much smaller than the others. Hence, the fotENElihguistic families

include:

3 GermanianuseumgEU-G): Danish, German, Swedish;
3 RomancenuseumgEU-R): Italian, Portuguese, Spanish;
3 SlavicmuseumgEU-S): Czech, Croatian, Polish;

1 UgroFinnic museumEU-UF): Finnish

= =4 4 -1

Figure 3.12 provides a map of the linguistic families belonging to the EBENU

group.
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%& =

EU-G O b
B eur
EU-S
| EU-UF

Figure3.12. Map of EUEN linguistic families

Corpus statistics for ehdifferent linguistic families and for each country involved are
included inTable3.3.

Language Country Number of texts Number of
family tokens
EU-G Austria 9 1515
Denmark 9 2330
Sweden 9 2151
EU-R Italy 7 1331
Portugal 9 3642
Spain 4 703
EU-S Croatia 9 8383
Czech Republic 3 1753
Poland 4 1497
EU-UF Finland 9 1399

Table3.3. Corpus statistics for EAEN language families and countries

As far as the micrgenres are concerned, a minimum of one @agka maximum of
three pages per micigenre were selectedn eachwebsite starting from firstevel
pages. Only pages witkubstantial amount of runnirtgxt were chosen. Pages which
only included links or images were excludétjure3.13is an example of page which

was discarded.
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@Y Collections | The Fitzwilliam Mus X~ + - =

£ C ¥ & nhttpsy//www.fitzmuseum.cam.ac.uk/collections ¥
The Tuesday - Saturday: 10:00 - 17:00
Sundays & Bank Holidays: 12:00 - 17:00
Fitzwillizm Closed Good Friday, 24-26 & 31 December and 1 January
FREE ADMISSION
Museum
CAMBRI
Q

What's On~ Visit Us Collections~ Learning~ Research~ Support Us~ About Us~

Collections

Ancient World

Ancient Near East
Cyprus

Egypt

Greece & Rome
Kemet & Kush

Nubia & Sudan

Applied Arts

Arms & Armour
Arts of Asia

Ceramics, Glass & Enamels

Ceramics, Glass &
Enamels Furniture & Clocks v

Figure3.13. Example of excluded patfe

Corpus statistics per genre can be foundable 3.4, providing detailsabout the two
main groups (UKEN and EUEN) and the linguistic families within the EBN group.

Corpus About Collection Information All genres

Group  Subgroup Texts Tokens Texts Tokens Texts Tokens Texts Tokens

UK-EN

(ALL) - 28 8389 30 8637 30 9740 88 26766
- EU-G 9 2292 9 2316 9 1388 27 5996
-- EU-R 7 2398 7 2771 6 507 20 5676
-- EU-S 6 3665 5 6311 5 1657 16 11633
- EU-UF 3 759 3 324 3 316 9 1399
EU-EN

(ALL) -- 25 9114 24 11722 23 3868 72 24704
ALL

UK/EU  -- 53 17503 54 20359 53 13608 160 51470

Table3.4. Corpus details per genre

Although the corpus does natm at beingrepresentative of the diverse situation of
university museums in Europe, | decided to make sure that it included a mifeod i
types of museums dealing with a variety of discipliriesble 3.5 and Table 3.6 show

the complete list of ELEN and UK-EN selected university museums.

11 See the museuim websitehttps://www.fitzmuseum.cam.ac.uk/collections
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Code Country  Museum University Type

EUF_FI  Finland Helsinki University Museum University of Helsinki Science & art

EUG_AT Austria Josephinum Medizinische Universitat Medicine
Wien

EUG_DK Denmark Natural History Museum University of Copenhagen Natural History

EUG_SE Sweden Museum of Sketches Lunds universitet Art

EUR_IT ltaly Museum of Human Anatomy University of Turin Anatomy

EUR_PT Portugal MUSLAN University of Beira Interior Industry

EUR_ES Spain Geology Museum Valenti  Escola Universitaria Geology

Masachs de Manresa Politécnica de Manresa

EUS HR Croatia Botanical Garden University ofZagreb Botany

EUS Cz Czecfg)I Hrdlicka Museum of Man  Charles University Anthropology
Republic

EUS PL Poland Museum of the University of Uniwersytet Warszawski  Mixed
Warsaw

Table3.5. List of EU-EN museums in the corpus

Code Museum University Type
UK _CB1 Kettlets Yard University of Cambridge  Art
UK _CB2 Museum of Zoology University of Cambridge  Zoology

UK_CB3 Whipple Museum of the History of Scienc University of Cambridge  Science

UK_CB4 TheFitzwilliam Museum University of Cambridge  Art

UK_GL1 The Hunterian University of Glasgow Mixed

UK_MA1 Manchester Museum University of Manchester Science

UK_MA2 The Whitworth University of Manchester  Art

UK_ON1 Ashmolean Museum of Art and University of Oxford Art &
Archaeology archaeology

UK_ON2 Pitt Rivers Museum University of Oxford Archaeology

UK_RG1 The Museum of English Rural Life University of Reading Agriculture

Table3.6. List of UK-EN museums in the corpus

3.4.3 Data description and analysis
3.4.3.1 Web writing analysis

In order to examine web writing practices and see to what extent the general guidelines
described in the literaturecf( Section2.3.2.9 are adopted by the museums, it was
necessary to select a list of web writing guidelines @pefrationalis themin terms of

textual features.
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Only a selection of web writing guidelines were included, specifically those
which could be easily converted into identifiable textual features. The intention was to
focus on a few specific examples of web writing guidelines and suggest a small number
of featues. Some web writing guidelines were excluded as they were considered too
abstract and vague, and thus they could not be straightforwardly transformed into
specific fedures to be found in the texts.

For instance, most publications on web writ{Rg@nton & Lee, 2014; McAlpine,
2001; Newmarlior, 2013; Nielsen & Loranger, 2006; Redish, 20&8yocate the use
of simple, common terms that are easy to understand. Nevertheless, the distinction
between simple and complex terms is not etedr and identifying simple, common
terms in a text is not a straightforward, impartial proc&&scabulary studies have
focused on the latter and used word lists (e.g. \WesBeneral Service List).
Nevertheless, as discussed in Secdh3the use of word lists has been criticised as
problematic (Bailin & Grafstein, 2016) Furthermoe, these studies considered words
which are common in exchanges among native speaksug]ly without considering
language use bynemat i ve speakers. Finally, 1t is no
in English for people with a variety of linguistiatkground: terms which may be
Asi mpleo to people speaking a Latin |l angua

speaking a Germanic language.

Another example is the suggestion of including the most important information
in the first two sentences of a lwgage. However, identifying the most important
information on a page mayt be astraightforwardorocessand may depend aseveral
factors, such as the rea@eown expectations and needs, which may influence what
he/she considers as important inforroati Therefore, this type of guidelines were not
considered appropriate to be used for this analysis.

Once the web writing guidelines to include in the analysis had been chosen, they
were converted into textual features to be spotted in the {€alde 3.7 shows the
selected textual features and the guidelitrey were extrapolated fransome of the
features identified were connected both to web writing guidelines and to the museum
literature ontext interpretation and museum communication for designing exhibitions:
the table repost on areasof overlap between the twéelds. The textual features
identified may be divided into tweategorieswhich seek to cover two different aspects

underpinniig web writing guidelines. The first four features, namely headings, words in
97



3 Research design and methods

bold, links and lists, are related to text structuring and page layout, whereas the last
three features are concerned with text length and syntactical elements.

Category Web writi ng Web writing literature Museum studies
feature literature
Text structure  Headings Use a hierarchy of headingsandsul A Us e subhe
and layout headinggBly, 2002; Fenton & Lee, t he vi si t o
2014; Krug, 2014; Mill, 2005; (P. M. McManus,
Redish, 2012) 1991: 44)
Words in bold Use bold for emphasi{§enton & --

Lee, 2014; Krug, 2014; Nielsen &
Loranger, 2006; Redish, 2012)

Links within the Use meaningful links to structure the
body text text. Mark them by underscoring anc
using a different font coloyiFenton
& Lee, 2014; M@lpine, 2001; Mill,
2005; Redish, 2012)

Bulleted/numbered Use bulleted and numbered lists if a

lists paragraph has four or more element
(Fenton & Lee, 2014; Krug, 2014;
McAlpine, 2001; Nielsen &oranger,
2006; Redish, 2012)

Text length and Short paragraphs Divide the information into short AiBreak the

syntax (max 100 wods) paragraphs, each one havingoneid ido not (@.Vv
or communicative purpoggenton & M. McManus, 191:
Lee, 2014; Krug, 2014; Mill, 2005; 44)yAakeep it
Newman Lior, 2013; Redish, 2012) (Ambrose & Paine,

Short sentences Use a simple syntax: prefer sentenc 2006: 90)
(max 25 words) that are simple, short, and complete
(Mill, 2005; Yunker, 2003)
Active verbs Use the active voicéBly, 2002; A T e & Jwritfen in
Fenton & Lee, 2014; Jeney, 2007; active voice ¢ ] is
McAlpine, 2001; Redish, 2012) more likely to be
r e a(b..Bartlett,
2014: 34)

Table3.7. Analytical framework including selected web writing features

Each web page was surveyed to look for the set of web writing textual features. First,
the layoutrelaked features were observed on each page. Data related to these features
were coded as binarnyariables: texts with at least one instance of each featare
consideredas conforming to that specific web writing standard. Dateere thus
collectedon the number of pages displaying or not one or more headings, words in bold,
links and lists. The undpinning rationale for thieperationalisatiots that a text is not
considered more readable if the author usesyheadings, words in bold, links and

lists, but if these features are used in the first place. In other words, the frequency of
each of these features on a page was not accounted for improving readability, and thus
was not considered in this study. For amte, a text full of words in bold is not

necessarily more readable, because everything is emphasised and nothing stands out.
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According to web writing guidelines, bold should rather be used to highlight important
keywords in the textcf. Section2.3.2.3. Headings, links and lists also need to be used

in a meaningful way, not just frequently.

This part of the analysis was completed on a browser (Chrome) in oraexkto |
for these features in the HTML | anguage by
are structured in a hierarchy which meymprise many different levels, as shown in
Figure3.14.

<hl>Level 1 heading</hl>
<h2>Level 2 heading</h2>

<h3>Level 3 heading</h3>

Figure3.14. Levels of headings

During the analysis, headings were recognised (and distinguished from words in bold
font) by looking at the HTMLcode of pagesHowever, the number of lelge of
headings was not recordeidllowing the same logic discussed earliarfext rich in

levels of headings is not necessarily more readable than a text with onlgvehe
headings. Similarly, words in bold within the body text were identifiedobking for

the tags shown iRigure3.15.

<b>Text</b>
<em>Text</em>
<strong>Text</strong>

Figure3.15. Examples of tags for words in bold

Links and lists could bélentified more intuitively by scanning the page. No further
data was recorded for these features, e.g. whether lists were bulleted or numbered or

whether links were broken or working.

lllustrative examples of the laycutlated features are provided foietsake of
clarity. Figure 3.16 is an example of headings, words in bold and links from an

Al nformationd page on the website of the Pi
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= Visit us | Pitt Rivers Museum X =+
C Y & https//www.prm.oxacuk/visit

Pitt
Rivers

Museum  Visitus What'son Collections Research Learn Join&support Shop

| Opening hours |

Monday: 12pm - 4.30pm

Tuesday to Sunday: 10am - 4.30pm (we are also open 10am - 4.30pm on half terrm Mondays).

Entry to the Museum is free, but as a charity we'd really appreciate 0 support our work.

The Museum is regularly packed with visitors, and it is hard for us to accomodate groups unannounced. If you are bringing a group of 10 or mar

How to get here |

e, please|book in advance.|

Pitt Rivers Museum e Yo
S Parks Rd, Oxford OX1 3PP Directions | Save ) %

The entrance to the Pitt Rivers Museum
is through the Oxford University
Museum of Natural History (OUMNH)

on Parks Road, Oxford, OX13PW.

Department
S of Physiology.

Q Q

Clarendon Laboratory

Sir Wil D
© New Biochemistry o emipbre )
Building, Department =

Once in the Museum of Natural History,
walk straight past the dinesaurs and take a
left at the statue of Darwin, that is where
you will find the Pitt Rivers’ arched door.

Access to some evening events and

disabled parking is via the Pitt Rivers

S
Department of Statistics ¥ !
Departmefit of Statt Museumn'’s South Entrance in Rebinson
o 5 Close, off South Parks Road.
a Keble College X Peter Me ©
. C Oxford Univarsity Department of  for Pathoge Address
&= Museum of Natural.

Earth Sciences -
d Pitt Rivers Museum

Figure3.16. Example of headings (red), words in bold (green) and links Blue)

Figure 3.17 is an example of i st from an Al nformationo
Helsinki University Museum in Finland.
B Guided Tours | Helsinki Universit. X -+ - X
C Y & https//wwwhelsinkifi/en/helsinki-university-museum/visit-us/guided-tours >
L VISIT US EXHIBITIONS COLLECTIONS NEWS ART ROOM ABOUT US Q -

GUIDED TOURS

We offer various guided tours that enrich the museum experience.

Night of Arts 23.8.2018 at 6 pm (18:00)

kS
2
il
- |

Treasures from the interiors on the new side of the Main Building. The guided tour will begin in the second-floor lobby of Fabianinkatu 33 (in English).

Registration: http://www.helsinki.fi/en/news/language-culture/art-and-culture-of-the-academic-tradition-the-universitys-night-of-the-arts
Guided tours of the exhibition "The Power of Thought":

The standard tour lasts 60 minutes and costs 60 euros.

Special Tours:

e A Cultural Walk, exploring the University Main Building and the museum exhibition, approx. 90 min / 90 £€.
e Medicine from the Year 1640 to Present Day, 60 min / 60 £.
® 375 Years of Student Life, 60 min / 60 €.

e Academic Freedom, Sisterhood and Equality, 60 min / 60 €.

Figure3.17. Example of list

Unlike textual featuressyntactic features wei@dedas numeric variables. Paragraph
and sentence length were checked by u#ilmgword count function of the text editor
Notepad++4 For paragraph length, 100 words were considered to be a reasonable,

conservative threshold: paragraphs with 100 words omless counted asleatlength

12 See the museuds websitehttps://www.prm.ox.ac.uk/visit
13 See the museuds websitehttps://www.helsinki.fi/en/helsinkiiniversitymuseum/visius/quidedtours
14 Notepad++ v6.1.8. Seduttps://notepaglusplus.org/
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paragraphs, while the others were counted as long paragraphs. This threshold was
established by conforming to the related literature. Jim@&mnegpo(2011: 5) e.g.,
suggests that Afor Enfftomh3 Bnop&ragnaphcebc
wor ds aA senteace tvas @aonsidered toibbeatlengthif including 25 words or

less, following Mills suggestion to AkiEeép woamndtse nicne sl etnc
(2005: 3) The same instruction is reported by Jimé@Geespo (2011: 3) whereas

Redish suggestsanevenstict t hreshol d, i .e. Atry to keepg
20 wq20mRs242)

Finally, active verbs in the texts were checkgdusing #LancsBaX® an open
source corpus toolbox provided by Lancaster University. The sofsvargg por t s fis mar
searcheso for grammati cal theaequencyaf vedbsin e . g
each text of the corpu$igure3.18) and A P YE thafrégBedcy of passive
verbs(Figure3.19).

.

Whelk__[ GraphColl

Corpora KWICL/IVM]. i X

Search L]
Search Term _VW."i Occurrences 3,699 (1382.39) Texts 22 ¥ Corpus UK ¥ Context 7 ¥ Display Text
Index File Left
i UK_CB1_AB1 bd Kele'svard s the University of Cambridge's modem and cantemparary ~
o UK_CBI1_AB1bd modem and contemporary artgallery. Ketle's Yard s aheauliful house with a remarkable collection
il UK_CB1_AB1bd ofmodem artand a gallerythat  hosts  masdem and contemparary art exhibitions. Kettle's Vard
4 UK_CBI_ABT b rodern and cortemparary 3t exhibiions. Kete's vard 15 open Tuesday- Sunday, 11arm- Sprn. Forfurther
s UK_GB1_ABT b Sunday, 11am- Spm. For further information about  visitng s, click here. In 2015 Kettle's Yard
3 UK_CBI_AB1 bd Spm. Forfurther information abautvisiting us,  click  here. In 2015 Kettle's Yard closed for
7 UK_CBI1_AB1bd us, click here. In 2015 Ketile's Yard  closed  for a major redevelopment projectto include
B UK_CB1_AB1bd closed for a major redevelopment prajectto  include: A four-flaar Education wing New and improved
o UK_CBI_ABT b include: & four-nar Education wing New and improver exhibition galleries A new erfrance area A
o UK_GB1_ABT b A new enfrance area A café Please  read  ourmost recent Annual Review 1o find
1 UK_CBI_AB1 bd read our most recent Annual Reviewto  find  out mare about all the work that
hz UK_CBI1_AB1bd more about all the workthatwe o including exhibitions, research, leaming activities and work
3 UK_CB1_AB1.t4 aboutall the warkthatwe do including  exhibitions, research, learning activities and work with
4 UK_CBI_ABT b workihatwe do ineluding exhibitions, research, |earming  actiities and workwith communities. Go to
s UK_CBI1_AB1 bd research, leaming activities and work with communities.  Go to our News page ta hear about
6 UK_CBI1_AB1bd communities. Goto ourMews pageto  hear  about ourwhat we are up to
7 UK_CBI_ABTbd page to hearaboutourwhatwe  are  upta right naw,
] UK_CB1_ABZH Februaty 2018 ketlle's Yard House and Gallety  openzd  on 10 February 2018 afler over b
ha UK_CBI_ABZH i years of closure The building project created'- & four-laar Education wing- improved exhinition galleries -
oo UK_CBI_ABZbd building project created:- a four-floor Education wing- improver  exhibition galleries,- a new entrance area- a
21 UK_CBI_ABZbd anewentrance area- a caté.Who  was  the architect? Jamie Fobert Architects, ‘Meet the
2 UK_CB1_ABZHd Fabert Architects, 'Meet the Architect' here Who  paid  for it? The Heritage Lattery Fund and
3 UK_CB1_ABZH Heritaye Lottery Fund and Ats Cauncil England were  major supparters efthe building project, click
4 UK_CBI_ABZH forafull listofdonors You  can donate by clicking here. Background Kettle's Vard's
] UK_CBI_ABZbd afull listofdonors You can  donate by clicking here. Background Ketfle's Yard's development
ol UK_CB1_ABZbd list of donors You can donate by clicking  here. Backaround Kettle's Yard's develapment plans began
7 UK_CB1_ABZbd clicking here. Background Ketlle's Yard's development plans  began  underthe directorship of Michael Harrison. In
] UK_CBI_ABZH directorship of Michagl Hamison. In 2011 we  were  awarded £2.33m by the Heritage Lottery Fund
g UK_GB1_ABZHd of Michael Harrisan. In 2011 we were  awarde  £2.32m by the Heritage Lotiery Fund 1o
o UK_CBI_ABZbd £232m bythe Heritage Lottery Fund to  create & much-needed Education Wing. In the same
B1 UK_CB1_ABZbd the Heritage Lottery Fund to create anuch-neededEducation Wing. In the same year, Andrew
bz UK_CB1_ABZbd Wing. In the same year, Andrew haime  joined  Ketile's Yard as the new Director. During v

-
Figure3.18. #LancsBox window showing all verbs from the {8 corpus

15 Brezina, V., McEnery, T., & Wattam, S. (2015). Collocations in context: A new perspective on
collocation networkslinternational Journal of Corpus Linguistics, @), 139173.
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Search [Li]
Search Term _VB.(R*){0,3}. Occurrences 271(101.28) Texts 6588 ¥ Corpus UK ¥ Context 7 ¥ Display Text
Index File Left Node Right
i UK_CB1_ABZbd directorship of Michael Harrison. In 2011 we  were awarded  £2.32m by the Heritage Lotiery Funci to
2 UK_CBI_AB3H April 201 2 the University of Cambridge Museurns — were awarded  Major Partner Museurn Funding frarm Ats Council
d UK_GBI1_AB3H Gonnecting Collections programme. In July 2014 we  were delighted 1o hear that Arts Gouncil England have
4 UK_CBI_CO1.6d seulpture, in light and in space, have  beenused  to make manifest the underlying stability.” Kettle's
d UK_CB1_COT.0¢ make manifest the underlying stability." Ketile's Yardas originally conceivewith students in mind. Jim kept ‘'open
6 UK_CB1_CO1.6¢ the Edes retited to Edinburgh, the house  was extended,  and an exhioition gallery added.
v UK_CB1_CO26¢ of amtists’, and much of his collection  was acquired  overfive decates through these riendships. Moreover,
B UK_CBI_C026¢ the French sculptor, Henri Gaudier-Brzeska, who had  beenkilled  in‘Warld War |: % great quantty
o UK_CBI_CO20d -4 great quantity of his work  was durmped  in my office atthe Tate.’ Soon
o UK_CB1_CO26¢ them, since his departure the house has  been preserved  virtually unchanged. Today many consider ita
1 UK_CB1_IN3bt Entryto the House is ree, donatians  arewelcomed.  Donate here. Friday, 5 October 2018 On
2 UK_CBI_IN3.bt you t the Kettle's ard House, fickets  are resuired,  butfree. The gallenies, shop and café
3 UK_GBI_IN.bd lithe day ofyour plannedvisit s booked  outonline, you ean sill visit We
4 UK_CBI1_INbd the House starting fram 1210pm. We have  been delightes by the high numbers of visitors who
s UK_CBI_INZbt security reasons, no bags or large coals  areallowed  inthe House. Please note thatthe
16 UK_CB1_IN3.tt inthe Houge. Mo faod or drink are allowed inthe Houge. Yisitors are invited to
7 UK_CBI_IN3.bt drink are allowed inthe House. Visitors  areirviter 1o sitatthe lisrary table in
\E] UK_CBI_INbd this is nota lending library. Photography s encouraged  hut we ask that you do not
ha UK_CBI_INZ.bd not use flash. Commercial photography and filming  is notallowed  unless advance permission is given. Flease get
el UK_CB1_IN3.bt filming is not allawed unless advance permission iz wiven Please getin touch to enguire ahout
21 UK_CBI_IN.bt o wiet materials Including pens) or chalke  are allowed.  Children wha will be carmied do not
2 UK_GB2_ABT b open for the public to enjoy, they are used for acadernic study by researchers and students
3 UK_CB2_AB1 bd the Museum info the 21stcenturyand  are designed  to engage and inspire a new generation
4 UK_CB2_ABT b new programme of activities and temporary exhibitions  is planned,  please see ourwhats On page for
05 UK_CB2_ABZbd the Museurn of Comparative Anatorny and Zoology  was built an the New Museums Site o hause
o6 Uk_CBI_ABZH to house both ofthese collections. It was looked  after by John Willis Clark, the Museum's
o7 UK_GB2_ABZH Museum's first superintendent Most ofthe callections  were acguired  between 1865 and 1915, although we cantinue
et} UK_CB2_ABZb private collections of shells, insects and hirds ither purchased or dckany expeditions brought back collestions of insexts,
ha UK_CB2_ABZHd Cambridg Society The Cambridg Sociely was founded  in 1819 by geologist Adam Sedgwick and
o UK_CB2_ABZbd had fo be zold, and the collection was given 1o the University to be incorporated into
al UK_CB2_ABZH incarporated into the new Museurn. This collection  was known &5 the Museum of Zoology, and far
[z UK_CEI_ABZH the tuseum of Zoology, and for years was kept upstairs, separate from the comparative anatomy collection, v

Filtering complete

IZ] [211%]

Figure3.19. #LancsBa window showing only passive verbs from the {8KI corpus

3.4.3.2 Stance and engagement analysis

The analysis aiming to examine how museums as cultural institutions talk about

themselves and their intended readers within the ,téattgely adopts the model of

interaction proposed by Hylan@008) Hylands model is based on the concept of

persuasion,

own relationshipt o t h

w h

S

ch
(FMylaredj 2008c d)0This was considered a
fundamental concept underpinning this analysis. Another major advantage of using this

A i

nvol

ves wWriters

framework is that it has been successfully adopteddweralresearchers to analyse

diverse textual genres, froacademic text¢Li & Wharton, 2012; Zarei & Mansouri,

2011)to promotionaltouristweb pageg¢SuauJiménez, 2016)

ma K i

ng

This method was considered the most appropriate in order to elicit information

from t he

macref uncti onso

texts

t hemsel

e

ves about what

Hy !l an

(Hyland, 2008: 6)ahe dormer roally e me n t

refers to the space that the authors create for themselves within a text, while the latter

includes the space given to the intendealdersFigure 3.20 shows the structure of this

model and its components.
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Evidentiality <
Boosters
Stance Affect ] Attitude markers
Presence (o Self mentions
Addressing reade ;

Engagement
Rhetorically
positioning reade

Interactio

Knowledge reference

Personal asides

Figure3.20. Model ofinteractional macrdunctions (adapted from Hyland008)

Stance isawriteor i ent ed function, @ textualdvoicaberpr esent
community r ecogfHylad @008 B It fers @ Ithe textual means

used by writers to present themselves and express their opinions and attitudes in relation

to what it is being saidEngagement include$hé readeoriented features, i.all the

rhetorical devices used by writers in order to acknowledge the presence of their readers,
involve them as discourse participants and guide them in the interpretation of the text,

as well as invite them to perfornrea t ai n acti ons. As Hyl and p
engagement are two sides of the same coin@id[ t her e are overl aps |

(2008: 6) on the one hah, writers need to fimanage thei |
while on the other they aim to Aestablish
(2001: 550)

The analytical framework was set up by adapting Hydanmdodel(2008) All
the stance features from the model were included in the analytical framework for this

research, as shown mgure3.21.
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< Hedges
Boosters
el Attitude marker

e Self mentions

Figure3.21. Stance categories and features adopted
Features belonging to the ed@cohmimenttatha t y
reliabil ity oflylaiidh2608:F)Ewddendidity fedtuces may be hedges,

used to dAwithhold complete commitment

cat

to

writers to Aexpress cer tkavolvament with themdpet t hey

and sol i dar i(Hylandw008:T)While bodsters dvite the reader to share
the same opinioras the author, hedged which are typical of academic writing
(Hyland, 1995, 1996, 2005l@) leave a space for readers to agree or not with the
position of the author, after evaluating the credibility of the propositions. The following
are two examples of hedgesken from the corpus degmed in SectiorB.4.2.2 the first

one i s based on the use of an adverb, whi | |

Both of them convey tentativeness in relationvhat it is said:

At he house haistualyeenohpngedbovéedK_CB1_CO2) ;

N

Bel ow, examples of boosters show the

underline conviction and give emplsto the proposition:

di f fer emayc hammuwralessery year o (EUS_HR_CO1]

y

Us ¢

fhighlys el ecti ve point of viewo (UK_CB4_AB1)

iAnaeryl i mited | evel 0 (EUG_DK_CO2) .

Affect i nvol ves Aattitude s(Hyland, wa08 d)s thusvh a t

i s

including attitude marker s, which are wused

attitudes t(bHylamr20Q8:083Attitudeomarkedsare commonly used in
persuasive texts to influence readeyserception and opinion about something.
Examples include both an adjective and a series of nouns expressing a positive attitude

to what is presented:

i fremarkablec ol | ecti ono (UK_CB1_ AB1) ;
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1 At Isiegularity, the authenticity and the exemplarinesso f the testimon
(EUR_PT_ABL1).

Finally, the category of presence r1efel
chooses to project him or herslelsfelifndt ot htrhoeu
the ue of selfmentions(Hyland, 2008: 78). Apart from the firs{person pronouns and
possessive adjectives (fiweodo, Ausheritenisour (s) G
referring to the author, and thus the musgum . Tdhe HelBinki University Museumn
o r ThdiMuseum of the University of WarsawIncluding an explicit reference to the
author within the text is not a random choice, but is raghemyto shape garticular

institutional identity and i méHylend 20 wel | a
551) For i nstance, whs | el ddhet phusasemoi SCUOK | (
depicts the image ofawdlln own, 1 mportant institueéion, tF
Afwe 1nvite everyone on a journey to explo

(EUG_DK_AB3) makes the text sound more personal and human, as if members of the
staff were directly talking to the reader, not as an institution but as individualsai¢ere

afew more examples of seffientions:

fwer egr et any inconvenienceo (UK_CB4 | N1)
Apl ease cowomstf epdbat&og(W&EK_CB1 _ | N3) ;
fiThemuseurhas a di sabl ed accesso (EUG_SE_ | N1

On the other hand, engagement features were subdivided into two categories, as
shown inFigure3.22.

el RE2dEr mention

Engagement
<

Questlons

Figure3.22. Engagerant categories and features adopted

The former refers to the need of engaging readers as addressees in order to meet their
fexpect at i onHyland,f2001: B55)Thisssiperforded in the text by using

inclusive firstper son ( Aweo, i usndperisoounr ((SHYQu oan dil ysc
pronouns and possessive adjectiv@gand, but al s

2001: 553) The choice otkither devicehaspeculiarimplications. Personal pronouns
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refer to a generally unspecubi emday pbes ars ed!
directly engage the reader in the conversatidnleiwe 6 i s usually meant
sense of community and belongirtgplicit referenceto a spedic group of addressees
portraythe authofs conceptualisation of the text potentiehders. Examples of reader

mentions can be found below:

! fiyoucan donate by clicking hereo (UK_CB1_ /
T At he rucsllectioms are a physical archive of the changesummnature
and environmento (EUG_DK_CO0O2);

T ABy the end odllvisitarssairtei nags kheodurtso | eave t
(EUS_HR_IN1).
The | atter category of engagement featu

discourse at critical points, predicting possible objections and guiding them to particular
i nt er pr(eiyand 2008n% 0 By using these features, t
reades response and [ é] Il ncorporates the act
(Hyland, 2001: 551)Realisations of this type of engagement depends on the use of

directives and questions.

Directives are defined by Hyland as fAut
perform an action or to see t2002n24).A n a wa:
directive may express the obligation or prohibition for the reader to do something.
According to Hyland, dectives include imperatives, modal verbs of obligation
addressedtothereaderr fa predi cati ve adsjjulgementvoke expr e
necessity/importance controlling a complemémt ¢ | a u(20@20 216) Adjectives
introducing a complemerthat clause were alsecludedin this category| refer to
Biber(1999: 495 or t he <cl assi fication of obligatio
Ahave t oo, Afineed too). Only modal soureferri

were included.

Hyl and hi mself recognises that At hese d
emphasis, [but] they all carry the authority of the writer in specifying how the reader
should participate i n the t(2002t217%9Fortmser f or m
reason, utterances expressing requests, invitations and offers were also included among
directives as lighter forms of the discoursal realisation of the witenthority. An

example for each grammatical type of directive is offered:
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1 imperative:iDiscovermor e about the Whitwortho (UK_N

modal verb: i Gr oups wi t h mo r ehave hbaam n A ®n cEeer s o

(EUG_AT_IN1);

1 complementto- clause: filt is NECESSARY to accompany t he ch
(EUS_HR_IN2);

1 complementthat clause:fit is essential thayou plany our vi si t I n ad
(UK_CB1_IN2).

Hyland (2002: 2178) further classifies directives into three categories according
to the type of activity they invite readers to perforfine same classificatiowas
adoptedor this analysis:

1 textual acts, inviting readers to read t e x t , Readimoneabaust the i

museunds hi storyo (EUG_SE_AB1) ;

T physi cal act s, inviting to cwarequestout act
thatyoudo not wuse a flash or tripodo (UK_CB
1 cognitive acts, guiding readers on how to interprewh at i s ptease d, Ssuc|
notet hat we are closedo (UK_CB2_1N1).

Finally, questions are a strategy used to encourage curiosity and engage readers
directly in the discourse. Hyland distinguishes between real and rhetorical questions, the
latter beingt hose fpresenting an (2008i I1)i Aodifferemts an i n
classification, however, was thought to better represent the reality of the aegulifor
this research, as the distinction between real and rhetorical question was rotitclear
and could leave ambiguity in most of the cases. Questions were thus divided into
informative and interactive. Informative questions are those that are toepravide
readers with information, either directly
devel oped a method of making face masks,
EUS_CzZz_CO1) or right after the question (
Archi t ect s, Me et the Architect heredo i n UK._
strategy to catch the rea@erattention and direct it to specific issues by introducing
them. On the other hand, interactive questions are those concerned with creating a real
d al ogue with readers by addressing them as

additional needs, or are a <carer of a Vvi si
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and inviting them to perform an actofi on, as

bringing or coming as part of a group to th

Two of the features related to the engagement function of Hidanddel were
not included in the analytical framework, i.e. personal asides and appeals to shared
knowledge. Accordig t o Hyl and, asides are wused in
i nterrupting the argument t o (2008:f1@ Whilea c o mmer
readingall the texts to familiarise with them before starting the analysis, asides were not
found in any text, so they were not considered to be a typical feature of the genre of
museum websites. On the other hand, references to shared knowledge are used for
Nf&ks ng readers to recogni se (Hylame2008:i10)g as f ¢
Hyl and himself, however, points oudedt hat At
shared i S cl e@00L:\566)pr abl @rmheet iecxt ent o f s h;
depending on the readers. Analysing it would call for a profound and critical
understanding of the cultural contexts where the texts from the corpus were produced.
Also, the category as it is described by Hyland seems to be quite vague, and shows
overlaps with other categories thie framework, such as attitude markers: for instance,
declaring that something is Aobviouso i mpl
community of people, but it also displays a certain stance and attitude of the author
towards the concept itself. In addition, the features that realise shared knowledge
assumptions are not always easily identifiable in a text, as assumptions may be implicit
and ths A i novthissmebns #at investigating shared knowledge would require a
much deepefand potentially more subjectiveanalysis,which could be the object of

further research in the future.

Table 3.8 summarises the stance and engagement features that were included in
the analytical framework. The analysis was carried out by reading eacin téhe

corpusand annotatingingle instances aftance and engagement features

Stance features Engagement features
Hedges Reader mentions
Boosters Directives

Attitude markers Questions

Selfmentions
Table3.8. List of stance and engagemésdtures included in the analysis
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A remark is in order to clarify how the analysis was carried out. An inductive approach
underpinned this analysis. More specifically, realisations of stance and engagement
functions, i.e. the features to be observed irtd¢lts, were not previously determined as
elements belonging to specific grammatical categories. For instance, when reading a
text the basic aim was not to look for specific grammatical structures representing
hedges, but to look for hedges, no matter velraicture they were made of. The thought
behind this practice was that a lexical or grammatical form does not necessarily serve a
stance or engagement function per se: only by looking at the context it is possible to
determine whether they are actuallgrste or engagement features. This is one of the
reasons why an automatic analysis was not carried out, but a close textual and linguistic

analysis was preferred. As Biber claid999: 969)

i é ] purely lexical expressions of stance depend on the context and shared background
for their interpretation. There is nothing in the grammatical structure of these
expressions to show that they mark stance: they are simple declarative structures that
give the appearance of presenting stanceffss€d Stance is in a sense embedded in
these structures, dependent on the addrésabdity to recognize the use of vallaglen

words. o

The analysis was thus based on the resedrcherlity to recognise thees of -fival ue

| aden wordso, no matter what structures we
Even when a list of provisional grammatical categories was provided for that feature, as

in the case of directives, instances of directives constructed throaghgrammatical

categories were included. This was meant to provide a better understanding of how

stance and engagement are conveyed on museum websddggxtual genre which is

very different from the genres analysed by Hyland and which has never hdéard st

from this point of view before.

In keeping up with recent developments in linguistics, an attempt was made at
measuring statistical significance of the results of the comparisons of each feature from
boththe web writing analysis anthe stance ané&ngagement analysis between the two
groups (UKEN and EUEN). Inferential statistics is used to make inferences based on a
research sample by testing hypotheses involving one or more variables and
Afseparat[ing] random/ acci dant albried) B0d3n sy st e
316) For eachtextual feature observedadic inferential statistical tests were carried out
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in the form ofchi-square tesby usingR;® when statistical significance was observed
effect size was calculateby adoptingCramets V as coefficient of correlation to

detemine strength of association
3.5 Qualitative interviews
3.5.1 Introduction

Interviews are a method used in qualitative research for collecting data from a limited

number of people selected as research participants. This method is used in a variety of
academic digplines, especiallyn the social sciences (e.g. sociology, anthropology,
psychology and educationds wellas cultural studies and linguistics. Interviews are

based on a dialogue between two subjects, i.e. the interviewer and the participant, where

the interviewer may coincide with the researchas is the case with this researbh

this thesis the term fAparticipanto wildl b
participate in the interviews. As interviews aim to support people in actively
reconsttut i ng and sharing their experiences, ip
sense of active involvemento, as weul | as it

interviewing relationships(Seidman, 1998: 14)

Interviews can be adopted to examine thiwry behind a participaist
experiences or to get insights on specific themes. According to M28&8: 623), this
methodd w h i c hinteriacsive fin nature and relatively informda@ is based on the
constructivi st idea that Aknowl edge i s sit
knowledge are constructed through dialogic (and other) interaction during the
interv i e wo whi @oh odsctda oMo i nvol ving both t h
participant. The main scope of qgualitatiwv
reconstruction of knowl e d gSémilanhy Kvale (#99%6a n t h e
11) highlight s ¢ohsteuctifte nature of the knowledge created through the interaction
of the partners in the interview conversaion t he schol ar conceptual
as ANAintemawi ewa.,erichange orfsonsyconwemnsig dbaitawe en t
theme @Kvale, 1996: 14)

18R Core Team (2013). R: A language and environment for statistical computikguitiation for
Statistical Computing, Vienna, Austria. Seép://www.Rproject.org/
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Qualtat i ve i nterviews make &&khowlpdgeswewd | e t o
understandings, Il nterpretations, experienc
perceptionso, which are considered to be 0

under invesgation (Mason, 2018: 63)The purpose of interviewing is not just to get
answers to specific questionsiterviews provide paicipants with the possibility of
Atelling storieso about their experiences
consi der ed -makian gi miSadmaa 98 7)interviews allowthe

researcher to gather detailed information alibatreseach questions and have direct

control over the process, e.g. by asking participants to clarify certain issues if needed.
They are a more qualitative method than questioesiawhich makes it possible ftre

interviewer to have a direct communicative exa® and thus ask followp questions.

Interviews can be structured, sestiiuctured or unstructured depending on the
flexibility involved in the procesgMason, 2018: 62)Structured interviews are similar
to surveys in that they include preset, standardised questions and only a fixed range of
answers is possible. At the other end of the continuum are unstructured interviews,
which are more similar to conversations, where the interviewsthletparticipant speak
freely without prompts Semistructured interviews make use of a flexible guide with a
set of questions in order to ensure that the same areas are methodically davieged
each interview; nonetheless, they still allow a certain degree of freedom and adaptability
in gathering the information from the participants, as the interviewer can adapt

guestions or add followp questions during each interview.

| drew on a numbreof different approaches to qualitative research interviews.
The aim was to adopt a method which could be appropriate in order to address the
research questior(sf. Section3.5.2. Thematic analysigBraun & Clarke, 2006, 2013)
was adopted as a method for the analysis of the data (cf. S8didr). Furthermore,
a few insights were adopted from Grounded Theovizich is a famous approach
theorised by Glaser and Stra($867)and commonly used to generate and analgse d
from qualitative research interviews. This approach aims to generate theory from the
data itself. However, as claimed by Braun and Clg#8@13) complying with all the
procedures of this practice is challengexgd only possible in large research projects.
Therefore, Grounded Theory was not yuddopted as the approach for this research;
rather, hints from this practice loosely informed the way in which the interviewing

process was conducted.

111



3 Research design and methods

The following stepswhichwill be presented in the following stdectionswere

involved in the interiewing process:

1 designing thenterviews, i.e. planning therselecting participantand preparing
an interview guide

1 interviewing the participants, i.e. conducting the interviews;

1 transcribing interviews recordings, i.e. preparing the collectederial for
analysis;

{1 analysing the interviews transcriptions, i.e. deciding on the purpose, nature and
methods of analysis that are appropriate;

1 reporting, i.e. discussirtpe resultof the study.
3.5.2 Research data and rationale

In this studyjndividual qualitative interviewswith staff from a subset of museumsre
carried out with the purpose of taking andi@pth look at the processes underpinning
the creation of web contents in Engli3ie interviews were used to gather participants
direct experiencesf working at the selected museums, and were cerarednd a

number of main themes:

71 theintended audience for online texts written in English (RQ 3);

1 the writing process and the people involved (RQ 3.1);

1 the awareness of the potential need to addressgaidtically and culturally
heterogeneous audience (BQ);

1 the impact of this awareness on the texts themselves (RQ 3.3)

A number of university museums in Europe provide an English version of their
website, as will be shown in the presentation ofrdsultsof the survey ¢f. Section
4.2). Theseweb pages in English mde read bya culturally and linguistically diverse
audience as they have the powerattdresspeople whospeak English witldifferent
levels of proficiency. The issue that this research aimed to address is whetherothe act
writing those texts is informed by a specific intended readership, i.e. readers with
different cultural and linguistic backgrounds.

The main objective was thus to identify the intended readers of web texts in
English produced by university museums esnceptualised by the texts producers

themselves. For this reason, interviews were conducted with the peopletdugit
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could beresponsible or to some extent involved in the process of writing, texts
assessing whether tiparticipantswere actually inwlved and/or who was involveas

well as exploringvhether these individuals display linguistic and cultural awareness of
the museum audiences and of the possible need to address multicultural readers. If
evidence of such need arofiee interviews inveggatedits possible impact on the way

in which texts on the corresponding websites were written.

The question and suluestions outlined above call for qualitative research for a
number of reason¥ery little prior researclexisted about this specific topinterviews
thus suited the need of the presehésis, aghis method supportthe investigation of
new areas of researchnother centramotivation for carrying out qualitative interviews
with staff working in universgy museums was that they allowede to collect
information that was nobtherwiseavailable, i.e.rich, complexdata related to the

processes behind the creation of the selected web texts.

The interviews offered the possibility to explore the particiggmdsspective on
different issues related to the production of web texts in English: for instance, their
representation of the intended audience for those web pages and how this might have
affected the creation of those texts, as well as the particgg@erteption of the writing
process and of the texts themselves in termslanofjuage usemain aims and
contextualisation within the website as a whole. The interviews were thus considered as
an appropriate method in order to understand the extent to whithHretn university
museums in Europ@roviding texts in English on their website are aware of the
intended audience that the museums try to reach through thoseatektshether this
audience includes readers with a range of linguistic and cultural toacids (i.e. both
L1 and L2 readers).

3.5.3 Data collection
3.5.3.1 Context and setting

As it will be remembered from the contextualisation of the text analyses (Section
3.4.2.), this research investigates two different contexts: one is a context where English
is used as an official language (tBN), while the other one is a context where it is
used as minternationalanguage (ELEN). Thelatteris a more diverse, heterogeneous
senario, where different settings are included, all characterised by the fact that a)

English is used as a L2/Hh most countriesand b) texts in English are supposed to
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serve people coming from different cultural settings and whose L1 may or may not be
English. The two different contexts described above are characterised by two different
types of writing processas discussed in Sectid4.2.1 in the EUEN context the
content production process includes one more filter than in th&NKontext. For this
reason, differences in the design of the interviews in the two contexts will be
highlighted where relevant and the results of the analysis of thRENJKnd the ELEN

interviews will be discussed separately.

Two museums both located in Manchestér were selected among the list of
university museums within the UEN group, while fourmuseumswvere chosen among
the EUEN group, one for each linguistic family included imetresearclicf. Section
3.4.2.). In selecting the EXEN museums it was not assumed that, because one
museunof a particular linguistic family was selected, this could somehow represent all
museumsbelonging to that familfMason, 2018135} in other words, selecting one
museum per linguistic family within the EBEN group was not meant to create a
sampling which could be representative of all the museums belonging to the four
different families, but as a selection which could to santent reflect the diversity of
the fourmuseumswith respect to the official language of the country in which each one

of them was based.

Table 3.9 provides an overvie of all the selectethuseumsAll the interviews
took place in the time period comprised between Ap8il and Decembet 8", 2018.
The UK-EN interviews were carried odirst. Insights from the fieldwork in the UK
later fed into the design and implematidn of the EUEN interviews.

Group  Museum University Country
UK-EN Manchester Museum University of Manchester UK
UK-EN  Whitworth University of Manchester UK
EU-G Natural History Museum University of Copenhagel Denmark
EU-R Museum of Humarnatomy University of Turin Italy
EU-S Botanical Garden of the Faculty of Science University of Zagreb Croatia
EU-UF  Helsinki University Museum University of Helsinki Finland

Table3.9. List of the selectethuseumdor the interviews

Manchester was chosen as the location for the tweENKmuseumsfor practical

reasons, as | was there for a study peridadnuaryMay 2018) which helped in

recruiting participants for the interviewsurthermore, Manchester was deemed suitable
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as it isavery multicultural city, and &igh level of multilingualism was considered as a
possible factor which malgad tohigher sensitivity of museum staff towards different
cultures and languages. According lte statistics provided by ti@ensus 2011’ if we
exclude London and all its neighbourhoodls as museums in London cannot be
considered representative of British museums, especially due to the high volume of
tourismd Manchester was among the first teties in the UK:

1 with the higheshumberof people considering English as a second language;
1 with the highespercentagef immigration;

1 with the higheshumberof black, Asian and minority ethnic people (BAME).

Immigrants to Manchester come from a variety of different countiges, result
of migrations that have occurred sirtbe second half of the nineteenth centimyt the
South Asian community iparticularly large. Althougla multicultural settingloes not
necessarily lead ta stronger institutionadttention tathe needs opeople with different
cultural and linguistic backgroundte two university museums located in Manchester,
i.e. the Manchester Museum and the Whitworth Gallesgem to displaya strong
interest in engaging different cultural and linguistic communitsst appears from the
strategic plans and annual reports published by the two museums. | examsed the
documents tseewhether theymentiona local or international multicultural audience
and thus investigate thepproachto audience engagemerihis was done bearing in
mind that even though they want to target this audience, they might not be aware of the

fact that theycan do it using textual devices

According to theStrategic Plan for the years 2628182 (4), the Manchester
Museum HAattracts a greater percentage of
Manchester populationo, whiycoh. ilsn deeddinteido na,:
Annual Review 2012 016 t he museum describes activit
part of [their] targeted udi ence devel opment work with th
which is one of the largest community in Manchester (MM Annual é¥e?A0152016:
28) . One of the aims of the museum is #dAto

cultures today, by placing them in a roundce

17 See the Census 2011 data on the website of the Office for National Statistics:
https://www.ons.gov.uk/census/2011census/2011censusdata

18 See the Strategic Plan and the Annual Reviewon the museum website:
https://www.museum.manekter.ac.uk/about/reportsandpolicies/
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20152018: 6) and hosting international curators (MM Annual Review ZilG: 45).
Besides, the museum has hel ped young prof e:c
and orientation for new arrival s, be they |
20152016: 15). Finally, the museum has advocated for cultural tourism and glenne

At ransf o meputatoe as @ icantye of cultural and creative excellence and a
national/international cul tur al tourism de
20152018: 11).

Along the same lines, in th8trategic Plan for the years 202015° (5), the
Whitworth claims that they aspire to engag:
city and r egi o renual Reriormaree Review pliblished in 2047e(7)

l i sts a fAistrong soci al a risdtrengthy, since opeuofits 0 s e 0 a
priorities is HAincreasi ng e n(@afgrenstance wi t h
through the work they have done with South Asia. According to the Annual Review
2017, AR15% of visitors are f rmhmedverdtiWd backg:
Greater M@4).c hkeisnt alrloy , ithe gallery has dev
called AENnglish Cor ner&d®exhibiianhto develoglanguage on t t
skillso for people whose L1 theManchasterEngl i s
Museum and Manchester Art Galle(¢7). Therefore, the Whitworth appears to be
interested in engaging with new, di9ferent
al so embracing the opp@rtunity for Acul tur a

Both the Manchester Museum and the Whitworth show a strong focus on local,
diverse audiences, as they want to be museums for studentdsbutor the local
community:n particull@rConmer AEmagy i suggest that
might be awareness ofiltural and linguistic barrierd’ hese documents seem to suggest
that at an institutional level there is to certain extent a recognition of local, multicultural
audiences, but the docemts do not mention the communicative approach adopted:
although the two museums may want to engage with different cultural communities, this
does not mean that the latter are part of the intended audience of their external

communication.

19 See the Strategic Plan and the Annual Performance Review on the gallery website:
http://www.whitworth.manchester.ac.uk/about/policydocotaé
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3.5.3.2 Selecting partigpants

Participants wee identified by carryingoui p ur p o s i v €Silverman,p®B7d)dn g o0

al so known as selective sampling: this prac
or fd-pgohabbil i {(Wengsfa2a@li 9i7)nvglves the selection of a sample

by the researcher on the basighadir own judgement. It is a neprobability sampling

which may be usedhen a limited populatio generally experts or people with direct

experience on the phenomenon under investigatioran serve as sources for primary

data. Maxwell (2013: 149)def i nes t hi s process as Apurp
participantsare intentionally selected #licit information that is particularly relevant,

and which cannot be obtained from other peopléhe main goals of purposeful
selection ar e Afachieving representativene

heterogeneity (Maxwelt 20E3: 1p1d) pul at i ono

Attention was paid to identifying members of gtaff of themuseumsselected
who may be to some extent involved in the process of writing texts in English for the
website. In the case of the UKN museums, staff from different teams could be
involved to certain degrees. On the contrary, for theBEBUmuseums it cannot be
assumed that the people involved in writing the texts in the local language(s) were
necessarily involved in writing the English texBeople from outside the institution
may well be recruited by the museumwrite/translae texts in Eglish. However, the
intention was to speak only to museum staff, who were supposed to be more directly
involved in decision making and more familiar with the museum values, especially in
terms of audience engagement and communication. Therefore, noiewerwere
carried out with external consultants. Finally, while looking for information about
museum staff, it appeared quite clearly that theENKmuseumsad a much larger and
more heterogeneous staff than the-EN museumsHence, for the EYEN interviews
the choice of participants was generally more limited. These assumptions fed into the

selection of the interview participants.

For the UKEN museums | needed participants from different teams of
Manchester Museum and the Whitworth to get insightsh fpeople at different levels
of the organisations working in a variety of rolesd potentially havinglifferent
perspectives on audiences and communication: for instance, members from the Visitor
Team and from Learning and Engagement are expected talsix@nger focus on the

visitors, while curators may be more focused on research and interpretation. | also
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wanted to understand how different teams are involved in the process of writing texts
for the website, as well as get to know their perception isf glocess. Therefore, |
contacted people from Marketing and Communications, Learning and Engagement,
Curators and the Visitor Team in order to explain them the main aims of my research
and what | needed to investigate, and arranged the interviews wgh oo were
willing to participating. | got in touch with 15 people and arranged interviews with nine
of them. | carried out all the N interviews in person, apart from one which was

carried out via Skype.

Table 3.10 shows further details on each participant, such as institution where
they work,the team to which they belongheir age group and gender, as wellths
date and modality of the interview. Thecronyms used to indicate the WEN

participants refer to the belonging institution, as follows:

T AMMoO stands for Manchester Museum;
AWGO stands for Whitworth Gallery;
AMWO refers to a participant working

The UK-EN paricipants are identified by the team to which they belong, rather
than their specific jolboled f or i n st a n crather tliian exact jab ditkes sach s 0

as arator of a specific collection

Participant  Institution Team Age Gender  Date Modality
MM1 Manchester Visitor Team 25-29 Male 18/04/18 Faceto-face
Museum
MM2 Manchester Collections 30-34 Male 24/04/18 Faceto-face
Museum
MM3 Manchester Marketing & 30-34 Female 02/05/18 Faceto-face
Museum Communications
MW1 Both Visitor Team 35-39 Male 19/04/18 Faceto-face
MwW?2 Both Marketing & 45-49 Male 23/04/18 Faceto-face
Communications
MW3 Both Collections 35-39 Male 27/04/18 Faceto-face
WG1 Whitworth Collections 40-44 Female 01/05/18 Faceto-face
WG2 Whitworth Learning & 3034 Male 03/05/18 Faceto-face
Engagement
WG3 Whitworth Learning & N/A Male 11/05/18 Call
Engagement

Table3.10. Details of the UKEN participants selected for the interviews
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In order to carry out the EBN interviews, | contacted staff from the four museums
selected to describe my research goals and recruit one participant for each museum.
Depending on the contact details found on eaalseum website, | either directly
contacted a person involved in the content production for the website or another
member of the staff who then helped me to get in touch with somebody in charge of
web communication. Among the four EEN interviews, two wee faceto-face
interviewsand twowere carried out via Skype. All the interviews weanductedn
English apart from the one in Turin, which was carried out in Italian: since this was the
native languagef both the researcher/interviewer and the paaiat, it was thought to

be a facilitating condition for the development of the intervidable 3.11 displays

more information on the participants in tl&J-EN group. For convenience, the
acronyms referring to each participant consist of the shortened form of the name of the
country where the belonging institution is based, i.e. Denmark (DK), Finland (FI),
Croatia (HR) and Italy (IT).

Participant  Instituti on Team Age Gender Date Modality
DK Natural History Marketing & 4549 Male 14/11/18 Faceto-face
Museum, Communications
Copenhagen
FI Helsinki Collections 5559 Female 29/10/18 Call
University
Museum, Helsinki
HR Botanical Garden Collections 3539 Male 16/10/18 Call

of the Faculty of
Science, Zagreb

IT Museum of Collections 4549 Female 18/12/18 Faceto-face
Human Anatomy,
Turin

Table3.11. Details of the ELEN participants selected for the interviews

| approached potential participants directly by emailing them. The details and aims of
the research were explained to all the participants via email through an Information
Sheet €f. Section3.5.3.9 and in person before starting the interviédwwound ten days
before each interview | contaced the participant again in order teonfirm the
appointment andjet information about the interwiesetting In order to protect the
participantdidentity (cf Section3.5.3.9, | anonymised their names by using a different
code for each of them, as shownTable3.10andTable3.11.
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3.5.3.3 Preparing the interview guide

After selecting the participantsused theii nt e r v i approactSeidrdam,d998:

91) to conduct ondour semistructured interviewssge Appendi A). The interview
guide isa document including a heading with basic information on pieicipant
(name, institution andole), instructions for the interviewer, a list of questions and
possible followup questions, as well as a final statement to thank the participant for
participating in the interviewTwo interview guide were prepared, i.e. one for the UK

EN and the other one for the EEN interviews: both weradaptedo be used for each

interview.

In the design of the interview guislean attempt was made at balanciag
Asttured approacho with a filess structur ec
among different interviews but also flexibility in data collectigvhen adoptingsemt
structured interview 8 al so def i nneediewagside tagpmachd the
researchempreparesan interview guide bud ur i ng t h edoes mdt @gidlyi e ws i
adhere to it, either in terms of the precise wording of questions, ardee in which
questions are aske@Braun & Clarke, 2013: 123). Semistructured interviews have a
varying number of quéiens, usually €6 2 i n a set order, but Awi
the gqguestions asked, the dRowleyn012:@262) pr obi ng,

As suggested by Masq@018: 6972), | first wrote down the research questions
to reflect on them and decide how | wanted to address them through the interviews.
Then,lssbdi vi ded the resermnescdhanqulesquontsi o mga d 4l
them | jotted down ideas about how it might be possible to elicit such information in an
interview situation. After a few brainstorming sessions, the -neis¢arch questions
were transformed in a long list of interview questions: these were subsequently
combined, reduced, grouped into themes and organised in a hierarchical set of main
questions and related folleup questions. Each questisalectechad to be necessary,
and thewhole set of questionacludedin the interview guide needed to be sufficient in
order to collect data whose interpretation could appropriately lead to answering the

research questiorf8Vengraf, 2001: 74)

A note on the question generation is in order here: the-nessiarch questions
wereit h gqaureys ttheseoquestions | ed to the gener a
guestionso, which were the potential quest:
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asked in an interview situatiofWengraf, 2001: 62)While theoryquestions drew on

theories and literature arouncethhenomenon under scrutiny, the interviegeestions

were formulated in a language that was deemed to be potentially intelligible to the
participans, by thinking about the type of participants involved in the research (i.e.
museum professionalsHoweve, the questions included in the interview guide may

need to be adapted during the interview in order to conform to the part@sipariti di ol ect
(Wengraf, 2001: 64)while following my interview guide, | was aware that | had to

quickly learn the way the participant was speaking on thats@otarl his was important

for at least two reasons: first, using the particifgiatiolect was supposed to ensure that

the questions could be as much understandable to them as possible; second, it would
contribute to avoid t hcenstiudtssvkichdifl nofibelongto si n g o
the participantsFigure 3.23 shows the overall process of generating the questions for

the interviews: the first three steps were carried out while preparing the interview guide,
whereas the final step occurred during eatérview.

Writing
down

Creating
appropriate
interview
guestions

Adapting

Formulating questions to

mini-researc
guestions

research
guestions

partic
idiolects

Figure3.23. Process for thereation of interview questions

The first loose structure for thevo interview guide was thus created. At that point, |
identified a set of core andardised queashs (around 1pto be included in all the
interviews(one set for the UKEN and one set for the EBN interviews) to ensure the
comparability of datain doing so, | wanted to ensure that all the participants were
asked those questions, which were suppdsedequately cover the main themes of the
interviews and thus appropriately address the research questions. Furthercoape a

of tailoredquestions were crafted specifically for each interview, in order to target case

specific issues.

Not only timewas spent in wording the interview questions in an effective way

in order to make them meaningful to the participants, but also in organising the
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questions in a structured but flexible order by clustering them into different themes

(four themes in the UKEN guide and five themes inthe EENg ui de) . The nAfur
approach was adopted, by starting with general, more indipgestions and then

shifting to more specific, probing questions aimed at invipagticipants tcelaborate

on their answer@Braun & Clarke, 2013: 131)

At the top of the interview guidds def i ned an -op@ngue@stoironm
to be used for every interview, whi ch was
overview of your role héomreakeTh(Qeseald $ omeé an
2009: 183)to help participants feel relaxed ardkvelop rapportby staring the
conversation with a topic which was supposed to be familiar to the participant, i.e. their
work. Also, the participantvas supposed to feélee to share insights on different
aspects relad to their institutional role: this was thought to be potentially interesting
for the analysis to be carried daterin order to observe which themes would emerge
from this answer. Then, a question related to the main research topic in a broad sense
fol owed the opening question: AfHave you as
English | anguage for external communicati or

the main area to be explored during the interview, i.e. communication in English.

After that the interview guide had theet of standardised questions to be asked
to every participantTable3.12 reports a few examples gtiestions divided per theme.
The complée list of questions may be found in the 8N and EUEN Interview Guide
(seeAppendix A).

Theme Question

Website | would like to focus on the website now. What do you think its main aims are?
Website Who is involved in the process of writing texts the website?
Language Does the museum follow any web writing guidelines?

Language What are the three most important web pages that you think capture what the mu:
about?

University How does being a university museum affect neguage you use and the pages
museum publish on the website?

Table3.12. Examples of core interview questions

Some questions were used only in the-BK interviewsor were adapted to be used i
the EUEN interviewsd especially the ones related to the intended audi€ratae
3.13 outlines examples of questions usedy in the UKEN context. | also prepared

specific questions for each participant depending on their role and experience.
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Theme Question

Website What are the steps taken in writing texts for the museum website?

Language These guidelines fagxhibition texts were written a few years ago by the museum ¢
They al so menltiimeado ArAraaditnpeynadopt ed

Language For exhibitions, you have both printed and online material. What are the steps te
create them?

Audience How do you imagine and categorise the audience for whom you write texts c
website?

Audience  How do you think of language when you think of your online audience?
Audience  How do you try to engage with a multicultural audienndhe website?

Audience Do you think that the website has specific web pages addressing multicultural audi

Table3.13. Examples of core interview questions used only irENinterviews

Some of the qustions from the UKEN interviews were adapted to be used in the EU
EN interviews, while new questions were written from scratch for theEElEontext,
for instance questions related to the English version of the welbaitée 3.14 shows

example of such questions.

Theme Question

English | would like to focus on the English version of the website now. Who was involvi
contents the process of writing texts English for the website?

English What were the steps taken in creating the English version of the website?
contents

English Have you looked at any other museum websites with contents in English? (from wi
contents

English Do you alsooffer other materials in English, e.g. onsite exhibition contents suc

contents panels, brochures, etc?

Audience  How do you imagine and categorise the audience for whom you write texts in Engl
the website?

Audience Do you use web analytics to understavitb visits the website?

Table3.14. Examples of core interview questions used only inRERUNnterviews

A few follow-up questions were asasked during the interviewso®e of them were

planned in advance @®tential questions to be asked in order to explore some issues in

dept h, whil e ot hers Memngaf, 2001nbprhesevwereised 0 qu e s |
if any interesting point was raised of which | had not thought befeording to
Wengraf(2001: 5)

Aiprepared qgquestions are desi geguenquestonshe sufficie
of the interviewer cannot be planned in advance but must be improvised in a careful and

theorized wayo

These questions were consciously asked on the basis of the pardiciat

within the institution and according to what heldeady been said during the interview,
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with the hope that they could shed more light on the subject. While folfoguestions

in the UK-EN context focused on issues such as language use, multicultural audiences
and crossultural understanding, followp questions in the EAEN interviews sought

to investigate key aspects such as the process of writing or translating texts in English,
the expertise and linguistic background of the people involved in such process and the
definition of the intended readersr fthe English version of the website, both in terms of
native languageand in terms of typology of users (e.g. international tourists,
international students, people who have moved to the country or online users in general).
Improvisation was fundamentaliringall the interviews, requiring not only preparation
before the session and creativity during the session, buirals®timededicated to the
analysis and interpretatianf the data collecte@WWengraf, 2001)

Moreover, participants from the UEN group were asked eore question on
the languages they spoke, understand whether multilingual people were involved in
the process of writing texts on the websit
English?o. I't was assumed that multilingual
linguistic issues, as @l as to people speaking English asa-native languageThis
was not thought to be relevant for the FEM group, where the fact that participants
werenonnativespeakers of English, and thus speakerstioér languages as well, was

known information.

At the end ofeachinterview, a final question was included to offer the
participants the possibility to add anything else they thoughtddoal related to this
researchwithout any specific input from myselfhis type of question can be important
as ntagger reéally us f u | unant i(Braurp& Clarke, 2@lL3 t128)dhe
participant vas alsoasked to fill in a very short questionnaire with a few personal
demographic details, namely age group, gender and educational backdtioatig, |
told them that | would be glad to share tlesults of this research with them, and that
they could send me any written comment if they thought of any points they would like
to make after the end of the interview. | also asked them for permission to contact them
in case material came up in thensaript which was not clear, and | thanked them for
the time and energy they put in the intervieMe nterviews lasted around an hqur
depending on both the time constraints set by the participant or by the belonging

institution and the length of the pEnses.
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When | started the interviewing process, | slightly reviewed the interview guides
after the first few interviewsn order to be sure | wasollecting the datathat was
necessaryo addresshe research questions. fact, a qualitative interview gde is not
completelyfixed at thebeginningof datag e n e r auestions mightfibg reworked, or
removed, or new questions ad(Braud & Clarket he gui
2013: 134) However, the standardised questions were never removed or deeply

changed, so as to ensure comparability between different interviews.
3.5.3.4 Conforming to ethical norms

Research ethics refers # set ofnorms regulatinghe wayin which any reseah
involving some form ofinteraction betweerthe researcher and other humaiss
designed and conducted. These norms fundameratatiyto ensurdghe respect of the
participant§dignity, rights andsafetyduring the whole research proceshe adoption

of qualitative interviews as a method for generating data raises a number of general
ethical issuesas it entails a direct interaction with the participartswas thus
fundamental to take ethical questions into considerdtimm the design to the repaft

the research.

| conformed to the ethical standards of the University of Manchester. This was
considered to be appropriate as partietiwork wascarried ait in Manchester: hence,
the staff fromthe Manchester Museum and the Whitwo(tte. the UKEN museums)
were supposed to be to some ex@ntadyfamiliar with this approach to ethics. Also,
standards of British universitiesisuring research is conducted ethicalg usually
quite strict, so they were considered to be appropaiadeconsiderateneughfor all the
interviews carried outluring this researchAn ethical approval from a research ethic
committee is not in order if theesearch involve interviews with participants on
subjectsideemed to be withi t hei r pr of e s®$prowdedathe foblowingp et e nc e

criteria are met:;

1 the data collected must beonymous;
M the datacannot be consideresbnsitive or confidatial;

1 thesubjectsf the researchre notsupposedo upset or disturb participants;

20 See the page on ethical approval on the university website:
https://www.manchester.ac.uk/research/environment/governance/ethics/approval/

125



https://www.manchester.ac.uk/research/environment/governance/ethics/approval/

3 Research design and methods

1 the themes covered within theterview must be limitedo the professional

competence of the participants.

Bearing in mind the purpose and design of this research, no ethical approval was
considered to be necessary in this case, as participants were museum professionals, and
thus expds in the field investigated in this research. The procedure ensuring the
research was conducted ethically involved the use of an Information Sheet aimed at
providing participants with details about the research and the purpose of the interviews,
as wellas an informed consent form agecord showg they understanthe research
and agree to take padll participants were provided with these documents in English,
apart from the Italian museum, with whom the only language used during the whole
process wa Italian. Both documents were written in a form that was supposed to be
understandable to all participards for instance, specialised terminology related to the
field of this research was kept to a minimum.

The Information Sheesée AppendixB) adoptedncluded the following:

a short introduction about the subject and aims of the research;
1 a statement explicitly explaining the scope of the interview, as well as describing
why the potential participant has been chosen and what is being asked to them;
1 a setion on data collection, including recording, transcription and analysis;
the steps taken to ensure confidentiality;
a section outlining the rights of the participants, explicitly stating that
participation is voluntary and anybody is free to refuse tbgi@ate without any
consequence;
a section which makes explicit that the participant will not be paid to participate;
information on the duration of the interview;

a section about how the researcher will disseminate the results of the research;

= =2 =4 =

contact nformation of the researehand her academic supervisors

The Information Sheet was sent to the participants via drefite thenterview
session. This was supposed to ensure that participarggweparedo theinterviewsin
which they were involved and that they had information about the way interview
recordings and data collection were managed. It was also aimed at making everything
explicit 0 especially the fact that participation was totally voluntéry so that

participants did nofeel forced toparticipate.
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An additional document was tHaformed ConsentForm (see AppendixC),
which all the participants were asked to read and sign. The consentofothe

University of Manchester was used for this researtie formallowed me to:

1 get the permisen from participants to record the interviews and use the data
generated through them;
1 get the permission to publish or reproduce the data and the analysis;

inform participants about data anonymisation.

Both the participants and the researcher signead¢dhsent form on the day of
the interview before startinggefore gettingtheir consent] made sure thgtarticipants
undersbod whatit meant.| provided then with a copyof the signed consent forand

kept one for my research files.

However, these were not the only measures taken in order to conform to ethical
norms. As it will be remembered fro®ection3.5.3.2 the participants nameswere
anonymised in the interview transcripts and in all documents which may refer to them

in order to protect their identity
3.5.3.5 Carrying out the interviews

An interview tasb e e n  d e fa comwerdatioa that flas a structure and a pudpose

(Kvale, 1996: 6) However, thisconversation is nofithe reciprocal interaction of two
equalpartnes: t he i nter vi eweawergosifion, mithatehbyyateo ccupi e
the situationfor the interview, intoducethe topics, andyuide the path which the
conversation is going to follow through the questions n{&dale, 1996: 126)When

carrying out qualitative interviews, one of the key mission of the interviewer is creating

a nice atmosphere so that the conversation can smoothlyopeves suggested by
Mason(2018:73) during an interview fithe soci al t
whichmoves easily and painlessly between topi

the interviewets skills.

| started each interview by introducing myself and presenting my research, as
well as the format of the interview. | explained the participant why | eclilosir
university museum for my researdhnformed them on the duration of the interview,
and | asked them for permission to record the interview, after thagsithe informed

consent form.

127



3 Research design and methods

| tried to stick to the interview guide as much as possiylesonstantly keeping
an eye on it in order not to miss core questions. Howévagstion wording and order
are contextual, and responsive to the particijsaéveloping accoun{Braun & Clarke,
2013: 123)for this reasonl sometimes changed the order of the qoestiso that they
could follow from what the participant was saying for example by asking to
elaborate, clarify or provide more details about something which had just been
mentionedSeidman, 1998: 81When the participant mentioned something which was

not quite clear, | asked for clarificatiomhen they had stopped talking.

Different techniques were adopted in order to facilitate the partiépant
contribution andimprove research reliability byrying to reduce bias in asking
questions This was particularly important in this research, as the interviewer coincided
with the researchéy and might thus introduce bialstried to take a fairly passive role
by giving the participants time to think aboutetlguestions asked and share their
t hought s. I n general, Al eading questionso
direction of the response by focusing the particigaattention on certain issues
(Seidman, 1998: 84Dpenended questions were preferredn or der t o fAbui l d
explore € ) participantér esponses to those questionso W
provide a specific answéBeidman, 1998: 15Also, | paid attention to the categories
and terms used in the questions during the interview,such finat i ve speaker ¢
writingo, which were al/l assumed to be con:
order to reduce possible misunderstanding and avoid focusing the attention on more

than one issue simultaneously.

Since more than one paifiant seemed not completely at ease talking about
l i nguistic categori es lamnbt qats sue avhainttee righor s u p
word i WG dssumdiwould be something about which words you use, | mean,
help me here , DK) , I t terasteird what the Eaftiapant was saying and
always avoided to look judgemental. As museum professionals, the participants were
not supposed to be experts in linguistics or languatged studies, and thus | realised
during the interview that they mayinfeel comfortable speakingbout the museum
linguistic practices. Therefore, every time | felt it was needed, | made explicit that there
w e r re right or wrong answedss t o0 my (Braue & Clarke,n2613)as | was

interested in their insights and impressions about their experiences.
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| took a few notes during the interviews to keep track of the sequence of topics
which emerged, note down something which needed clarification and record the exact
words used by the participant. The | atter i
towordsand phrases that ser v eidman, 1®98a86)kier so of
allowed me to focus on what the participant was saying without interrupting them or
break the silencethey needed in order to formulate their thoughts, so that | could
Ai nt ermaatl i meer twi (Seidpan,n998: 78Besyleas, this helped me to keep
track of interesting subjectsd of thekeywordsthe participantised to refer to these (cf.
Section3.5.3.3, so that | could go back to some of them at a later point during the
interview and ask the participant to elaborate on those subjects. | was also aware that |
needed to pay attention to the whole interviewing process, includingrianag@ment
subjects that stildl h a ds teon ebredSeidohapelrd88do a nd
79).

Ri ght after the end of weverryotienstoer ab e uwnt,
the session in the form dfreeflow writingdo (Wengraf, 2001: 142)This debriefing
was us ef widel the maferdiar e a freaessoci ati ve fl owo an
connections within andWeaguaf, 2001d M4 )Hielt-rotes nt er v i
provided furthervaluablematerialfor thefollowing analysis othetranscriptsAs it was
the first time | carried out research interviews, the first interviews which took place for
this study were very instructive. The fiehbtes, as well as the recordings, provided me
with precious information on my performance as an interviewer, vthafed into the
next interviews. During the time period when the interviews were carried out, | noticed |

was becoming more accomplished in the practicalities of interviewing.

At the end of the interview process, | focused the attention on managingtéhe d
collected: | filed the participant information forms, made sure the signed consent forms
were scanned and saved in a safe place, as well as labelled and saved the recordings of
the interviews in double copyn two different deviceto preserve them aruk sure to
keepa copy of them in a safe pladeurthermore, | sent a sh@tmmarywith themain

points coverediuringthe interview to those participants who tsmbwn interest in it
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3.5.4 Data description and analysis
3.5.4.1 Transcribing the data

| first listeredto therecordingsbefore the transcriptiona nd t ook flomdots of t
memories and thoughlts wh i | e my think fastdand avinelylaloout the material

and the evedt o f t he 1 (Memgrafy 2081w 209)These hotes were the
preliminary HfAanal y tfad mto the propdr stgdgge of damlanalysis. | at et
The purpose of writing memoarouses theesearchds reflexivity on the dataas well

as its collection and interpretati¢Baldana, 2013: 42 hen, | started transcribing the

interviews recordings.

Transcription is a fundamentatep which enables the audio files of recorded
interviews to be transformed into written text to be analysed. According to the extensive
literature on qualitative research t r anscri ption is considered
reflecting theoretical goal and d g®@chsplo9i9idd)n Her e, the term 0
processo does imply the definition of t he
research and the choice of a transcription esyst, as transcription i
mechani cal sel ection and(Davigon, 2009a38Wben of not
transcribing recordings, researchers continuously make choices about what to write
down, what they have observed and heard, and what they think that (vests,
2018: 77) It is not possible to record all features of talk and interaction, so researchers
need to select what to write down all the time, with or without noticindlie
researchés position and judgments will necessarily affect the result of this process
(Niemants, 2012: 165)

According to Davigon (2009: 3%8), transcription is thus a representational

process that coversrawbati psorepuesahsed in

Awho i s representing whom, in what ways, for wh
and how analysts position themselves and their participartteeir representations of

form, content, and actiono.

While positivist paradigms assume that transcripts are transparent, objective
written representation of the recordings, interpretivist perspectives consider transcripts
t o be At heoroentsiocadandconsamsctipti on t o be
i nt er pr et (Lapadat, 200@ 208)6hs latter position is normally embraced in

qualitative research, which considerr anscr i pt s a 8NVengyrpfr20@le s s e do
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7. a transcript is iMokepaed @munKiClerbech2I8: but r a
239).

Transcribing implieschoosng fihow 8 and whatd we translate from speech
and sounds into written textnakingtranscriptionat heor et i cal ly i nfl uen
(Braun & Clarke, 2013: 238Bucholtz(2000)considered transcription as a continuum
of practices wih two extremes. One is naturas transcription, which prioritisethe
written discourse over the oral, so for instance, commas, full stops and paragraphing are
incorporated to make the transcript easily readable. The other extreme for Bucholtz is
denaturaled transcription, which seeks to preserve the features ofamgliage such
as fillers (Aumso, fAerso, é), discourse ma
long pauses, incomplete sentences, restructuring and reformulation of sentences. The
former approach was used for the present research, as the priorityiveasto the
readability of transcripts: punctuation was thus included to make transcripts more easily

intelligible.

A notation systen{Table 3.15) was used during the transcriptipnr oct®s s i
clearly and consistently translate spoken language into written larigumagevay that
could be ashorough andsystematic as possib{8raun & Clarke, 2013: 24050me of
the conventions used for the transcription were loosely based on techniques for
orthographic transcriptions. The following are tanventions for transcriptioset out
before starting the process. | did not record sounds, prosodic features and other features
of oral discourse such as people emphasising specific words, laughing or clearing throat,
as they were not considered as significant features tordsentanalysis.Transcription
was carried out in order to produce an appropriate output for the analysis: as thematic
analysis (cf. Sectior3.5.4.9 has different needs thaoonversation, discourse or
narrative analysigBraun & Clarke, 2006: 17)a thorough dverbatin® account was
corsidered to be sufficient to preserve the data neddeskdoTranscribé' to listen to

the recordings and adapt the speed so as to facilitate transcription.

21 See theHTML5 app https://otranscribe.com/
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Symbol Meaning Example from the data

@) missing text a lot easier to redeft-aligned as opposed to right
aligned € ) so its all leftaligned as well.

é pauses/silences being more understanding &f South Asian
community in Manchester

(word?) inaudible or incomprehensible And our websites are quifbeholden?) to a system
word(s) of the university

word- a statement is cut off abruptly ¢ Over the past twelve yearsvelve months
self-interrupted

i wo r d when the participant quotes my team is gonna bé as

another person useful ?20
[word] overlapping speech I: Yeah, [in general].
P: [Okay.]

Table3.15. Conventions used for transcription

Although it wastime-consumingthe process of transcription was not just a mechanical

step to prepare data for analysis: transcription was also part of the data analysis itself, as

it enabl ed me to get f a miinteipratative vact,twheret he da
meanings are creat@(Braun & Clarke, 2006: 17)

3.5.4.2 Analysing the data

First, the UKEN interviews were carried out, transcribed and analysed, then the same
proess was carried out for the EEN interviews.l completed the interviews and the
transcription proces®r each grougpefore starting theorrespondingn-depth analysis.
However,finterpretingis not a process researchers do only near the end of thetproje
(Seidman, 1998: 128)

The method of thematic analysis proposed by the two psychologists Braun and
Clarke (2006, 2013was adopted for this research to analyse the data generated through
the interviews. As d e shematic lamalysis lisya methoe fort wo s ¢
identifying, aralysing, and reporttn pat t er ns (t h(Brawme & Clarke,i t hi n d
2006: 6)in relation to one or more research questions. Accordifgydaan and Clarke,
it matlye mbsewidely used qualitative method of data analy8saun & Clarke,
2013: 258) although the authors were the first to theorise it as a specific analytical
met hod. One of the advant adndependehofthhebre mat i c
and epistemology(Braun & Clarke, 2006: 5)and carthusbe combined with different
approaches to be adopted in a variety ofistud

Thematic analysis is based on the idea that the researcher examines and codes
the data collected in order to identify themes which are relevant to address the research
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guestions. The met ap h Brauno& Clarke, I2@13: B3&K c hwor k
employed by the wthors to describe this practice: the researcher uses pieces of fabric
(codes) and combine them to create patterns (themes) which altogether form the

patchwork quilt (analysis). The two scholars stressed that there is no such thing as

At hemes emehgi W@t Bpbomt hemati c analysis is
which the researcher identifies (Brauaéet hing
Clarke, 2013: 327) I n ot her words, t hemati c aanal ysi
definitive set of preexisting themes cont ai ned i n t he dat a,

developing themes from the coded data in order to address a specific q(Bstion&
Clarke, 2013: 342)This position highlights the important role played by the researcher,
who selectively and thoroughidentifies themes which may be of interest and reports

them to the readers.

This method, as was conceived by Braun and Clarke, involvesstegiprocess
which guides the data analysis. However, the analytical process is not a linear one but
rather itea t i v dt,goes lsack fand forth on itsel{Braun & Clarke, 2013: 340)
Before describing the different steps of the process, a few definitions of the terminology
suggested by Braun and Clar@906: 56) are in order, i.e. data set, data item and data
extract. [ata setrefers to the data used for thedysis. Two different data sets will be
analysed, i.e. the HEN and the ELUEN ones. @ita itemstands ér anindividual piece
of data collectedi.e. the data referring to one particular interview, whidga extrats
are coded chunks of data within one or more data items, which are provided in the

report (cf.Section5) along with my commentary.

In order to carry out the thematic analybissed NVivg??i.e. a software for
computer aided qualitative data analysis (CAQDASNich allowed me to identify
themes andjuery the dataAccording to Braun and Clar8raun & Clarke, 2013: 319)
usinga computer programnia data codingnvolves a number of advantages. Firstly, it
may improvethe organisation of data, coding and analyarsd alows querying and
searching for codes. Secondliricreass efficiencyand rigour making the processf
coding and analysis quicker. Finally, iagnfacilitatethe visualisationof the coded data

and thughe development of the analysis.

22 NVivo gqualitative data analysis software; QSR International Pty Ltd. Version 12, &S.the
software websitehttps://www.qgsrinternational.com/nvivo/home
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The first step of this process started during the transcription of the recordings (cf.

Section3.5.4.), wherefit he ¢l ose attention netaadted t o tr

close reading and interpretaBamé&Clarkej | | s ne

2006: 18) This step, which is identified blyr aun and Cl ar ke

2

as an

data, is similar to what Salda (2013: 19)defines as preoding. It consists in

highlighting rich or significant participanpassages by making[ j udge ment s ] at
what [was] si gni fi cant O (Seaidman,t1B98: 1B he aaim svasto get

familiar with the data collected by reading the transcripts while listening again to the

recordings. repeately readthe data in an active wayhile searching for meaningk:

began to mark the passagedahicould be interesting drwrite down memos on major

themes, unusual issues and on my own reflections on theRigtae 3.24 shows an

example of a memo, which. is called

GHR X

countries also, but lately quite a lot of people from Asian countries ... especially from
Korea, from China and Japan sometimes. So ... yes, there was an idea to provide
inform ation, at least basic information, in different languages. We started three years
ago with writing the new ... guided tour. It's a small ... it's a booklet, which Ieads you
through the Botanical Garden. And we wanted to do it in English, German and French,
as ... three diplomatic languages, basically, but that proved to be impossible because we
couldn't find a biologist who could be a native speaker in German or French. So ... we
could do this with English because some of our mentors are professors in England and
Scotland, so they ... checked our texts and that was fine, but with German and French it
was a problem because ... translators that we used were _.. basically, what they did was
a massacre on our text, because it's ... you know, lots of scientific tjg '
names and so on. So, we decided it's not a good idea to ... to do inm

because ... or ... until we have someone who can actually check the

-

Annotations

ltem  Content

1 Bad evaluation of the work carried out by translators.

Figure3.24. Example of a memo in NVivo

18| eolalapay  AURWILING

fannot at

The second step consisted in starting the process of coding the whole data set by
fidentifying aspects of the data that relatdtihe] research questien(Braun & Clarke,
2013:301)Codi ng i s the act of Anoti neidmamt i s i

1998: 125)i.e. labelling chunks of transcript (single words, groups of words, sestence

several sentences or paragraphs) witbhdethat capturethe essence of data. Coding is
Afan | nt er(Badafg,i2018: 4)icht consists in marking a unit of text and
applying a code which links chunks of data that can be considered as representative of
the same ptnomenon, theme, category, etc. Accordingséddana(2013: 5) coding

includestwo processes,ididecodi ngo meaning from data anc

construction intadhe data by labelling it with a specificcode. code i s-tagg fAr et ri
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attached ta unit d data I . e. fa very conde ndbeerdticaAf or m o f
memadDd (Wengraf, 2001: 227)Coding is thus a process used to group similarly coded

data into categories in order to idéntpatterns within the data: thifacilitates the

retrieval of all thepassagesvith the same codeavhich enables to carry out cresase
comparisonsThe process of coding & integrapart ofthe analysisasit is carried out

to organi® data into meaningful groups.

Drawing on the guidelines provided by Braun and Clarkgstematicallycoded
all the data that could be to some extent interestittigin the data set and tried to do
this finclusivelydo by keepng fia little of the surrounding data if relevanso that
context was not logBraun & Clarke, 2006: 19imilarly to Saldéa (2013: 100, 213)
initial codingincluded differentoding techniques, such as subcoding and simultaneous
coding subcoding inplies the use of macrocodes and microcodes that function as
subcodes of the first onegse . g . ADescription of t he audi
Al nternational a ud while simutaneoua scodingi alow® o d e )
overlapping codes, i.edata extracimay be marked as belonging to several different
codes. lalso adoptedfin Vivoo coding by using the exact participétvordsas the
label of the cod¢Saldafna, 2013) f or exampl e, I used Atone o
were the exact words used by some participafbs eachdata extragt! decidel
whetherto apply a codewhich hadalreadybeen used, or whether a new codeswa
necessaryBraun & Clarke2013: 308) Codes generated during this step were tentative
and provisional,suggestingthe need forfurther reading and analysis: as coding
progressed, | begaio betterunderstand the nature die datg and thust omodify
existing cales to incorpotta new materia (Braun & Clarke, 2013: 308)

Whenpassagesvere identified asmportant but theeode to apply to them was
unclear,l wrote amemo aboutthem, as suggested by Seidm@898: 129) Memos
enabled me to write dowithe reasons whya passagewas picked, a possible
interpretation of such passagad the codes which could potentially be applied to it.
Writing memos also encouraged rtoeelaborateassumptions hidden behind tbedes
ado pt eddlyint mgliciti unstated, and condensed meaniriGharmaz, 2006: 3.
| continued writingspontaneousnemos abouthe codeddata throughouthe entire

research process

During the coding process,combined a deductive A t-th re io vagpnoach

with an inductive Ai-d a t aomen (Braun & Clarke, 2006: 12)Coding was
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inductively based on and derived from datself, as the analysis was not shaped by
existing theoy. H o w e vamalysis idialways shaped to some extent by the rese@rcher
standpoint, disciplinary background and epistemado@@raun & Clarke, 2013: 254)

this means that the coding process was not exempt from the specific questions which
were asked during the inteews and were still in my mind. Therefore, those questions,
which were organised into themes, partially affected my understanding of the data and
the initial coding.Saldafiss u g g e s the acttohcading r@duires that you wear your
researchés analytiden®d, but dat adepentdd o whatrtype ohfiltar covers i
that lens (Saldafia, 2013: 7)ikewise, Charma£2006: 467) claims that the researcher
construcs codes by activelyselecting anchaming dataandthis is the product of the
researchés own view:thus,ino r e 9 esa rncelliuetir aau specificausenof

language refl ects views and valueso

| used queries on NVo to look for repetitions, word listkeywords in context
(KWICs) and collocations, as well as similarities and differences within the data
collected (Ryan and Bernard, 2003). Seidman (1998: 127) stresses the importance of
identifyingfit he repetition of an aspect of exper
ot her p lay sthee ssgee articiparar by other participantsPossible queries
included word frequency, textearch, coding and matrix codingVord frequency
gueriesenabled meo find the most frequently occurring words, for instance to analyse
the most common words used by participants from an institutionder to refer tahe
audiene. Text search queries alledto find all the occurrences of a word or phrase
and see whether some expressions are used fnegreently by specifc participants.
Coding queries we useful to find all content coded the same way and collate it
together, while ratrix coding queriesvere used to find cebccurrence of themes and
display this in a matrix: for instanceigure3.25 showscontent coded b e i nafthgp ar t
universityo (with the subcodesned aoattnb n o my 0,

codediwr i ting in the | ocal | anguageo. (with th
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#ZiMatrix Coding Guery - Results Pr/3¢
Matrix Criteria Run Query |~|| SaveResults.. | Add to Project..

Search in Files & Externals Selected Items... Selected Folders.., Coding at rows And ~ | columns  [T] Hierarchical Mame

Rows Columns

Hodes\\Being part of the university\Autonomy Nodes\\Writing in the local language\Style guide
Nodes\\Being part of the nging Nodes\\Wiriting in the local language\Style guide\Brand

HNodes\\Being part of the universityLimitations

+|[= H & & v 4 = B

A Style guide b B: Brand AT
1 - Autonomy v 1 | 1

2 : Belonging | 0 o
3 : Limitations ki 0

TR 0] Bpop

Figure3.25. Example of matrixxoding query on NVivo

According to Braun and Clarke, due to the fluid, interactive way in which data is
collected through qualitative interviews (in contrast with quantitative methods, such as
surveys), the data generated through each interview may be djfferent: as a
consequence, some issues may not be discussed in every interview. It is not possible,
however, to assume that an issue was not discussed necessarily because the participant
did not think about it, as researchers can only interpret Wiegt find in the data.
Therefore, there is no way of determining validity on the basis of the number of
participants sharing a point of vie{Pyett, 2003) Furthermore, frequencies do not
determine whether an issue is important for addressing research questions in qualitative
research: in other words, more instances of the same issue do not necessarily imply that

the latter is central for resear@uetow, 2010)

Coding normally requires the use of a code list or codebook, i.e. a scheme with
all the codes with definitions,sed for looking at the codes, reorganising them and
examining further kinds of analytic questions. The use of a codeelistired
consistency in the application of codes. Code definitions indltitename of the code,

a set of phrases that remind the egsber what the code is about, and other notes about

the code (e.g. ideas about how it relates to other codes). The analytic process was
iterative, so | continued updating the code list during the whole coding proeess.

aware that &h codeneeded tde distinct in some way, so din overlapbetween two

codes was found, laroader codevas used to cover both ide&airthermore, | sought to
ensure that coding was not fAidiosyncraticbo,
one data itenfBraun & Clarke, 2013: 309At the end of this step, the aim was to have

fia comprehensive set of codes that differentiates between different concepts, issues and
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ideas in the datawhichwasapplied consistently to the data ¢§Btaun & Clarke2013:
309) Table3.16 shows two examples of codes directly from the code list.

Code name Definition Related phrases Example
International Reference to International audience, And then more advanced ones
audiences  audiences from  global audience, [tours]é would be foré | guess
other countries international tourists, our interndional visitors, people
people from abroad, who know the language really well
people from all over the é and maybe the content would b
world different as well. [MM1]
Web Reference to the Analytics, webanalytics, Because what the statistics, web
analytics use of statistics or Google analytics, statistics, have told me and us is
the visit to the WordPress analytics, that the English website of the ma
museum website statistics of online visits website, English part of the main
or to satellite sites website, we have a lot of
(e.g. blogs) researchergDK]

Table3.16. Examples of codes from the code list

The third step of the thematic analysis was searching for themes within the data. This
basically involvedi sor t i ng the different codes into
the relevant coded data extracts within the identified therfisun & Clarke, 2006:

19). While the second step focused on a clogdextual analysis of each data item, this

step moved from a macreris visualisation of little bits of data to a broader picture in

order to identify larger patterns across the datal seviewed the codes and eliminated

or combined repeated codes by grouping similar codes togethied to visualise the
relationshipbetween codes in order to understand whetiere were similarities and

whether different codes may combine treate atheme:| found interconnections

between different codes, as well as observed how codedreldte research questions.

Some largecomplex codess uch as fil anguage wuseo, wer e a
consider t h a briekbudt] tifegdofer hausd , diles are fithe building

blocks), i . ¢he individual bricks and tilés while themes ardihe walls and roaf

(Braun & Clarke, 2013: 303A themeincludesfia central organising concept, but will
contain |l ots of di fferent ideas or aspect
(Braun & Clarke, 2013: 326hemes are not meant to cover everything that was said in

the data, but only those aspects thatrasls the research question: developing themes
from the data is a selective task which al
d a t (Braun & Clarke, 2013: 334)As for the codes, certain themes were more
prominent in certain data items than others. Howeverintiportance of a theme did not

depend on its frequency within the item or within the entire data set: a theme was

prominent if it meaningfully contributed to answering the research quegBoasn &
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Clarke, 2013: 333)At the end of this step, | had a list of provigab main themeand
subthemeswith dataextractswvhichwere coded in relation to them.

The fourth step consisted in reviewing the potential themes identified. Braun and
Clarke define thi ¢Braans& Céarkeil 20L3a 838)Duying thisent r ol 0
process, | notied that some of the themes identified during the third step could not be
consi der ed as pattersesrespanse ior. meaningavdthinathe fataoset
(Braun & Clarke, 2006: 10, emphasis in the origidalfor instance because there was
not enough data to support the@®ther themeswhich were too broad and complex,
weresplitinto separate themeaAt this point, Iread all thedataextracts for each theme
to understanavhether theycould be seen as a coherent pattern. | etssideed fithe
validity of individual themes in relation to the datadcsendwhetherthe thematic ma
fidaccuratel@reflects the meanings @ént in the data set as a whn(Braun & Clarke,
2006: 21)

The fifth step was the definition diie themes and the creation of their names.
This phaseismeanttodef i ne and f ur o@@Brun &Clarke] 20@66: t he t I
22) in order to identify thestorydthat each theme tellas well aghow it fits into the
broader overalfstory® aboutthe data. A definite name for each theme was also chosen,

which could convey the sense of what the theme was about.

The sixth and final stemvolved reporting the results of the analysis by telling
the story of the data. The report (Bkction5) presenta small amount of datahich is
the productofdcondensati onodo pr oc e scemplaxtiesefthe at r ep |
data collected in a short, compacted vergidrengraf, 2001: 338)In reporting the
results of both the UKEN and EUEN interviews, data extracts were used as direct,
illustrative quotes to outline the themes identifieshd argue about possible
interpretations to address the research questions. Data extracts reported as examples are
supposed to capture the essence of the theme illustrated, and the whole patchwork quilt
of themes aims to tell the story about the dataect#d in relation to the research
guestionsThe i nterpretation of the data coll ect
shortredescriptiono of what the participants
could be found in the transcripts, but a process of reading, understanding and
synthesigg fithe partial viewpoinis expressed by eagbarticipant in relation to the

research question@Vengraf, 2001: 105)As a researcher and interviewer, | worked
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with the material collected, selectpdrts interpreted, and analysed it, teoanextent |
consi der partyfshatipocessSeidrfian, 1998: 22)

3.6 Summing up

This chapter has introduced the research questions and the methodological framework
of this research. The different methods adopted have been presented, namely the survey
of Englishversion websites of European universityusaums and the subsequent
construction of the corpus, the text analyses and the qualitativestectured
interviews. Chaptear4 and5 will report on the results from the analyses carried out.
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4 Resultsof the survey and of the text analyses
4.1 Overview of the chapter

This chapter outlines theesults of quantitative studies whosemethodshave been
outlinedin the previous ChapteSection4.2 describes the results of the surveytlod
English version of university museum websites Section4.3, the results of the text
analyses are discussddcusing orthe web writing analysiéSection4.3.1) andstance
and engagemeunalysis (8ction4.3.2.

4.2 Survey of English version websites

The survey was carrienut with a twofold aim: first, to investigate the extent to which
university mussums offer an English version dheir websites; second, as an

exploratory study to helglentify the museum websites to be included in the corpus

A total of 469 European wersity museums were examined to see whether they
had a website. Among them, 34 museums were based in Esgéshking countries
(either the UK or Ireland), and 29 of them were found to have a website. The majority
of the museums surveyed, i.e. 435 uniitgreiuseums, were based in 29 Aenglish
speaking countries, and 337 of them had a website. The websites of the museums based
in nonEnglish speaking countries were surveyed to obtain the number of websites
having an English version, i.e. 16Bable4.1 presents the general results of the survey.
Thus, 48%o0f websitesbelonging to museums from ndinglish speaking counés

havean English version.

Countries No. of museums No. of websites No. of English version Perc.
English speaking (2) 34 29 29 100%
Non-English speaking (2¢€ 435 337 163 48%

Table4.1. General results of the survey

Figure4.1 compares the results per country obtained from the sudets:are reported
as percentages, calculated as the number of museum websites in Engligte avtal
number of museum websites in a counpuntrieswhere lesghan 506 of museum
websiteshavean Englishversionare marked in red, while the countries witH/&or
more museum websites in Engliale marked in bluel'he survey found out th&0%

or more websitegh over half of the countrieexamined(17 over 31)havean English

141



version 14 countries display a lower percentage, with four countries having no English

websites at all.

Croatia
Ireland
Latvia
Lithuania
Norway
Turkey
UK
Sweden
Estonia
Czech Republic
Denmark
Netherlands
Hungary
Slovakia
Greece
Finland

86,7
85,7
83,3
80,0
80,0
66,7
66,7
57,1
55,6

4 Results of the survey and of the text analyses

100,0
100,0
100,0
100,0
100,0
100,0
100,0

Switzerland 50,0
Spain 46,4
Poland 46,2
Italy 41,4
Russia 35,7
Romania 33,3
Austria 32,1
Germany 26,7
Portugal 24,0
Belgium 23,1
France 19,0
Belarus | 0,0
Bulgaria | 0,0
Slovenia | 0,0
Ukraine | 0,0

Figure4.1. Per@ntages of websites with an English version per country

As for the research question addressed by this survey, i.e. the extent to which university
museums in Europe produce English versions of their websites, rémgsseem to
indicate that the situatn is very heterogeneau&lmost half of the museums having a
website offer contents in EnglisWVith reference to the categorisation of countries
based on thénguistic familiesof their official languages (cf. Sectid@4.2.3, countries
speaking Romance languagesy. France and Italyend to have lower percentages of

university museums with an English version of their website, while countries where
142



4 Results of the survey and of the text analyses

Germanic(e.g. Denmark and Switzerland)gro-Finnic (i.e. Hungary and Finlan@g)nd

other languagesuch asGreek and Turkish are spokesntl to have higher percentages

of websites with an English versiomhe situation of countries speaking Balto Slavic
languages is more diversified, as some of them have high percentages (e.g. Latvia),

while others have low percentages (e.g. Belarus).

Of caurse, nore data are needed to investigate the internationalisation of
university museums: for instance, no information was collected on the amount and type
of pages offered in the English version of each website.alkeady mentioneth
Section3.4.2.2 the surveyalsooffered useful insights for the construction of the corpus
used for the text analysis, as sampling was based on the list of websites with contents in
English provided by the survey. Howeveresiequantitative data still fail to shed light
on how these texts are written. To this aim, in the following section an attempt will be
made to describe these texts in terms of web writing and stance and engagement

features to investigate the communicative approach adopted.
4.3 Text analyses

In this section, a general overview of ttesultsfrom the web writing analysis and the
stance and engagement analysis are presented. First, quantitative results of both text
analysesire provided ifmmable4.2. The frequencies represent

1 thenumber of texts with headings/bolded words/lists/links ¢etotal number
of texts (normalised per 100);

1 the number of short paragraphs/short sentences/active verbs tloweotal
number of paragraphs/sentences/verbs (normalised per 100);

1 the number of each stance and engagement feéiterehedges, boosters, etc.)

overthetotal number of tokens (normalisedrpl000).

Normalisation refers to the relative frequencies reported in the table. Statistical
tests (cf. Section3.4.3.9 were carried out over these data, but thayvided
inconclsive results most of the times: given the small sample size even significant

results yielded small effect siz&sp it was decided not to follow up on these tests.

! Most of the values obtained from the -slgjuare test were lower than 0.05, meaning that there may be a
correlation between the two variables, i.e. the frequency of the feature and the belonging toedittler

143



4 Results of the survey and of the text analyses

UK-EN EU-EN
Absolute freq. Relative freq. | Absolute freq. Relative freq.
Web writing features
Headings 76 86.4 63 87.5
Words in bold 28 31.8 35 48.6
Lists 13 14.8 13 18.1
Links 65 73.9 34 47.2
Short paragraphs 665 96.1 402 88.0
Short sentences 989 77.6 640 65.5
Active verbs 2730 91.0 2053 854
Stance and engagement feature
Hedges 29 11 44 1.8
Boosters 388 14.5 280 11.3
Attitude markers 987 36.9 841 34.0
Selfmentions 940 35.1 419 17.0
Reader mentions 435 16.3 203 8.2
Directives 402 15.0 128 5.2
Questions 21 0.8 30 1.2

Table4.2. Results from the text analysis

The results obtained from the web writing analysis and the stance and engagement
analysis areommented o more details in the following subsections by focusing on
each single textual feature observéd interim summing up is included for each

section.

As will be remembered from Secti@¥.2.2 the text analyses were carried out
on the corpus built for this research, which comprises texts from 20 university museums,
including ten museums from the UEN and ten from the EXEN group. The ELEN
texts represent museums rfrocountries whose official languages belong to different
linguistic families, thus allowing the corpus to be representative of the diverse linguistic
situation in Europe. Nonetheless, | do not intend to make any claim about common or
different patterns anmg the different ELEN linguistic families represented in the
corpus, due to the small sample size of each of them.

EN or UK-EN group. For instance, the distribution of words in bold (p=0.045), links (p=0.001), hedges
(p=0.047) and boosters (p=0.001) in the texts belonging to the two groups may not be completely due to
chance, while the opposite applies to hegslifp=1), lists (p=0.73), attitude markers @Q387) and
questions (p=0.159However, the results seem to indicate that the correlatiedd as the effect size

is lower than 0.30 for all the featuresnsidered. This is not surprising, due to the sismple size.

Future studies may want to consider a bigger sample of texts.
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4.3.1 Web writing analysis

The question addressed by the web writing analysis is whether the texts from the corpus
conform to general guidelindsr web writing, which would point to a communicative
approachaiming atfacilitate reading for an online useWeb writing features have been

divided into two groups, i.e. features related to text structuring and page layout and
syntactic features. For eafeature belonging to the two groups, a comparison between

the UK-EN and the EUEN group is offered, and differences among different micro

genres( i . e. AAbout o, ACol | ec tareohigllightadmdhe il nf or r

graphs
4.3.1.1 Layoutrelated features

Layoutrelated features include headings, words in bold, lists and links. The graphs in
this section show the percentage of texts displaying each feature over the total number

of texts,for UK-EN and EUEN websites separately

Headings

Headings are useah imost of the texts by both UEN (86.4%)and EUEN (87.5%)
museums, with a slightly higher percentage in-lENl Figure 4.2 shows that ELEN
texts display more headings @il the micregenres, apart fronfilnformatiord pages.
The filnformatiord micro-genre of the UKEN group contains the highest frequency of

texts with headings.
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Figure4.2. Percentage of texwisplaying at least one heading
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Words in bold

On the contrary, words in bold are not a common feature in the corpus. FE&NEU
group (48.6%) is richer in words in bold than UEN (31.8%) The finformatioro
micro-genre for both groups ihaes more pages with words in bold, while the number

of MAboutd andfiCollectiord pages having this feature is much smalkeg(re4.3).
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About Collection Information

Figure4.3. Percentage of texwisplaying at least ongord in bold

Lists

Texts including lists are not common in the corpus, but the frequency -&NEtdxts
with lists (18.1%) is a little highetthan that of UKEN texts (4.8%). Like in the case of
words in bold, thefinformatiord micro-genre is the richest in lists, while the

fiCollectiord micro-genre contains the smallest number of pages with kggsie4.4).
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100,0
90,0
80,0
70,0

60,0
50,0 = UK-EN
40’0 m EU-EN

30,0
20,0
10,0 -

0,0 -

About Collection Information

Figure4.4. Percentage of texwisplaying at least one list

Links

Finally, links are the only layoutlated feature which is more common in the-BK
group (73.9%) than in the ELEN group (47.26). In particular, the percentage of
filnformatiord texts containing links is the highest among the three rgeroes Figure
4.5).
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Figure4.5. Percentage of texwisplaying at least one link

This is mainly due to the fact that the N texts tend to present a variety of

information intended for different groups of people on the same page, spanning on

different subjects. Therefore, they do ntelinks directing to other pages for more

details, but they need more structuring devicesh &1 headings, words in bold and lists,

in order to organise the content of the page and facilitate reading. This is exemplified by
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Figure 4.6: on this pagdyy the Museunof the University of Warsawinformationis

addressed tdoth individual tourists and organised groups. Interestingly, this page is

marked with an Vi si ting the

filnformatiord page that can be found in thedlish version of the websit& herefore,

mu s e umo, and asbtleelonlyi n t

he

this page may be supposed to provide all the information any user may need for the visit.

MUSEUM

THE PALACE THE COLLECTION

VISITING THE MUSEUM

R s e
Figure4.6. Example of EULEN A |

On theother hand, UKEN pages tend to arrange informatiaarossdifferent pages.

Thi s
cont ai
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EXHIBITIONS

creat.
a (McAlpine, 2aD1: L3hwhith isbsypposed o éelpf 0

VISITING THE MUSEUM

Facebook MUW

SHOP CONTACT

Muzeum Uniwersytetu W...
1,382 likes
i 1

Be the first of your friends to like this

Godziny otwarcia muzeum

W Send Message

UNIWERSYTET
WARSZAWSKI

U FUNDACIA
DD UNIVERSITATIS
L U VARSOVIENSIS
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2 %7 taves Soes
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nf ormationo?2page

fone-

(EUS _F

page or

readers focus on one subject at a time. This seemaplies that all pages providing

2 See the museudm websitehttp://www.muzeum.uw.edu.pl/en/zwiedzanie/
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related information have to be connected among them through the use of links, so that
the reader may find interrelated information quickly and navigate easily across the
pages. Not only may this explain why the {BN group contains more pages with links

than the ELEN group, but also why the LN group includes fewer pages with-on

page structuring deviceblonetheless, structuring devices and links do not seem to be
contradictory features: a highly structured page doesexessarily have few links, and

vice versa. A page may be well structured and mention different types of information
introduced by headings, and at the same time it may have links to each piece of

information to provide further details on related pages.

This is especially true fofiinformatiord pages. The EYEN group displays
higher percentages for all features apart from links, and the highest percentage of links
in the UK-EN group is that ofiinformatiord pages. This confirms a preference of UK
EN musaim websites for splitting practical information for the visit on a larger number
of web pages, according to the type of information provided and the readers addressed.
An example can be seenfingure4.7. The page offers information related to visits for
different types of groups, namely school groups, local community groups and other
large groups. For each one of them, more information is provided ordrpkges, that
are linked from the page. UKN museum websites thus seem to include a more

complex hierarchy of pages.
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Admission Free

Opening Times

Group visits

I@ketelesyard.co.uk o call
48 100 if you have further

questions.

Opening times

Share this page

Figure4.7. Example of UKEN fiinformatiord page (UK_CB1_IN2

4.3.1.2 Syntactic features

Syntactic featureanalysed includshort paragraphs, shcentences and active verbs.

When referri

according to web writing standards (cf. SectiBm.3.): short paragraphs are

ng

How to get to Kettle's Yord »

School and educational groups

Groups from schools, colleges, universities and other educational institutions

should click here to find out more about arranging a visit

1f you are a Language School, it is essential that you plan your visit in advance.
Please click here for further information.

Local community groups

Kettle's Yard's Community programme aims to establish a long-term creative
pi hip with our neighbours in North Cambridge through a long-term

collaboration, Open House, supported by Esmée Fairbairn Foundation and
Cambridge City Council.

Local community groups should click here.

Other large groups

We are happy to arrange a paid private tour for large groups wishing to visit the
House outside of our regular opening hours. These need to be arranged in
advance.

Please click here to find out more.

Important information for visiting with groups

Groups of 12 people or more must let us know of their visit to Kettle's Yard in
advance. This is due to limited space in the House. If you would like to visitin a

large group we advise arranging a private tour. Click here to find out more.

1f you are a group of 12 or more coming to Kertle's Yard on a self-led visit there
is a recommended donation of £5.00 per person. This goes towards our
of events and exhibitions and care and of the

collection and House.

Self-led tours can book free House tickets online or email

mail@kettlesyard.cam.ac.uk with details of your visit one month in advance. We
cannot guarantee entry tickets or availability of group visits for all dates.

Cancellation policy:
Ther

of your booking. Please let us know as soon as you can if your booking has

cancellation/change of information fee before two weeks in advance

changed.

to short ©paragr aphlengtand

3 See the museudm websitehttp://www.kettlesyard.co.uk/visit/groups/
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paragraphs with 100 or fewer words, while short sentences are sentences with 25 or
fewer words. For each group (JEN and EUEN), the percentages shown in the

following graphs were calculated as follows and normalised per 100 texts:

frequency of short paragraphs over total number of paragraphsdarfhes
frequency of short sentences over total number of sentencescior fus

frequency of active verbs over totaimber of verbs in theorpus

Short paragraphs

Short paragraphs tend to be very common in both groups, butsoarehe UK-EN
texts (96.1%) than in the ELEN texts 88.(%). In particular,fiinformatiord pages are
the richest in short paragraphs, whilgboutdo and fiCollectiord pages have a lower
percentage of thenkigure4.8).
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Figure4.8. Percentage of short paragraphs

The less frequent use of short paragraph8Adoutd andiCollectiord pages is mainly
due to the fact that these pages negture narrativesectionson the history of the
museum and the collections, which tend to be longer than other types of content, as

shown inFigure4.9.
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#@% UNIVERSITY OF o
5 <L : i iversit i k links
?:E“j“ CAMBRIDGE Study at Cambridge About the University Research at Cambridge Quick links

Home What's on About Us Learning ighlights Collec

| The Cambridge bird collection includes skins, eggs and skeletal material. Among
Collections bird collections held in the museums of Great Britain, only that of the Natural
History Museum at Tring is unarguably superior to this collection.

Collections + Archives The original nucleus of the skin collection was formed by the birds assembled by
Hugh Strickland (1811-1853). From these beginnings the skin collection grew to its
present size — some 30,000 skins housed in purpose-built wooden cabinets. Over

> Recent vertebrates 90% of the material dates from the nineteenth century when Alfred Newton
(Professor of Zoology and Comparative Anatomy from 1866-1907) was untiring in
his efforts on behalf of the Cambridge collection and ornithology more generailly.

> Insects Although the material is now well-catalogued on a card index thanks to the
outstanding curatorial efforts of C.W. Benson in the 1960s and 1970s, the exact
number of species represented is unknown. It is likely to exceed 3,000, out of nearly
> Histories 10,000 recognised bird species.

> Fossil vertebrates
> Birds

> Molluscs

The size of the skin collection is sufficient alone to render it important, particularly
as the majority of specimens were collected over a hundred years ago and
therefore the collection data represents a major source of information on historical
avian distribution. However, it is the quality of the material that renders the
collection pre-eminent. Of especial note are 613 type specimens (289 valid) within
the collection. Around half the type specimens were described by W. Swainson.
Although many Swainson names are no longer valid, his names of Mexican birds
largely do remain valid because political chaos precluded collecting in Mexico
before independence in 1821.

Another highlight is some 260 drepanid honeycreepers from Hawaii, including 12
types. Like other taxa in this remote archipelago, the honeycreepers have suffered
from Polynesian and later European colonisation, and many species, including
those at Cambridge, are extremely rare.

Of particular historical interest are 12 finches from the Galapagos Islands collected
on the Beagle voyage. These were not in fact collected by Charles Darwin himself
but by a Beagle crew member named Fuller. Nevertheless, in the aftermath of the
Beagle voyage, these Cambridge specimens were worked on, along with other
specimens, by John Gould. Since Darwin himself had not kept adequate notes of
where his own specimens were obtained, he could at the fime make little sense of
which species occurred alongside which other species on which island. Only when
Gould had thrown light on these matters did their full significance dawn on Darwin.

An outstanding series of mounted British birds, consisting of 450 specimens
representing 210 species, was presented to the Museum in 1950 by Clifford Borrer

We hold around 10,000 clutches of bird eggs deriving from several major European
collections (Buckley, Evans, Wilmot) plus the Hepburn collection from North
America. The most important single collection is that of Newton and is largely
based on eggs assembled by John Wolley. During Wolley’s tragically short life, he
made a series of collecting trips from 1853-1857 fo that area of Lapland now on the
northern borders of Finland and Norway. Here he was the first scientific
ornithologist to observe the nests of several species such as the smew, and he
collected the eggs of many northern species only known in Britain as winter visitors.

The bird skeleton collection includes about 1700 more or less complete specimens,
plus a further 500 or so sterna assembled by Newton. Probably the outstanding
feature of the skeleton collection is the wealth of material from the Mascarene
Islands (Mauritius, Reunion and Rodrigues). This material, largely obtained through
the efforts of Edward Newton, brother of Alfred and a colonial administrator in
Mauritius from 1859-1877, includes many rare or extinct forms, including a number
of type specimens. Of the extinct forms, the most dramatic are the dodo from
Mauritius and the solitaire from Rodrigues. Not only does the Museum have
complete mounted skeletons of both, but also an exceptional quantity of bones to
underpin taxonomic study of these unusual pigeons. Even more bulky is the
collection of bones of moas, the huge extinct flightless birds of New Zealand.

Figure4.9. Example ofiCollectiord page (UK_CB2_CO3)

The screenshot of ditnformatiord page from the same website is provided to highlight

the difference in length of the paragraphRg(re4.10).

4 See the museuim websitehttps://www.museum.zoo.cam.ac.uk/birds
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VIVERSITY OF
CAMBRIDGE

MUSEUM OF
ZOOLOGY

UNIVERSITY OF CAMBRIDGE

Study at Cambridge About the University Research at Cambridge Quick links

Home Visit Us What's on About Us Learning lights Collections

. The Museum is a great place for a group visit and we can offer a
Visit Us range of different options and facilities to suit the needs of your

> Access Information group.

> Group Visits

> Museum Shy
> Venue Hi

> Booking FAQs

1 infroduction to the Museum and short

n staff availability, and mu
hat there is a charge for this

when booking

EFL Students and Schools

Please note that any unbooked groups may be refused entrance.
School Visits

rther information on school groups please go to the School Visits information

Contact Us

Email: umze

3 336650

owning Street, Cambridge. CB2 3EJ

Figure4.10. Example ofilnformatiord page (UK_CB2_IN3

Short sentences

The frequency of short sentences is higher inENK(77.6%) than in EUEN (65.3%).
Here as wellfiinformatiord pages contain more short sentences than the other-micro

5 See the museuds websitehttps://www.museum.zoo.cam.ac.uk/\igg/groupvisits.
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genres do Kigure 4.11), due to the reasons explained in the previous section:
filnformationd pages need to provide short, direct and straightforward information, so

short sentences are preferred over long, convoluted ones.
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Figure4.11. Percentage of short sentences

Active forms of verbs

Finally, activeforms ofverbs arghe widely preferred option in the corpas a whole
but more sain the UK-EN group (91.0%) than in the ELEN group 85.4%). As in the
case of the other features, active verbs are also more commiofoirmatioro texts for
both EUEN andUK-EN (Figure 4.12), and for similar reasons.
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Figure 4.12. Percentage of activierms ofverbs
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The use of passive verbs seems to be slightlye common orfAboutd pages.Table
43provides examples of verbs in their passi
pages of both groups, by underlining the subject of each sentence. In all of these
examples, thesubject iseither the museum itself (represented by its name or by the
frstper son pronoun fAweodo) or a part of it (ne
affiliated university). The foundation of the museum, its evolution and history, its

values and mission, thmiilding and the spaces housing the collections and exhibitions,

as well as the preserved heritages among thenost commorthemes ofiAboutd pages.

Passive verbs are thus employed to put the museum and all its integral elements on the
spotlight and empdsise their importanc@his may explain whyi A b otextsexhibita

smaller number of active verbs.

Example Text

(1) The Universitywas renamedmperial Alexander University in Finland  EUF_FI_AB2
when it was moved to Helsinki in 1828.

(2) TheJosephinumvas completeith 1785 based on drawings by the Céurt EUG_AT_AB1
architect Isidor Canevale.

(3) The Museum Sitevas recognisethy the UNESCO anihtegratedin the EUR_PT_AB3
CD-R Millenium Guide to Cultural Resources on the WEB][

(4) Atthis timethe Palace interiawas renovate@ndrearrangedandnew EUS_PL_AB2
brick stables, carriage house and hothauses constructed

(5) Our collectionsare amongst the best in the world. As well as being ope UK_CB2_ABL1
for the public to enjoy, thegre usedfor academic study by researchers
and students worldwide.

(6) In 1997the Museunwas awardea £12.5 million grant from the Heritagr UK_MA1_AB2
Lottery Fund ¢ ]

(7)  Alongside the collectiorthis buildingwas designedb house a chemistry UK_ON1_AB2
laboratory and rooms for undergraduate lectures.

(8) Wewere establishetly academics in the Department of Agriculture in  UK_RG1_AB1
1951 to capture and record the rapidly changing countryside following
World War II.

Table4.3. Examples of passive forms of verbsf#xboutd pages

Interim summing up

Overall, the features related to text structuring and page layout were more common in
the EUEN group than in the UKEN group, apart from linksAlthough differences
betweenthe two graups regarding the use of syntactic featur@® small UK-EN
museumgenerallyadopt short paragraphs, short sentences and active verbs more than
EU-EN museums do, so UEN texts tend to be simpler from the point of view of text
length and sentence strutuFurthermorefinformatiord pages appear to be the richest

in all the syntactic features observed, as well as in the lagtated features.
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4.3.2 Stance and engagement analysis

The presentation of resultsr this analysis first focuses on stance featuard theron
engagement features. Grapre provided to examine the differences among the three
different micregenresin the EU-EN and UK-EN group respectively These graphs
show the frequency of each feature observed over the total number of tokees in th

corpus, normalised per 1000 tokens.
4.3.2.1 Stance features
Stance features include hedges, boosteriy@ddtimarkers and satfientions.

Hedges

Hedges are not a common feature in the corpus, but there are more hedgeSNn EU
texts (1.8%) than in UKEN texts (1.1%). The hedges found in the corpus include the
categories shown ihable4.4.
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Category Example Text
Adverbs (9) works that argperhapsno more than an idea EUG_SE_CO03
(10) The collection containgpproximatelytwo million items UK_CB2_AB1
Modal (11) bad weather conditions or other technical problemsdd EUS HR_IN1
verbs of delay the opening by a week
possibility
(12) We regret any inconvenience thigy cause UK_CB4 _IN1
Verbs (13) the exhibition today is divided into four thematic units EUS CZ AB1
indicating which are supposed toover such a complex topic as hum
hedging is as best as possible
(14) This spaceries toportray the pre and proto industrialisatic EUR_PT_CO2
history
Adjectives (15) We apologize for theccasionalnoise from machinesor  EUS_HR_CO2
indicating chainsaws
hedging

(16) this presupposition does not mean that goods overcomin EUR_PT_CO1
these chronological limits cannot be part ofeaentual
incorporatiofi

Phrases (17) As far as we knowthe only other bodies to take on a simil EUG_AT_AB3
indicating role wereltalian universitis
hedging

(18) The bird skeleton collection includes about 1#ifre or UK_CB2_CO3
lesscomplete specimens

Table4.4. Categories and examples of hedges

The EUEN group displays more hedges on fi@ollectiord pages, while the UKEN

group includes more on thénformatiord pages Figure 4.13). Examples are provided

from boecht imGwl land Al nformationo to shed |
AAbout 0 pages show a similar wuse of hedges

though more limited.

i Eventual ¢ is probably a calque from Portiuguese, a
rat her t h a reveri thus showireg f @eviation from native language norms.
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Figure4.13. Percentage ofiedges

EUENACol |l ecti ono pages ar &€NiiCalhleepadgéesnontbe d g e

Although hedgesmay be found in a number of textual genres, thieya typical device

in academic writingHyland, 1995, 1996, 2005b) Si nce @A Col |l ecti ono

display scientific or popularised information regarding the museum collection, the
higher use of hedgein these pagasay imply that the ELEN fiCollectiord pages tend

to adopt amore academicegisterthan UK-EN fiCollectiord pages The formemay be

prone to presenting disciplinary information related to the collections and the research
done around themnia way thatreproduces the register that professionals would
probably use in academic papessientific credibility is constructed through strategies

of hedging in order to present information cautiously without making claims that may
not be solidAlthough to different extents, this strategy applies to botrEHN.And Uk
ENACol | ect iTabled.5 showgeramples ohedges adopted on EEN and

UK-EN websites to provide tentative, u ncer t ai n.o0 i nf or mati on

Example Text

(19) Our Photographic Collections hadgbproximately58 000 photographef EU_FI_CO3
which abouthalf have been digitized.

(20) The fruits of most ficuses are also edilgerhapsnot for humans, but for EU_HR_CO1
a long list of wild animals, from insects to mammals.

(21) Given the care devoted by Jim to the display of objectasmirks and UK_CB1_CO2
to creating subtle conversatiobstween them, since his departure the
house has beengservediirtually unchanged.

(22) The bird skeleton collection includabout1700more or lesscomplete UK_CB2_CO3
specimens, plus a further 560sosterna assembled by Newton.

Table4.5. Exampl es of hedges from fACol

158

p

e (
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On the other hand, &N websites display a higher percentage of hedges on

Al nf or mat i on-&NwebsdesHedgeshused ofiEfddmatiord pages tend to

have a different function, ahown in the examples providedTable4.6.

Example Text

(23) A Cultural Walk, exploring the University Main Building and the muset EUF_FI_IN2
exhibition,approx.90 min

(24) The Garden is regularly open to public from April 1 to October 31 (bac EUS_HR_IN1
weather conditions or other technical probleroald delay the opening by

a week).
(25) Please note that the Houseni fully wheelchair accessible. UK_CB1_IN3
(26) Please note that any unbooked groonasy be refused entrance UK_CB2_IN3

(27) In the interests of securityrtaybe necessary to conduct bag searches UK_CB4_IN1

(28) We receive a high volume of phone calls, so y@ayneed to leave a UK_ON1_IN2
message and we will reply

Table4.6. Examples of hedges frofitnformatiord pages

In examples 23the museunseemsmplicitly aware that nobody caglaim to know the

exact length of a visit, because this mainly depends on the \Visieeds, interests and

availability in terms of time.Example 25 showsthe museum commitment to
accessibility: the text suggests that the seum aims to be sensitive towards
accessibility issues, but it is aware of not being completely accessible, so it feels the

need to recognise this lack the remaining examples, the museums seem to warn

readers (in these cases, potential visitors) apossible events (i.alelayed opening,

refused entrancs ecur ity bag searches and voicemail
worstcases cenari o00. This strategy, i . e. presen:

may happen, is more common in the 8K group than inthe EUEN group
Boosters

Boosters are more likely to be found in the 8K texts(14.%%) of the corpus than in
the EUEN ones(11.3%). Boosters include the categories presentehinie4.7.

159
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Category Example Text
Comparatives (29) awideraudience EUG_AT_CO1
233 erlatives (30) one of the worl& greatesinumismatic collections UK _GL1 CO1
Adjectives (31) manyinternational scientists EUG_DK AB1
Adverbs (32) The cards arespeciallysuitable EUF_FI_IN3
Determiners  (33) amuchhbroader story to tell UK_MA2_AB1
Pronouns (34) help us do and achievaore UK_MA2_AB2
Emphatic use (35) wedocharge for special exhibitions UK_ON1_IN3

of fidoc

Table4.7. Categories and examples of boosters

It can be seen iRigure4.14 thatfiCollectiord andfAboutd pages are richer in boosters

thanflnformatiord pages.

50,0
45,0
40,0
35,0

30,0
25.0 = UK-EN
20’0 m EU-EN

15,0 -
10,0 -
5,0
0,0 -

About Collection Information

Figure4.14. Percentage of boosters

Boosters tend to occun clusters with attitude markers, stressing the aathattitude

towards what is sajcis shown iTable4.8.

Example Text
(36) the greatest importanctor their value EUG_DK _CO2
(37) one ofthe most diversandmost interestingplant families EUS HR_CO3
(38) avery finecollection UK _CB3 _CO2
(39) the most wonderfulrray of ethnographic objects UK_ON2_IN1

Table4.8. Examples of boosters -amccurring with attitude markers

Attitude markers

Boosters and attitude markers are very important stance devices, as they contribute to

construct the authadgosition in the text by conveying their opinion and perspective,
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4 Results of the survey and of the text analyses

especially with regard to the collecti@nd the museumAttitude markersare more
common in the UKEN texts (36.9) than in the ELEN texts (34.0%). Attitude

markers include the categorigsown inTable4.9.

Structure Example Text

Adjectives (40) one of the mogbeautiful neoclassical buildings in Warsaw EUS PL_AB2

(41) ourdiverseandsurprising collection UK_RG1_AB1
Adverbs (42) createdspecificallyfor the Zoological Museum EUG_DK_IN2

(43) ourstrikingly designed Art Garden UK_MA2_IN3
Nouns (44) great didactiénterest EUR_ES_CO1

(45) a monument of the firstnportance UK_CB4_AB1
Phrases (46) At the heart ofthe Josephinufs collections are the origina EUG_AT_CO1

stocks

(47) avenuewith a difference UK_MA1 IN1

Verbs (48) The museuniopesto be a useful tool EUR_ES AB1

(49) we preferif you do not make images of human remains UK_ON2_IN1

Table4.9. Categories and examples of attitude markers

Table4.10 shows the 20 most common attitude markers in the cogsuaell as in the

two groups. If we look at the general list on the left referring to the corpus, the majority

of the attitude markergall except forisi gni fi canceo) are adject
(Anewo, Afirsto, Ahistorico, Aol dest o) , i mg
Asignificanto, Aoutstandingo, Afamouso, dAinrn
Afextensiveod é@xearuosiusiody ahiuni quAthough iori gi
the UK-EN and EUEN list are similar to each other, some attitude markers from the

for mer do not appear i n t he |l atter (i . e.
Asi gni fi can csaeéome from the EBNIlist do not &pear in the UEN

list (i.e. Ainterestingo, Afamouso, Avari ou
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Rank. | All corpus Freq. | UK-EN Freq. | EU-EN Freq.
1 new 86 new 50 new 36
2 main 49 important 28 main 29
3 important 47 major 24 small 21
4 large 31 main 20 first 19
5 small 29 large 19 important 19
6 first 28 outstanding 17 interesting 16
7 great 26 extensive 15 original 14
8 major 26 great 15 large 12
9 historic 23 significant 14 famous 11
10 unique 23 unigque 14 great 11
11 original 22 historic 13 historic 10
12 significant 22 diverse 10 interest 10
13 extensive 19 accessible 9 old 10
14 outstanding 18 first 9 various 10
15 famous 16 international 9 oldest 9
16 interesting 16 particular 9 unique 9
17 particular 15 significance 9 valuable 9
18 various 15 fine 8 significant 8
19 oldest 14 original 8 special 8
20 significance 14 small 8 only 8
Table4.10. List of the most common attitude markarghe corpus and in the two
groups

The lists of most common attitude markers in-BK and EUEN roughly mirror the
general one, with few exceptions. Among the most common in th&Nkexts which

are not in the general list we can find the followingtatid e mar ker s: Adi ver
referring to the audience or the collectio
visitors wi t h di sabilities; Ai nternational
research and the importance of the collections t he museum i n gener s

referring to the collections. On the other hand, frequent attitude markers in tB& EU
texts which were not in the gener al I i st a

Afonl yo.

It is apparentfrom Figure 4.15 that attitude markers are more frequent on
fAboutd and fiCollectiord pages, as was noted for boosters. Attitude markers and
boosters are adopted in these migemres to shape the identity of the institution and

describe the collections by adding a positive connotation to it.
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About Collection Information

Figure4.15. Percentage of attitude markers

Instances ofttitude markers conveyingraegative connotatiowere also foundeven
though these were a minorityVhile positive attitude markers generally refer to the
collections, the occurrences illustratedTiable 4.11 show that attitude markers with a

negative connotation are used with three main purposes:

1 emphasising the efforts made by the museum, e.g. to show a rare collection (51),

to restore it (53) or to display it indgtbest possible way (57);

T telling the history of the museum by r
related to it, e.g. the long journey of some of the collected items (50), the loss of
financial funds (52) or the collectrshort life (56);

9 acknowledjing possible limits of the museum and anticipating potential
unpleasant events, which may not be under the control of the museum, e.g.
weather conditions (77), limited parking spaces (54) or toilet facilities (58), busy
visiting times (55) and the inali§i to welcome unannounced groups due to the
amount of regular visitors (59).

In the first two casesattitude markers are clearlysed to reinforce positive
connotations associated with the museum, e.g. praising the museum commitments,
especially when obatles or difficulties emerge. The third purpose seems to be
connected with the idea of warning readers about possible inconveniences in order to
prepare them to Athe worst case scenari oo,

use of hedges.
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Example Text

(50) These were produced in Florence between 1784 and 1788 under the EUG_AT_CO2
supervision of director Felice Fontana and anatomist Paolo Mascagni
eventually arrived in Vienna afteneearisomgourney over the Alps.

(51) Tissue and DNA is ofteaxpensive, time&onsuminganddifficult to EUG_DK CO3
collect] é ]

(52) Unfortunately, Hrdlickads financial funds, containing money assigned tt EUS _CZ AB1
do this, with its own building, was affected by a credit crunch.

(53) The restoration of the 19th century exhibition pavilion ¥esmost EUS HR_AB2
demandingtask

(54) Arriving by car issomewhatlifficult due torestrictedparking spaceg € | EUS_HR_IN1

(55) Ourbusiestperiodsare weekends, if you want to avoid quedasggsdayy UK _CB1_IN3
Friday are our quieter days.

(56) During WolleyGstragically short life he made a series of collecting trips UK_CB2_CO3
[ é]

(57) Often lightsensitive, globes ahallengingto display not least because UK_CB3_CO3
it is desirable, budlifficult, to see the entire surface of the globe.

(58) Please note that we halmaited toilet facilities UK_CB3_IN3

(59) The Museum isegularlypackedwith visitors and it is hard for us to UK_ONZ2_IN1
accomodate groups unannounced

Table4.11. Examples of attitude markers with negative connotation

Two different examples ddttitude markershat are negatively connotated are provided.
Figure41l6s hows part of the main AAbout o page
Human Anatomy of the University of Turiithe text displaysittitude markersuch as
ficrowded, Al acko and fAdevoi do, wbfithe ¢olleetione used
which reproduceshe original 19" century museographical styl@he page does not

provide any details of what is shown, ialn seems to reflecthe dminimalisticd

approach to communicatiarharacterising the 19th century museograpimpracedy

the museunto recreate the original environment.
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4 Results of the survey and of the text analyses

MUSEO DI ANATOMIA UMANA

LUIGI ROLANDO

Indeed, time seems to have stopped in this “cathedral of science”, as the restorative interventions
have sought to recreate the 19th century atmosphere. The museum’s exhibition maintains its
original configuration

In fact, the showcases are crowded with specimens, ﬁimsmal lighting and are almost devoid of
explanatory texts, as was customary in 19th century museums. Nevertheless with three vma
brief guidebook and a series of information sheets complement, the museum has much to tell about
the history of the collections (including that of anatomical wax models, one of the richest in the
world), about scientific discoveries and about the activities of Turin’s School of Anatomy in the last
300 years.

Figure416. EUR _ | T _ A B lge of fhédviebsitetofithe Maseum of Human
Anatomy of the University of Turin

By contrast,Figure417s hows an extract from the text
website of the Pitt Rivers Museum in Oxford. The extract explains the curatorial and
museographical approach adopted, which is sindahe one employed by the Italian

museum, i.e. maintaining the original display. This text displays negatively connotated
attitude marker s, such as fAcrowdedo, inhard
Aprobl emati co. Al t h o urg With & hegative soanotatibn mayt t i t u d
seemsimilar to that of the Museum of Human Anatomy of the University of Turin, the
communicative approaches of the two museamewvery different. The Italian museum

describes the situation as it is by using negativeseand does not seem to be worried

about taking a stance, nor about trying to affect the réadstitude towards the

coll ection: t he ' T text only menti ons t h
configurationodo of the e xmateribls forithe visit ©Ontthe pr ov i «
other hand, the Pitt Rivers Musedirst mentionswhat the reader expects as thest

common arrangement in museums to explain that their arrangement is different, thus
preparing them to an unexpected evéhe textdescriles the possibly unpleasant result

of this arrangemert e . g . having original ,theamdnsohfor whi c h
this choicethe effort for providing the necessary information, as well as the awareness

that the latter may be limited. It alsaovites readers to participate by creating their own

tour through self curationTherefore, he museunstresseshat they are awaref the

limitations inherent in this museographical approach and presentstwhgbing to do

7 See the museud® website http://museoanatomia.unito.it/index.php/enfthaseum/intro
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to ovecome them by creatingi f o r dondiseussii pr o b | elengents ia dhe

museunds narrative.

Pitt
Rivers

Museum  Visitus What'son Collections Research Learn Join&support Shop

The famous typological displays

In most ethnographic and archaeological museums, the objects are arranged according to geographical or cultural areas. At
the Pitt Rivers Museum, they are arranged according to type: musical instruments, weapons, masks, textiles, jewelry and tools
are all displayed to show how there are many ways of being, of knowing and of copying. Parallels and juxtapositions show how
there are a great diversity of ways to solve similar problems in different time and by different peoples.

Many of the cases appear to be very crowded, as a large percentage of the total collection is on view. If you look carefully, you
will see that a great deal of information is provided about individual objects, but we are conscious that there are many %
that remain left untold. We would love to hear from you and have developed an app where you can make your own tour
through self curation.

Why keep the old labels?

The labels are an important feature of the Museum’s displays. Each object has a tag with basic information about it, including
its unique ‘accession’ number to help staff keep track of it in the Museum'’s records.

The first labels used in the Museum were small, with handwritten information. These have been retained for the glimpses they
offer into the mindset of the first Museum staff, as well as into the history of anthropology. Sometimes the labels are hard to
read, but if we changed them it would change the feel of the whole Museum.

—

We are, however, conscious that some of the words used on the labels are derogatory and hurtful. We are developing a project
—

named “Labelling Matters” that will scope the prablem and suggest forums to mediate and highlight the problematic parts of

the Museum’s and discipline’s history.

Torches and magnifying glasses are available at the Information Point if required.

Some of the labels contain a lot of information about the objects. The terms ‘coll.” and ‘don.’ (or ‘d.d") record who collected or

Figure41l7. UK _ ON2 _ AB2: fAAbouto page of the webs
Oxford®

Selfmentions

Selfmentions are much mowsed by UKEN museumg35.1%) than EUEN museums
(17.0%). This means that museums in the -BKl refer to themselves in the texts more
often than ELEN museums doFigure 4.18 shows the frequency of setfientions per
micro-genre. Surprisingly, the frequency is higherfimformatiord pages thafAbouto

and fiCollectiord pages. Selfmentions as a device to create an institutional image are
used onfinformatiord pages probablyot consolidate that image and to refer to the

museum while providing practical information for the visit.

8 See the museudm websitehttps://www.prm.ox.ac.uk/historgnuseum
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Figure4.18. Percentage of selihentions

A closer lookat selFmentions reveals more details on the use of personal mentions
(Awe 0, Aus o, Aour (s) 0) and | mpersonal me nt
Figure 4.19 shows the perecgage of personal and impersonal mentions dhertotal
number of sedmentions in UKEN and EUEN texts, normalised per 1000 mentions.
Impersonal mentions in the corpus outnumber personal mentions in both groups. The
majority of personal mentions wereufad in UK-EN texts, while most impersonal
mentions were in EYEN texts: dthough both UKEN and EUEN museums prefer to

refer to themselvesnpersonallyas institution e . g . it hK-BEN testsetendn 0 )
to be more personal than EHEN texts, constructig the image of the museum also as a
group of peoplethrough theuse of personal pronour(se . g . ani pwassegsive
adjectives( e . g . fi o u r. Foc instahce, avhile thereswene 145 occurrences of
firsttper son pr on o u-kN téxtsenly 6lwere foumain theKeEN texts.
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800,0

700,0

600,0

500,0

= UK-EN
= EU-EN

400,0

300,0
200,0

100,0 -

0,0 -
Personal mentionsimpersonal mentions

Figure4.19. Percentage of personal and impersonal mestaver the total number of
selfmentions

4.3.2.2 Engagement features
Engagement features include reader moestdirectives and questions.

Reader mentions

The percentage of reader mentions in the coipisgher in the UKEN texts (16.3%6)

than in the ELEN texts(8.2%). In particular, reader mentions are much more common

on flnformatiord pages thanfAboutd and fiCollectiordo pages Figure 4.20).
filnformatiord pages are those where the institution feels a stronger need to position
readers within the text and engage them directly. Asadl arguedn Section4.3.1,
filnformatiord pages tend to be more direct and interactive, by openly addressing
readers through the use of either personal pronowhpassessive adjectives or other
items to make the intended readers more
addition, onfilnformatiord pages details may be provided for specific groups of people,
e.g. disabled people and schools, so the need for addressing readers and making

addressees explidg stronger orfiinformatiord pages than on other pages.

The percentage of reader mentions f#kboutd pages is highein UK-EN

museums, while the percentagef@ovllectioro pages is highen EU-EN museums
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Figure4.20. Percentage of reader mentions

Figure4.21 provides more details about reader mentions by comparing the presence of
first-person inclusiv€ pr onouns and possessive adjectiwv
secondper son pronouns andopoOsséygeuvyéspd) eandyv
references to the intended r eaResmllisshoye. g. )
that impersonal mentions are preferred by both-ENKand EUEN but are more

common in the UKEN texts. More interestingly, the percentagf firstperson

inclusive pronouns and possessive adjectives is higher in tHENElgxts than it is in

the UK-EN texts, while the opposite applies for secgueison pronouns and possessive

adjectives, which are used more by UK museums thaie Ethuseums. This indicates

that EUBENMuseums use fdweo, Auso and fAour (s)o i
UK-EN museums do, while the |l atter #Ne fAyouc

museums do to directly address the readers.

9 Exclusive pronouns and possessive adjectives were not considered in this analysis as they are supposed
to refer only to the author of the communication, i.e. theeuns and are thus irrelevant within the
analysis of reader mentions.

169



4 Results of the survey and of the text analyses

800,0

700,0

600,0

500,0

400,0

= UK-EN

300,0 = EU-EN

200,0

100,0

0,0 - .

1st person 2nd person Impersonal
inclusive

Figure4.21. Percentage of reader mentions per type over total number of reader
mentions

Inclusive pronoungnay be used to create a sense of community and belonging.
However, understanding the intended readers to whom they refer msymsevhat
problematicin certain casesA few examples are provided Table4.12 to clarify the

use of inclusive personal pronouns and possessive adjectives in thes:ctine
references are commented to show that they include both author (the museum) and

readers, but probably only a sgfec group of intended readers.

Example Text

(60) Because earlier generations made systematic collections of natural hi EU_DK_CO2
specimensye have unique opportunities in the present to document
changes irour nature over time.

(61) New art that reflectsur time, collected within the context of the moderr UK_MA2_CO1
greats of the 20th century.

(62) We use our diverse and surprising collection to explore how the skills UK_RG1_AB1
experiences of farmers and craftspeople, past and present, can help ¢
our lives now and into the future. We work alongside rural people, loci
communities and specialist resg@arcs to create displays and activities tl
engage with important debates about the future of food and the ongoi
relevance of the countryside to allr lives.

Table4.12. Examples of inclusiverpnouns and possessive adjectives

At a first glance, the poébmessantourefermdlj ect i v
human beings reading the telowever, it must be acknowledged that this depends on

what fAnew arto i s ontylrlarfoom ardund tree waldnd Méevs t er n 3
it is interpreted For instance, the collection may represent Indian art, but noe&dhi

art. Therefore, the intended readers referred to correspdhé feople representéy

the collections of the museurA. similar case isexample 62 wher e dAour | ive
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refer to the lives of every human being, but more probably refers to the lives of people

in the UK: as a matter of fact, farmers and craftspeople in the UK may have a totally
different life from farmers andraftspeople from other countries in the world, who may

not see themselves representadthis. The same applies to examB6, where HAour
natureo may mean the natur al environment wl
be supposed to refer to all of us. Nonet hel
may include only specimens from the past found in a specific countayea (e.g.

Europe), thus representing the natural history heritage of a limited group of people.

The previous examples show that the idea and the existence of a collection is
generallystrictly linked to the existence of a commurtiywhom the collectin belongs.
No kind of heritage exista priori, butis rather a product and representation of a
specific community (Watson, 2007) Therefore, the use of firplerson inclusive
pronouns and possessive adjectives inratecd referring to the museum heritage and
collections will most probably be only partially inclusive, i.e. inclusive of a socially and

culturally defined community.

The use of impersonal references make reader mentions more explicit, allowing
to understad how museums conceptualise their intended readers. The occurrences of
impersonal references found in the corpdicatea very heterogeneous repeatation
of intended readers, whicimay suggest that university museums are not only for
students and acathics, but for a more diverse audientable 4.13 illustrates the 20
most common impersonal reader mentions in the corpus and in the two!§rdines

list of reference found in the corpus (left side of the table) reveals that most of them

refer to the Ageneral o visitor (i.e. Avisit
Aall 6, Aeveryoneo, Apublico, fAadul elgd and T
students, groups, researchers, volunteers,

and Ababy st rENlahdeELENIISts showdifierencekamong them, as

some references are unique of a single list. Among the most common references,
Avisitorso HENIishbutgdtin thenELENHig: UKFEN museums tend to

refer to Avisitorso or t o-ENsmuseersftdnmonlgr oup s

use very vague references such as Athe publ

10 Other categories were not included in the table due to the small number of occurrences or the limited
variety of referenceg.gfiasyl um. seeker so
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Rank. ! All corpus Freg. | UK-EN Freq. | EU-EN Freq.
1 visitors 16 visitors 13 the public 7
2 students 14 students 10 the general public 5
3 groups 13 groups 9 group 5
4 the public 9 researchers 5 students 4
5 group 5 families 3 groups 4
6 people 5 volunteers 3 public 4
7 researchers 5 children 2 visitors 3
8 the general public 5 people 2 people 3
members of the 2 children 2
9 all 4 public
10 children 4 large groups 2 all 2
11 everyone 4 the public 2 everyone 2
12 families 4 all 2 adults 2
13 public 4 teachers 2 larger groups 2
students under the 2 primary and 2
14 volunteers 3 age of 18 secondary schools
15 adults 2 patrons 2 the visitors 2
16 all visitors 2 student 2 wheelchairs 2
17 baby strollers 2 organised groups 2 babystrollers 2
18 journalists 2 everyone 2 families 1
19 large groups 2 our visitors 2 schools 1
20 larger groups 2 scholars 2 universities 1

Table4.13. List of the most commoimpersonal readenentions in the corpus and in
the two groups

Due to the variety found in the corpus, impersonal references were dnidatifferent
categories, each one r@&able4d4providestige lismofdi f f er
the main categories, with the number of occurrences and examples per category, as a
representation of the most densely populated categories. The selected examples are
reported with their frequenciesn(ithe corpus and in the UEN and EUEN texts

respectively), and represent the three most common references for each category.
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Category Occurrences.| UK-EN Freq. | EU-EN Freq.
(all corpus)
the fAgen 75 visitors 13 the public 7
reader/visitor people 2 the general 5
public
members of 2 public 4
the public
groups and groug 43 groups 9 group 5
leaders
large groups 2 groups 4
organised 2 large groups 2
groups
students schools 42 students 10 students 4
and universities .
teachers 2 primary and
secondary
schools 2
students under 2 schools 1
the age of 18
people with 22 wheelchairs 3 wheelchairs 3
disabilities visitors with 2 the disabled 2
disabilities
those with 1 disabled 1
additional visitors
needs
children and 21 families 3 children 2
families children baby strollers 2
families with 1 families 1
pushchairs
academicsand 18 researchers 5 international 1
staff scientists
scholars 2 researchers 1
from all over
the world
multi- 1 researchers 1
disciplinary around the
researchers globe
other 18 volunteers 3 cardholders 1
journalists 2 -
patrons 2 -

Table4.14. Examples of impersonal reader mentions per category

It is interesting to note that among each category there are different mentions, each one

depicting readers with specifidistinguishing featuresRe f er ence s

t o

audience are the most common in the corpus. Especially feENKnuseums the

igamd O

r e a deems tocoimaidaw il ty h

t he

Ageneral O

planning a visit to the museum and probably looking for information for the @iier
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references belongingtothgsr oup show the variety of repr e
audi ence: we cdaprobably inctudinglecal peoptediving i the town
where the museum is locatddbut alsofit our | ¥tiso taomads firom around
refering to people coming from other towns or countries. Anothtarestingexample
within this categoryi s fAceé6t omdédi ch defines visitors asc
paying for a product or a service at the n
people who are invited to visit the museum and spend some time there for entertainment

or other purposed which may é&o imply that the museum is not their house and thus

does not belong to them.

Mentions of intended readers which may be typical of university museums
include students, from either schools and universities, academic scholars and the

university staff moren general.

References to people that do not belong to the academic world and have
different ages are also found, such as children, young people, families in general and
elderly. As previously mentioned, these references could reinforce the idea that

museuns are for everybody who wants l@arn ando enjoy the collections

Explicit mentions are also made to people with a range of disabilities, such as
people with limited mobility and blind peoplelK-EN texts display more mentions to
disability and a greatevariety of expressions, which include more nuanced, vague and
Apol i-tocmaédtyd f or ms, such as Avisitors wit
need disabled accesso, as wel | as referen
disabilities. EUEN texts do not display such uses, but seem to stick to very direct
mentions, sucha8 di sabl ed pe o®Fimly, referencésttohwdeelbhiiis n d
and pushchairs were found in both {8 and EUEN texts.

Other mentions which do not fit into the groups imettl above are references to
peopl e working for t he museum (Av&El unteer
activities from a financi al point of view
(Acardhol der so) . AnJour nal iepdlesfrom thespressltos o us e
contact the museum and promote their activitiép a r t from fcardhol d:

mentions were only found in the UEN texts.

Figure 4.22 showsthe presence of references from each category of reader

mentions in the three micige nr e s . ARAbout 0 pages seem to r
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audi enc e, student s and academics

sponsor s.

references to the fAgeneral o

interested in finding more

reader/ visitor

det ai

S

as we l

fi Ciadlutiedesvimpeaersonal rgadegneestions, which are mainly

about

rich in referenceaimed at different categories, i.e. groups, general visitors, students, as

well as children and families. An interesting facthat references tdisabled people

are only found n one micregenre, i.e.finformatiord pages, whileall the other

categories of references appear at least ontteeimther micregenresas well Although

this may not be surprising, stgnalsthat discourse on disability is not evenly distributed

on museum websites, but rather occupies a very limited, fixed,sphiod corresponds

to pages which are supposed to provide practicalld@taithe museum accessibility.

Fzs
the fAgener al ral2vi si tor

3
groups and group IeaderH

— 20
students, schools and universiti 2

20

0
people with disabilities 0 29

2
children and families rl

academics and sta . 6

. 12
other B g

18

m About mCollection = Information

35

39

Figure4.22. Frequencies of occurrences per categories in each-geare

Directives

As far asdirectives are concerned, the frequency of this feature is much higher in the
UK-EN texts (15.0%) than in the ELEN texts (5.26). Figure 4.23 highlights that

filnformatiord pages are the richest in directives, both forrBElX and EUEN websites.

As already mentioned, this micgenre needs to be very interactive and tell readers

what hey need to know for the visit: hengeges are filled with imperatives, modal
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verbs of ohation and other structures inviting readers to perform specific actions and
telling them what they need to do before visiting the museum, as well as what they can

or cannot do during their visit.

50,0
45,0
40,0
35,0

30,0
25,0 = UK-EN
20,0 m EU-EN

15,0
10,0
5,0 4
0,0 -

About Collection Information

Figure4.23. Percentage of directives

Instances of directives were identified as introducing different types of act, either
textual, cognitive or physicalnes(Hyland, 2008) Figure 4.24 illustrates that most of

the directives found in the corpus introduce physical acts. Physicala@ctsiore
frequent in the ELEN texts, while textual and cognitive acise morefrequent in the
UK-EN texts.

800,0
700,0
600,0
500,0
400,0
300,0 -
200,0 -
100,0 -

0,0 -

= UK-EN
= EU-EN

Textual Physical Cognitive

Figure4.24. Percentage of directives per type over total number of directives

Physical acts involve a variety of actions, which may take place before, during or after
the vist. Examples of physical acts are showTable4.15.
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Type of action Example Text
Actions to be performed before (63) please ddookin advance UK_CB4_IN2
the visit
Actions to be performed during (64) we askyou notto take cover under EUS_HR_CO2
the visit at the museum trees during stormy and windy

weather
Actions which are not (65) Make a donation today UK_MA2_AB2

specifically related to the visit

Table4.15. Types and examples of physicatts

Textual acts are invitations to read texts, normally constructed through the use of links

directing to those texts, which may bkdifferent types, as indicated frable4.16. The

most typical l'ink | abels introducing textu
firead mor eo, Aifind out o, Aifind out more abo
fdi senover about o0, il earn more about o0, it ake

are more frequently adopted by tHN than EUEN museums, and are especially
common orfiinformatiord pages of UKEN websites, where practical information tends
to be divided into dferent chunks and different pages, as mentioned while reporting

results from the web writing analysis related to the frequency of links (Sdc8dn).

Type of text Example Text

Another parof the same page (66) Readmore below EUG_DK_IN1
Another pagen the same (67) pleasegoto the School Visits UK_CB2_IN3
website information page

Another website (68) SeeGMT metrolink website for UK_MA1 IN2

further details

Document(not a web page) (69) view The University Museuis EUF _FI_CO1
collection management policy (PD
in Finnish only)

Table4.16. Types and examples dextualacts

Cognitive actgntroduced by directiveare very rare in the corpus anckaised to invite

readers to pay attentido something they need to know. The majority of the cognitive

actsar e found on Al nfor mat i o mighlightéhg importanend s e e
of the information providedn the example 70he same information could have been
framed as a physical act (e.g. AStudents wur
adulto or AANn adul t mu st acc o e diregtive st udent
introducinga cognitive act isa rhetorical device employed to remark that a piece of

information is noteworthy and the action to be performed is essential.
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Example Text

(70) Pleasamake surethat students under the age of 18 are accompanied b UK_CB2_IN3
adult

(71) Pleasébe awarethat parking in Cambridge city centre can be expensivi UK_CB3 _IN1

(72) Pleaseotethat as we are often working with groups in the museum, w UK_CB4 IN3
may not be able to get back to you immediately.

Table4.17. Examples of cognitive acts

The use of cognitive acts is more frequenttie UK-EN group, especiallyin

flnformatiord texts: the strategy of remarking the significance of the information
throughtheusegphr ases such asfifipé @aescdndigp wased e 0
n o tseemns to be linked with the idea of preparing readers and making them aware of
possible unpleasant events, as suggested in Séc8dhl(use of hedges and attiteid

markers with a negative connotation). Examples of such strategy (73, 74) show that
directives introducing cognitive acts on tEBNfAi | nf or mat i ond0 pages may
i n combinati @eanb&i € hp & e s ig@agnoo(té nbde fawel e 0 ) : c |
these features seem to stress the need for considering the possibility of a negative
situation, e.g. having to pay a lot for parking or having to wait for a reply from the
museum. UKEN museums f eel the need to prepare t
scenario and t o i mplicitly suggest actions w

possibility from happening.

The directives in the corpus are realised through different le}i@mmatical
structuresTable4.18 reports aew exampleof directivesto show different structures
found in the texts. The organisation of modal verbs follows the classification used by
Biber (1999: 495) The examfes in the table are a sample of the cases observed: the
selection aims to represent the variety found in the corpus by showing occurrences from
both EUEN and UK-EN for each structure. As several different modals and -semi
modals of obligation were foundn example for each of them (either in the affirmative
or in the negative form) is reported.
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Structure Example Text

Predicative (73 Itis FORBIDDEN to: pick, damage, collect and EUS_HR_IN2

adjectives steal plantsfruits, seeds and all other plant parts

gg”mtg?g'r?]geri 74 It is NECESSARY toaccompany the children and  EUS_HR_IN2

to-/that- have them under supervision at all times

clause (75) it is essential thatou plan UK_CB1_IN2
(76) It is interesting tonote UK_ON2_IN1

Imperatives (77) Join our workshop EUS _CzZ CO1
(798) Book a guided tour EUG_SE_IN2

(79 Pleasebe awarethat the Whipple Museum is part of UK_CB3_IN3
a working University teaching department

(80) Pleasado not bringinto the Museum any large item: UK_CB4_IN1

Modals and (81) Groups with more than 10 persdmsve toannounce EUG_AT_IN1

semimodals (82 These restorative operations have given back to u EUR_IT_AB3

of obligation museum thadught tobe visited as one of the few
examples of 19th century scientific museology
(83 Bagsshouldbe left at the information desk before UK_CB1_IN1
you visit the House
(84) Photographs taken by visitamsust notbe UK_CB2_IN1
reproduced or published
(85) All groups will need tobe booked at least one week UK_CB4_IN2
in advance
Modals and (86) You canalso browse the collections online. EUF_FI_CO1
semiqua}s (87 Umbrellasmay notbe taken into the galleries UK_CB4 _IN1
of permission - =
or possibility
Modals of (88) you will have a better understanding of one of the EUR_PT_AB1
prediction most ancient industries

(89 The group leadewill also be responsible for any UK_CB4_IN2
storage keys

Performative  (90) Recommendeérom age 5 EUG_SE_IN2

\é?(rbrzssin (91 By the end of visiting hours all visitoese askedo EUS_HR_IN1
P g leave the Garden

advice, reques

or permission (92) Buggiesare allowedin all galleries UK_CB4_IN1

(93 We advisebooking well in advance as slots book uj UK_ON1_IN2
very quickly

Table4.18. Structures and examples of directives
Few instances of directivese implicit invitations to perform an action considered as
Nfessertigal Oz essdntian g ( MAKL IN3) or AThe asptplicatic
contan t he f ol | owi n gSEi AB8)withouausing®me @f the &ructires

described above.

As shown inFigure 4.25, most of the directives foundre built by using

imperatives, which serve to trigger specific reactions from the redtlermajority of
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4 Results of the survey and of the text analyses

themare used to introdte physical acts (196 occurrences), followed by textual (118)
and cognitive acts (20). Imperativa® more frequent in UKEN than in EUEN, while
most of the instances of all the other structures for constructing directives.
predicative adjectivesontrolling a complemertb-/that- clause modals or seranodals

and performative verbs expressing advice, request or permigsicme found in the
EU-EN texts. This shows that the UEN and the ELEN texts display different

strategies used to engage readerd encourage them to perform specific actions.

In particular, predicative adjectivaege almost absent in the UEN texts, while
they are used inthe EU-EN finformatioro texts to introduce physical acts as
suggestions or prohibitions for the visit, €id.is most convenient tenter through the
main buildings western entrance ( EUF _ F | It isNFORBIDDEN taofipick,
damage, collect and steal plants, fruits, seeds and all other plagt paftE US _HR _| N2) .
The second example shows a liskaofions and the use of capital cases to highlight that

the actions are forbidden.

900,0
800,0
700,0
600,0
500,0
400,0
300,0
200,0

o o ol o
0,0 . . .

Adjectives Imperatives Modals Other

= UK-EN
= EU-EN

Figure4.25. Normalised percentage of directives per lexgcammatical structure over
total number of directives

uestions

Finally, questions are not a common device used to create engagethehie readers
in the corpus, aenly 51 questions were found. The N texts(1.2%) display more
guestions than the UEN texts(0.8%) However, most of the occurrences of questions
in the EUEN texts (i.e. 25 over 30 total questiomsg fromone text from an individual
museum (EU_CZ_CO1), which cannot be representative of thRENEgroup and may
be considered as an exception. On the contrary, the 21 occurrences found iREhe UK

texts are more evenly distributed across 17 texts.
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4 Results of the survey and of the text analyses

Figure 4.26 reveals the percentages of questions in each rgmmoe. Most of the
instances of questions d@iCollectiord pagesare found in the ELEN texts (especially

the abovementioned EU_CZ_CO1), while the frequency of question&Adoutd and
filnformatiord pages is higher for UlEN museums than EEEN museums. UKEN
museums tend to use questions more fddoutd and Alnformatiord pages than
fiCollectiord pages. On the one hanfiAboutd pages display questions used as a
promotional device to arouse readarsriosity towards the museum and its collections,
thus inviting them to continue exploring the website #raphysical museum. On the
other handfiinformatiord pages tend to have a higher degree of interactivity, as already
mentioned: they seek to guess what information is needed by readers and thus offer it in
the form of a question. Very rarely do LEEN museaims use this strategy @collectiord

pages, which do not tend to create a direct dialogue with readers.

5,0
4,5
4,0
35
3,0
25 = UK-EN
20 = EU-EN

15
1,0 -
0,5 -
0,0 -

About Collection Information

Figure4.26. Percentage of questions

As far as types of questions are concerned, both informative and interactive questions
are found in the corpysalthough informative questiongeamore commonA few

examples of informative questions are providedable4.19.
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Example Text

(94) What are botanical gardens and what do they do? EUS_HR_AB1

(95) Where are we located? Botanical garden of the Department of Biolog? EUS_HR_IN1
(Faculty of science) makes southern pdiZagrelds lower town Green or
Lenuzzi horseshoe.

(96) Can we confirm if the patient could survive this operation? Even youv EUS CZ CO1
learn how to answer these questions with the help of real trephinated
skulls.

(97) Whais new athe University Museum of Zoology? The new Whale Hal UK_CB2_AB1
designed especially to house our 21 metre long Fin whale, forms an
impressive entrance to the Museum.

(98) But why do we go to all this effort to catalogue and care for this huge UK _CB2_CO1
collection?The specimens we hold are a record of life on earth collect
over the past 200 years, all too many from animals now that are extin

(99) Why keep the old labels? The labels are an important feature of the UK_ON2_AB2
Museunts displays. Each object hagag with basic information about it,
including its uniqueaccessiodnumber to help staff keep track of it in th
Museunds records.

Table4.19. Examples of informative questions

Question94 is a gateway to introduce a topic and thus provide information regarding
botanical gardens and their activitigss aim is to present information in a more

interesting and compelling wayhrough question 95the museum eems to guess

possible enquiriefrom readers who are interested in visiting the museum, and thus

offers practical information for the visit through the use of questibomgxample 97

askings invchvad serves as an excuse to show ¢t}
the first place,lius expressing a specific attitude within the questidrich encourages

the reader to visit the museum

Question96 introduces the possibility to explain that visitors can find answers to
these questions at the museulm. particulayr the sentence followinghe question
contains a booster (fAeveno) to hdgewhight tI
the readerswhoever they aré can find answers to this questiorhis conveys an
implicit message, i.e. if the readers visit the museum they will lewre about the
facts mentionedthus assuming that such facts will be described in a form that will be
easily conprehensible for anybodythe intention is tespark the readedsnterest and

create expectations on what they may learn

Question98 seeks to meet the needs of the visitors who may feel something
does not make sense in the work carried out by the musaiffmr$te institution takes a
specific stance by providing a clarification on the approach adopted and explaining the
rationale underpinning. Along the same lines, questi®® seems t@revent possible
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criticisms, andtry and guess visitoésassumptionsyreactions or questions about the
display and interpretation of the collection by providing answers and clarifications on
the curatorial choices made and the general museographical approach adopted by the

museum itself.

Interactive questions tertdd be moe frequent irthe UK-EN texts. Examples of

interactive questions are providedTiable4.20.

Example Text

(100) Would you like to be guided through the ongotemporary exhibition EUG_SE_IN2
or the permanent exhibitions or both?

(101) Wouldyou like to make your own mask®in our workshop! EUS CZ CO1

(102) Want to dig deeper? Contact us if you would like to explore our UK_MA1 AB1
collection in greater depth, talk &m expert or would like to find out
more about our research and how you can get involved.

(103) Thinking of volunteering or working in the arts? @dove to hear UK_MA2_AB3
from you.

Table4.20. Examples of interactive questions

Question 102invites the reader to perform an action, i.e. find out more about the
museum by contacting it. It is an interactive question as it does not provide information
about somethingput rather seems a hidden directive, in that it invites readers to look

for information Al s o, the choice of the verb #Adigbo
omitting Ddhyeuwsaunh | ¢ ot d(f§y deeper 20) make it
were manyquestions similar to this one in the BN texts. Question 103s another

example of question that seems an implicit directive: the museum is saying that if the
reader is thinking of volunteering or working in a museum, they should get in touch

with them. It is an invitation to find information about volunteering and thus
considering it.Question 100 and 10are somewhat more formal than the previous
interactive questions shown, but hattee same aim, i.e. inviting the reader to do

something, in thsecase joining a guided tour of the exhibitions a workshop

However, in certain cases the distinction between informative and interactive
questionsis somewhat problematic, as some of the gqoestin the corpus display
features of both types. These qumst ae considered as hybrid. A few examples are
shown inTable4.21.
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Example Text

(104) Have you ever seen artificially deformed skulls? There were alway EUS_CZ_CO1
ethnic group that considered the natural shape of the skull not
aestethical and therefore tried to deform skulls of their children by
using different tablets or dressings. Academic painter &oitallection
shows an artistic representation of African trildée (pele-pele,
multilations, sculptures)

(105) Are you a visitor with special or additional needs, or are a carer of UK_ON2_IN1
visitor with additional needs? Download our access information.

Table4.21. Examples of hybrid questions

Question104 directly addresses the reader by asking a personal question, which is not
informative per se, although the text following it seems to provide information related
to thecollection. The underlying message is that visitors can see deformed skulls at the
museum.Question 105seeks to engage with a specific type of intended readers, i.e.

disabled visitorsand provides them with information related to access.

Interim summinaup

In summary, the UKEN texts display more stance features than theERUexts do,

apart from hedgeswvhich may serve either as academic writing devices to enhance
cultural credibility or to leave a space for readers to evaluate the information provided
so that they can cestruct their own understandin@n the contrary, UKEN texts
display a wider use of features such as twss attitude markers and setentions
which contribute tacreatinga specific institutional identity usually very positively
connotatedApparently, expressing stance is more important forENKmuseums as a
strategy for constructing the institutional identity and promoting it. Among stance
feaures, attitude markers and saientions weréhe most common in both groups.

Reader rentions and dectives & the most common engagementides in the
corpus, and theyra used more by UN museums than EEBN museums. In
parti cul ar ,pagéslentheorichesh in bothrreader memts and directives.
Questions @& not widely usé, as theyare foundin only 21 texts. Interactive features
are very common in UKEN texts, which directly address readers to foster a relationship
and create a dialogue with them: this is done either by adopting (often impersonal)
references to intendedaders within the texts in order to catch their attention or through

the use of directives to guide and invite them to perform specific actions.

The nextchapteris devoted to the presentation of the themes emerged from the

qualitative interviews carried out in a subsetr@museums.
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5 Results of the galitative interviews
5.1 Overview of the chapter

This chapter outlines theesultsof the qualitative interviews, by separately discussing
the themes emerging from the LHN interviews (Section5.2) and the EUEN
interviews (Sectiorb.3). Interviews werecarried outto address the following research

guestion and suQuestions:

3. What is the intended audience for whom unitemmuseums in Europe write
texts in English on their websites?

3.1.Who is involved in the writing process of these texts?

3.2.Do the people involved display awareness of the possible need to address a
linguistically and culturally heterogeneous audiemndgen writing these texts?

3.3.If evidence of such need arises, to what extent does it influence the way in

which these texts are written?

The main insights gained from the interviews conduetét the UK-EN and
EU-EN participants are presented separatefgr a number of reasons. First, as
mentioned in SectioB.4.2.1 the UK-EN and the ELEN were treated at all times as
two different contextsvhere English is supposed to have a different status (i.e. official
language vs. international language). Second, theENKinterviews involved many
participants from two institutions from the same country, while theERlUnterviews
included a smaller nuber of participants representing different institutions from
different countries. Finally, different interview guides (cf. SecBdn3.3 were used for
the two contets, thus aiming to explore different topics related to the research
questions. Therefore, UEN interviews and ELEN interviews were carried out and
analysed separately, although the former have partially informed the latter as the UK

EN interviews took phce before the EAEN ones.

The report of the resulf®r both contextss organised by theme. Data extracts
are used as direct quotes to better describe themes and give voice to participants. Quotes
have been edited for clarity in the cases where pauskther features typical of
spoken language make reading and understanding more difiladét. between square

brackets havebeen addedoy the researcher where the-teat provided was not
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sufficient to make the extract understandable, e.g. when deieticsad. Bold is used to
highlight key words i n the data extracts.
participant.In the cases where tlextractsmay make it easyor readers to potentially

identify a participant, part of the extract is omittedorder to protect their anonymity:

empty square brackets are used in these cases. The same convention is used to remove

segments of data that are not relevant for the point being made.

A final note is in order concerning the use fifuantifying language , i . e.
expressions used to describe tremusthe data.lt is important to note that terms
referring to quantitiesre only used to provide some indication of the strength of a
theme.As a matter of fact, the use of frequencies is not common in qualitativeatesea
as some s c ho ffrequescy doésanot metetmina vau@raun & Clarke,

2013: 376)

5.2 UK-EN interviews

The thematic analysis of the data collected through theENKnterviews €f. Section
3.5.4.3 highlightedfive major themes. Every then@e apart from the seconand the

third ones 8 is divided into a number &ubthemes, as follows

1. Ashoot in the dark: a heterogeneous and vaguedateaudience
1.1.Referring to the audience: variety and ambiguity;
1.2. Defining variety in terms of prior knowledge: experts and-epperts;
1.3. Defining variety in terms of cultural and linguistic background: L1/L2 speakers
of English;
1.4.Defining variety interms of origin/location: local vs. global/international
audience;
1.5. Audience representation in the collection angoboomduction of meanings;
2. Beingauniversitymuseumsense of belonging vs. autonomy;
3. One for all, all for one: writing texts for the website
4. The website and the information provided;
4.1. Evaluation of the website;
42AUseful 0 and fAbasico information offer ec
4.3. Top-three most importargages on the website;
5. Language use and linguistic awareness;

5.1. Conforming to style guides;
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5.2.Describing language use;
5.3. Writing fortranslation.

Interim summingups are provided for themes including ¢bbmes, in order to

bring together the different aspects discussed.

As already mentioned in Sectidh5.3.2 the acronyms used to indicate the
participants refer to the lmging institution AMMO refers to Manche
AWG0O stands for Whitworth Gallery and @A MWO
institutions.In Table5.1 participants aredentified by the team to which they belong,
rather than their specific job role.

Collections Learning & Marketing & Visitor Team
Engagement Communications

MM2 WG2 MM3 MM1

MW3 WG3 MW2 MWwW1

WG1

Table5.1. UK-EN participants divided per team

5.2.1 Theme 1. A shoot in the dark: a heterogeneous and vague intended

audience

The first theme captures a central concept in relation to the research question
concerning whdahe intended audiee ofthe Manchester Museum and the Whitwoigh

when they produce texts for their websitas. this theme is quite wide, the narrative
around it is organised into a number of s@gtions in order to facilitate reading. Firstly,

the expressions used byrpepants to refer to the museum and gallery audience are
reported to present insights on howyptimea t ur al |y #fAl abel 06 their auct
great variety, but also ambiguity. Secondly, the heterogeneity of the audience depiction
is highlighted interms of: prior knowledge, i.e. experts vs. non experts; cultural and
linguistic background, i.e. L1 vs. L2 speakers of English; origin and location, i.e. local
vs. global/international audience. Finally, a -¢bhéme is presented, which is related to
audience representation within the collectidn i.e. the importance for visitors to see
themselves reflected in the stories told through the collections and theofrao

production of meanings.
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Referring to the audience: variety and ambiguity

One of the firsaims during the alysis of the data collected ¢ understand how the
participants imagine and refer to the museum and gallery audience. It is important to
clarify that during the interviews | most |
general | tied to adapt to the participadigay of referring to the audience by taking on
the expressions they used. | report different expressions used by the participants to refer
to the audience. Someofthear e col |l ective nounmunbstugh, as
Apubl i co amar th gfrrowrp ol puwbl i c o, they can all
and in their plural form, which implies that there may be different groups of people to
which the participants refein extract 1, MMlrefes t o fa urddreqqeces D a
spanning from people who are interested in science to people who have never been to
the museum before. This is reflected in extract$ A the comments from other
participants, who mentiomctual visitors ff o u r visitors)batrdsb st akeh
people who are not regular visitor8 & u des ¢hat arelh c omi ng o, Apotent
audi &&nceso

(1) Ithink € we want to appeal ta range ofaudiences We want to appeal té

people who are super interested in sciereebut we also want to appeal to

peope who have never set for a museum beféreor even knowé what
fent omol ogyd means. [ MM1]

(2) So, we can establish who we are already attracting, but also identify which
audiences we aremd reaching, and then think about what we do as a
consequence of that. Sbhow do we target thaudiencesthat aren@ coming?

[MM3]
3 Emerging platforms for soci al media €& became
for us to €é to engage i nouftaudiencgsaddevel op furth

our visitors and stakeholders [MW?2]

(4) [ é]a middle ground that we constructedl gives new audiencesor é
potential new audiences bit of a grounding of what that work[isé [WG2]

These expressions, as wel |l as others sui
idi fferent audienceso seMwapudiMewsc esWG3()MML1ic
Amul tiple audienceso (WG1) and fAa wider au
idea of the intended audience. However, there are also cases where the audience is more

explicitly defined, as participants refer to more precisegso

The majority of the instances refer to the physical museum visitors, such as
Avisitorso (MM1, MM2 , MM3 , MW1 , MW2 , MW3,

( MM2) , ithe audience we see in the-galler)
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visitors who may be gqnaged as newcomer s, such as fAdnew
Aaudi encés rwachieago ( MM3) . Few specific re
found in the data, i .e. Aonline audienceo (

and fAuserso ( MadressionsGdiine theOaudiemae accordinghe
activity performedn relation to the content produced the museum/gallery: these are
Ar eaddgMMLhMWi)i.e. those who read their conteatn d A v i dMWVE)Y, s hi p o

i.e.those who vievit.

Participants refer to an audience of specialists by using expressions such as
academic audienceo (MM3), Aresearch peopl
peerso (WG1, WG3) , Aschol arso (MW1). Thes
referencesr alo auhdei efingceenbe ( MW3) or Athe wunir

1]

=]

specialists. Among the | atter category, i
( MM2) , Astudentso (MM1, MW1 , MW?2 , MW3 , WG 2
can be found in the data, pointingto schoolsda uni ver si ti es. AFami |l i

MW1, WG2, WG3) are also commonly mentioned
Achildreno (MM1, MM2 , MW3 , WG3) , Nfteenager
WG1l1, WG3), Aparentingo (WG2), dAcarerso ( WG2

Furthermore, participants mention | ocal
( WG2) , Al ocal audienceo (MM2, MW2 ) and Ac
speci fic cul tur al groups i n Manchester, S
AChi nese audi @naead auMME)NceBbn ( WG2) . Howeve

referencestdi peopl e who have maybe(MMditr efhaogeed sbo
(MM1) and Ainternational audi enceo ( MW3) .

A number of patterns seeito emerge which appear to be related to the
participansdrole within the institution, whether that is the museum or the gallery. MM1
and MW1, who are both members of the Visitor Team, show a preference for the terms
Apeopl eo, Avi sitorso and Acommunitieso, wh |
the othe participants. This may suggest that both of them have a strong focus on the

people visiting the museum or gallery.

MM1 and WGL1 think of the potential visitors when they write texts for the
website. A potential visitor can be somebody who may want tbthsicollection and
needs to know if the museum is accessible to them, e.g. people with wheelchairs.
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Both WG2 and WG3, who are part of the Learning and Engagement,Team

favour Nnawmdi eir,ceausde nt s 0, rathero,t hahi athei an

newer used by them.

MM3 and MW?2 have a different perspective than the former participants. This
might be due to the fact that they are both part of the Digital Communications
Depart ment: apart from the very common fial
Ales s o, awebraaked ters.

Although MM2 and WG1, who are both curators, do notwslamy particular
common patternt hey never speak about Astudent so,
rather prefer referring t o pganidulariWGA uses, icomr
Afacademi cso0 mor e t ha nwhiéhlplobaklylsieowsothelyalldsy par t i ¢

need for targeting that group as well.

The audience mentioned by the participants is thus varied and heterogeneous.
The majority of the participantseem to agrethatthe audience they want to reaish
vastand diverse The participants refer to fAa broad
audi enceo (WG1), Afidi verse audienceso (MM1,
MW3 , WG3) , Amul tipleormnadiaedcena e WGLT MM3 )i m
audi enceso (MM3, WG2).

These instances partially suggest the great variety of individuals that the
participants imagine as an audience. However, heterogeneity is also accompanied by a
vague, loose definition of that audiené&tracts 57 may indicate that participants do
not have a precise idea as to the audience they are targeting: apparently, they wish to
engage with a broad, undefined array of people.

(5) So, I think, what wée trying to do is have our overall tone, and haueoverall

language, but also be ableé&okind of really connect witlvarious people And
thatts what the website should be doing. [MW1]

(6) | guess by inclusion what | meanés that we can appeal tbe broadest sense
of ¢é pmewegdngMM1]

(7) WefGe quie often looking at exhibition making, at programmingg¢atiectures
and things like that, and how we can make them more accessibleraader
sense of é broad®G2range of peopl e

MM3, MW1 and MM2 offer a very broad and vague representation of the
audience they have in mind when they write contents online, which spans from people

living in Manchester to tourists, from families to academics and students, from children
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to elderly people. The impression is that they do not have a clear idea of thencaud

let alone of a possible multicultural audience.

(8) [é ]the website is aimed at ogeneral visitors € so the picture of the visitor
that we already havé and so that would bes omebody who ¢é | ives in
Manchester or Greater Manchest& or a tourist who& looking to get some
information about what we do at the museum generéllySo, those are the
audiences that we talk to on the website. [MM3]

(9) I think we are trying ta@ connect withas many people as possihldut we
know certain areas of the websiteed to be more directed at, you kngung
families, you know, mums and dads in certain areas, and then, you know,
scholarsin certain areas, andA students. So, | think, what wée trying to do
is have our overall tone, and have our overall languagtealso be able té
kind of really connect with various people. [MW1]

(10) Personally] € ] would think aboutresearch peoplewho[ é Jvant technical
information about some of the collectién and thené school childrené of
all ages, people doing school projeétsand thenthe general visitor. And by
general visitor | count anyone froenteenagernot doing a school project @
retired person. So | see them as specialists (researcher), school (researcher),
which is still,you know, a form of resear@ wanting particular informatiog
and then the general public, who want to visitéoon a very general level want
to find out more about the collection. [MM2]

MW3 mentions SPECTRUM! the UK collection management standawt f
museumgeveloped by Collections Trysilso including guidelines for documentation
and cataloguing. In reference to this standard, MW3 claims that there is no instruction
on the audience to be targeted in museum texts. The personification of thepesstsd

on the individual institution and its staff.

(11) | would say thawithin the guidelinestheydond menti on €é the who you
writing it for . It is very much more of an internal guideline, rather téan
writing with any audience outside in mind. | feleat they leave that bit up to the
institutions to decide. [MW3]

The intended audience thus appears to be varied but atsefiiied: the data
analysed seerno suggest that participants do not have a clear idea wofitttended
audience, probably becausearce attention has been paiéfining it, especially in

relation to the production of texts for the website.

Defining variety in terms of prior knowledge: experts and-agperts

The participants who work at the museum commented on the variety of people
addressed in terms dfeir expectegrior knowledge on the collection: apparently, the

museum strives to reach both an academic, specialist audience anespeciatist,

1 See SPECTRUM page on the Collectidirust websitehttps://collectionstrust.org.uk/spectrum/
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nonexpert audience. As shown éxtracts 1215 MM1, MM2 and MM3 refer to both
an xademic and a neacademic audience, highlighting the importance of a balance
between the two. In particular, it is noteworthy how the participants here refer to the
general,nore x pert visitepechamebyofnarndhhe unini-t
(12) [é] we need @ make sure that wengage oumcademic audiencess well.
[MM3]
(13) Wedr e a mu s anyane, fiobjust stidents or staff[MM1]

(14) So again, some of our audiences might not necessarily understand what
entomology is, they mightot be an academic audiencé HWHu t hey are €
people who are interested in our collections

(15) [ ] So, you should keep Acanopic jaro. Althou
add a definition because the context should make it cleahdouninitiated, or
you could make a rough case, and for most people they will have a rough idea
[€ ] [MM2]

Defining variety in terms of culturand lingquistic background: L2 speakers

of English

The description of the target audience is thus diversified. However, the question is
whether diversity is also expressed in cultural and Istguterms, i.e. whetr a
multicultural audienceis taken into accountExtract 16 is a reference tdocal,
multicultural audiences.

(16) [é ] think about 13% of our local audiencesoisSouth Asian heritage [ é]
[WG1]

Almost all of the participants, apart from MW3, mention atS8dsian audience,
which is a strong community in Manchester in terms of demograpdsceeported by
the Census 20131 Other specific nofEnglish communities are also mentioned, i.e.
Chinese, Indian, Italian, Sudanese and Syoaes In extract 17 MML1 refers to
Apeopl e who have maybe jastfimevegede 0t h&nd ¢
concern about their linguistic competence. To him, who is part of the Visitor Team, this
translates into a nedd helpthese people when welcoming them into tigseum, e.g.

by speaking slowly and using gestures.

(17) But also when we started talking about our language tours, we thought: actually,
should we producedo an English toué for people who have maybe just
moved to the countryor é and may b krefugedsehofmight e x a mp
not know Englishverywellé and that would be the very €& ki

2 See the Census 2011 data on the website of the Office for National Statistics:

https://www.ons.gov.uk/census/2011census/2011censusdata
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terms of speaking very slowly and é again us
people who doi@ know English that well ¢ b u't maybe who want t I
English oryou know what | mean. [MM1]
This may show that local visitors with different cultural backgrousdstaken
into considerationalthough attentioseems to be paidnly to physical visitors. When
explicitly prompted to talk about multicultural audiencebV3 defines engaging with
them as a Areal priorityo and mentions a f ¢
attract them to their website, e.g. by using social media. HowshesJoes not explain
how they intend to use social media to engage péatlgwith multicultural audiences.
(18) I: According to you, how do you try to engage with multicultural audiences?
P: Thats a real priority for us. And if those audiences ai@mlready engaged,
they@re not going to be looking at our website, because thaft #now who we
ar e. [ é] So, thinking about our outreach and
about how we can é target new audiences onl
through é different digital pl atfor ms: it mi

arts and alture platforms, for people who adiferent minorities and ethnic

backgrounds So, wére already thinkingabout things that we put in plaée to

engage audiences, and then as a consequence hopefully ¢cbeye and visit
our website. [MM3]

MW2 seems tgoint out a basic resemblance between the physical audience and

the audience they target 0 n & veny enylticuliral e s si ng

audi en cabmstressde the importance of adapting conterat gpecific target
audience, and thus having different contents on the website according to the intended
readership. However, whether these contents are also written in a different way is not
made explicit WG2 seems to imply the opposite when he states that all the pages on the
galleryés website are written in the same way. The gallery does not tailor language for
targeted users, sobservationson the audience apparently do not affect the use of

language.

Few participants mentiothe linguistic background of the visitors as a factor
that should be considered when writing (web) texts, as showextiacts 191.°
However, MM3 claims that the museum does not provide them with guidelines on how
to adapt texd for people speaking English as a second language, so this does not appear
to be a priority for the museuas a whole

(19) [é ] we dor&t haveé any specific guidelines on how we should approéch

looking até how we speak o péople whose English is a secorddnguage
[MM3]

3 These extracts were not the direct response of the intendepmmpts or questions on this issue.
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(20) [é ] itGs about tryingto capture as many people as possible, so thare oot
alienating anyone. And witheople with English as not their first languageit
mi ght not translate the same [é] [ MW1]

1) [ é] we feel probabl i ¢i chemaa greaterwé ar e a
proportion of visitors have English as a first language So, that is a
consideration.¢ ] [MM2]

Extract 21 by MM2, reveals a basic assumption underpinning the way in which
he conceptualises the musewaundiencehe assums that mos of the physical visitors
are L1 speakers because it is a civic museum, i.e. a museum that aims to engage with
the local population in general. Apparently, for this reason less consideration is paid to
L2 speakers of English. However, as the local pomraincludes both L1 and L2
speakers, it is hard to understand why MM2 thinks that most of their visitors are L1
speakers of English.Furthermore, here MM2 seems to think about the intended
audience only interms of actualv i si t or s 0, tvisitors, i.eepeaple whbi ng no
do not usually visit the museum. This may partially be due to the fact that MM2 is
particularly responsible for certain collections and the curatorial work including
interpretive texts within the galleries, so he may be more &ntos visitors thamn

online users.

However, MM2 is also involved in writing online texts and specifies that he
does not think of a local multicultural audience when writing contents for the website,
the blog and social media. While in extr@&herefes t o a dAmul ticul tur
audienceo not being hi 29he efergte tuserswhisiting thevr i t i n
website from other countriek the latter extragthe stresses that he knows that people
from all over the world visit his blog, vith is linked to the museum website but
specifically addresses topics related to the collection for which he is responsible. He
knows this for a fact as he has access to the statistics of the visits to his blog provided
by WordPress, which alsaclude information on the useb®rigin. However, despite
knowing the provenance of users, he voluntarily disregardulticultural audience and
admits he does not write for that intended audience. He does say he aims to make texts
faccessi bledo, howt he does not say

(22) [é ] none ofmy blogs or the Facebook or Twitter pages or the website pages are

done with thaspecific multicultural but local audiencein mind. [MM2]

23) [ é] WordPress, as you probably know, g
a

ives yc
is used, and it gives Dylaensiderthise@ Nobat i on al stati

4This claim does not seem to be supported by specific statistics oruigaim visitors
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all. 1 try to make texts aslimactopmdfsalypl e as possi
writing it or thin king consciously about it being translated into[other
languages]. [MM2]

MM2 assumes that L2 scholars working in his specific area may be interested in
reading the texts he wrote, and that they should know the terminology related to the
field, as Englishwr ks as fia | ingua francao of acaden
to say that technical terms can be used for this reason and that language does not need to
be adapted because readers have sufficient linguistic and cultural skills to understand it
as L1lspeakers do. No consideration is made here on LzZspeaialistswhich MM2
recognisess a possibljf wr ongo assumpti on

(24) [é ] there is arassumption, probably a wrongone t hat é t hey shoul d kn

€ people interested in é $hould know [the terminology] € [MM2]

(25) | guess é | asE€Enméi ehthattbéetémngua franca
academic exchange t hat t hey mé sEnglisé suficrentlg tost an d
understand the interpretatién there. [MM2]

In a similar vein, MW3 states that although théya| way s o consi de
international audience, they are not awareaofl not really interested,ithe linguistic
needs of their audience: the underlying assumption seems to be that they want to attract
an international audience, but they do not think thataudience has specific lingstic
needs which may differ frortne needs of L1 speakers of English.
(26) So one thing | thought about in some of those
an international audience is always considered ¢é  Bswery muth abdu

the ¢é we k népeople imather dolmeieswho may want to view
our collectionand cah g et here obviously bécause of t he

about making it avail ablthey. mayThotagpeakc onsi der ati o
Engl i sh ¢é &mwaaydthmught about, or isrt the first consideration.
[MW3]

Defining variety in terms of origin/location: local vs. global/international

audience

In the data collected, there is also a balance between references to a local and a global

audience. MW3referstbopeopl e of Manchester and beyondc

(27) Ités Manchestés collection, and so making it available to tpeople of
Manchester and beyond s iséart of the point. [MW3]

However, Abeyondo sounds gui te wvague a

Manchester and otha@reas of the UK or other countries. As a matter of fact, the same
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expression is used twice in theuseunds Strategic Plarfor the years 2020182 and it
seems to refer to areas around Greater Manchester. Therefore, this may be part of the

missionstatement of the museum.

(28) By engaging a large and wide variety of users, and by working in partnership
with others in Greater Manchester and beyond the Museum not only
contributes to the Universily goal in this area, it also plays a role in the
fulfilment of a range of strategies in the eiggion. [Manchester Museum
Strategic Plan 2013018]

29) [ é] we wi l |l embody the spirit of transfor mat

work across the city and beyondManchesteMuseunds Strategic Plan 2015
2019

The mportance of considering a global audience is especially highlighted when
the participants talk about the website and its aims, thus referring to their online
audience. MM1, for instance, seems aware that the online audience may also include
people who haw never visited the museum before.

(30) Our online audience igh restricted to the people whe walked through the
d o o r sourrdirfe audience is global[MM1]

(31) 1 have said for a long time theoffwebsite is ve
site peopleremotely access it. [MM2]
(32) [ ] you have the people who you think are gon
the ones who are already visiting and using it as an extra tqutopte from all
over the world who are accessing it and coming through, so you have tety
mindful of who it is. [MW1]
A few conflicting comments on the international profile of the audience can also
be found. When asked about the depiction of the online audience, MM2 imagines the
online user as a reflection of the physical visitor. N#hadess, according to MM2,
although the museum website may be visited at a global level by international users
(most of them researchers), the physical audience visiting the museum is not very
international. This statement, however, does not appear tappersed by precise data,
but it is rather an assumption of the participant.
(33) Honestly, | think ofé well, | think of the general visitor and the school visitor
interms of é | assume €é school visitors é& are
probabl ybasd ®K although& d rkoto:w tththeeyy can be &

international website visitors who are not localhbased. | think of thenost
specialist researcher@ as p ot anodtinteriatiogal[téhle [ MM2 ]

(34) [ é] for our pweysriotthave asantemhateahacpeofjle as for
example the British Museum. [MM2]

5 See the Strategic Plan on the museum website:
https://www.museum.manchester.ac.uk/about/reportsandpalicies/
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MW2 also refers to an international audience, and MM1 considers it while
talking about ingallery guided tours in other languages meant for physical visitors
coming from abroad. In particular, MM1 asbwledges that there may be a need for
adapting texts for international visitors, not only in terms of language but also in terms

of contents.

(35) [é ] it would be idealto be able to serve thaternational community better
with a better representation langeavi se [ é] [ MW2]

(36) And t hen mor e advanced ones [ tour s] é woul
international visitors, people who knowhe language really wedl and maybe
the content would be different as well. [MM1]

Audience representation in the collection angiemuction of meanings

Some of the participants (MM1 and MM2 from the museum, WG2 and WG3 from the
gallery) discussthe issue of audience representation within the collection, which is
closely related to that of the audiences targeted by the museum. Agctwdbsturge
(2007: 130) the museum itself is a rim of translation and mediation meant as a
Arepresentation of cul tureso. A museum can
people whose culture is represented in its collection, as they sesethiesrepresented

in that context and thugelincluded. For instance, a collection which only includes art
produced in the Western world can &ssumed to bproblematic if a gallery wants to
engage with black and minority ethnic groups (BME), since they may not see
themselves represented in the atdilen, and thus feel alienated and excluded.
Representing a culture in a collection andcoeating exhibitions with people with

different cultural backgrounds means giving voice to different cultures.

In general, the participansiressthe wide range ofultures represented their
collections. In extract 37, MML1 claimbat although texts written by the museum are
not offered in different languages, cultural diversity is a feature characterising the
museum collectio. To follow up on this, | askedim about specific pages within the
website addressing midtltural audiences. He answesaying that probably there are
not specific pages for niticultural audiences, but addlsat the collection itself speaks
to people from different cultures as it included j ect s A f & par ofdhef f er ent
worl do. L at e r heiaddghat the museurh i going thraugh a process of
redevelopment which will also involve the creation of a gallery on South Asian art: this
seems to suggest that this process wild® the museum to be more representative of
the cultural diversity which is inherent in the étysocial fabric.
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(37) So é whilst it may not be é the |l anguage as
would Iike thegm tsoaibé énspewktiamgealbdutt t he i
thedifferent cultures that are representedin our collection. [MM1]

The participants from the Whitworth shargdilar thoughts on their cattion.
WG2 explains thathe programme of exhibitions developed by thallery is very
diverse: in extract 38, he claims that involves artists from different cultural
backgrounds to coreate exhibitions, and thus it represents and engages with different
cultures.
(38) So,evennotina | anguage sense, actuall vy, just é the
exhibition ¢é the way -rmhéakaitngves hapwlrd aé& hl earhi ma n
towardsdifferent cultures or different backgrounds, because thé reflected

in whobs actually making the content,tnioist whas ¢é transl ating the ¢
made by a kind of white European é voice. [

on
WG
Finally, when asked about the contents on the website, WW@8desa similar
opinion to MM1 saying that there are not specific pages written for multicultural
communites, in particular South Asian communitiete also stresses the importance of
I mages: according to him, through 1 mages
themselves reflected in what they &e€his, however, assumes that images can ideally
relate to avide variety of people, who can see themselves represented in them.
(39) | think, again, through images and through pictures people can see

themselves reflectedn what they see so they kind of always see themselves
mirrored in what they see, rather than rdatiink. [WG3]

These extracts possibly suggest that staff from both institutions pay more
attention to cultural representation within the collection rather than language use in
order to engage with different cultural communities without alienating aoldicerg
them. The focus is on the collections themselves and on organising exhibitions and
events in cegproduction with those communities in order to interpret the stories involved

and ceate meanings collaboratively.

Interim summing up

Overall, the percamn of the intended audiencs very heterogeneous and divers

that participants refaio different types of audienseand conveyhe message that they

would like to reacha broad range of people. However, the description of an intended
audience within the datgenerally tend$o be extremely blurred and unclear, which

may suggest that there is not a strong awareness of the audience that is addressed by the
two institutions. If the definition of the intended audience tends to be vagsevien

more so whenit comes tothe intended audience of the website. Not dslyhere a
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tentative understanding of the audience addressed within the website, especially in
terms of linguistic and cultural background, but dakso cast doubts on whethe
multicultural audience is being thought of in the first placeltural representation in

the collection seems to be the major strategy through which the museum and the gallery

aim to engage with a diversity of cultural communities.
5.2.2 Theme 2.Beinga university museum sense of belonging vs. autonomy

During each interviewl specifically brought up the fact that both institutions are
university museums in order to explore the relationship between the museum/gallery
and the university: in particular, | wainterested in discussing to what extent this
relationship shaped the identity of the institution and affeittedhtended audience and

the use ofanguage.

A question was included in the interview guidé Section3.5.3.3 which focused on

the extent to which being a university museomy havean effect on the use of
language onlineWhen answering this question, most of the partidipafor both
institutions statethat they are part of the university, thus expressing a sense of
belonging. MM3 acknowledges that the museum is part of the university and that their
collections and activities are used for research. He also claims that the academic
audience is a priorityor them, but that sometimes it may be difficultdater forthat

group.

(40) [é ] we need to makeure that we engage oacademic audiencess well. And
thats very important to us becausee are part of the University of
Manchester, and a lot of what we d® used for research And é Gy e s, that
very important to us. So é aigcluderour about being
academic audiences, and sometimes thaécgmove problematic. [MM3]

In a similarvein, WG2 states thalthoughthe gallery is consciauof the need
to targetthe academic community, this is not the only community theyet. he fact
that they belong to the universilyd e f i ned as @& dunhencantriutestta ne s s o
going in the other directiom . more tdward€ o mmuni ti es and wi der a
instance, being connected with university research enables them tateagtivjects
with schools and thus engage withn-universitystudents.
(41) So, wére really aware h at [ €] relavant ahdeusable and useful to
students, academics, universityuses s o, t hat has to inform the
we do and the way we uynveeisinesot tiot .a dvéalntwaeg eus e
when wére pointing the other way, more towardscmmmunities and wider

audiences in the sense¢hat we can connect to the university departments in
terms of research so e we mi @rbjects adnd thes bchdble d
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programme might be in our science collaboration, so the languagidl thayn
reflect that. [WG2]

MML1 also stresses thaasa museumtheyfii r e p r #esumivetsidy, and thus
sharethe same values. He points out that there is a close relationship between the two
institutions, as the university really proud of the work carried out liie museum.
However, MM1 comments that he doed tiank that texts produced by the museum
need to be validated by the university: according to him, the museum is free to produce

its own texts without the need for the univer&tgpproval.

Similarly, MM2 says that being a university museum does nottaffee way
they write their texts online. To elaboratethis idea, he recounts that while working in
partnership with other museums to create a touring exhibition, the other institutions
were worried about Manchester Museum creating exhibition andedekts that were
too academidMM2 explains that although they are a university museum, their audience
is not only made of scholars and students, but they also serve the same general audience
as any other museum, in particular school groups and famil@sever, MM2 names
one fAdi sadvantageo f or t heitmgampus, whichismmoe | oc at

in the city centre

Comments on being paof the university also appear other moments of the
interviews, as part of the participad@nswer toother questions. These insights are
particularly interesting as they do not come from my own questions and prompts, but
rather they are the product of the participaotsn reflectiors on other issues. Not only
is academic belongingmportant for MM1, buthe also claims thathe museum
identifies i1tself as fAa part of Manchester
in the first place. Thiss part of ananswer to a question on the image that the museum
wants to shape of itself on the website, tsis iquite meaningful: the museum aims to
convey the image of a civic museum on its website, which probably implies that it
wants to be recognised as a public museum open to everybody. MM1 further
acknowl edges the fact t haftomthéduaiversitysagilism al s o

fa museum for anyoneo, with its own brand a

Other comments focus on brand, and more specifically on the relation between
the university brand and the brands of the museum and the gallery. MW1 clearly states
thattheir brandis the universitgs brand. This is quite significant: the museum and the

galleryareconnectecand have the same image and communicative appradbbugh
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this view is partiallysharedoy other participantsopinion, who confirm that the brasd

of the two institutions were developed along with the brand of the university, MW2

reveals that Manchester Museum and the Whitworth also have their own brand, with

t heir own | o g ebrard wfhthe auhiversit§s owin drand. INbnetheless,

MMS3 points out that the university took part in the creation of the museum brand

guidelines by signing them off, which means that they had to comply with the university

values.

(42) So, theUni versity of Manchester were an integra
produce anaign off the brand guidelines s o we needed to make sur e

the University of Manchester were also happy with our brand guidelines and that
it fits within the university as well, and thahey were aware of our values, our
messaging, our tone of voideow it looks as well. So th@tall being signed off

by the university. [MM3]

WG 3 further stresses t hat t he uni ver sit

Anfeel 0 of t he @aktmctd3dseemd th suggesbtat beiag a university

museum has had an impact on the creation of the website, especially in terms of visual

communi@tion.

(43) Because @ part of Manchester University, we kind of cover a little bit about

how that is structur ed theloakand gdethetteble uni ver si ty

of it [the website] is often, you know, kind gliided by university guidelines

So,eenifwedr e trying to create our own é ou

governed byniversity rules too, andalso theé the terminal foré the kind of
serverthat we have to work within. [WG3]

A disadvantage which emergesthe fact that the Whitworth websihad to be
developed as part of the univergitywebsite. WG3 defines the gall&ywebsite as a
Aimi  sibeo of the university, as it Was

the Whitworth website was built within the same framework of theeusityés website,

WG2 claims that the gallery was limited in its possibility of creating its own identity

r own

and being digitally Ainnovativeo. However,

of limitations faced by the Whitworth.

(44) 16m quite critical abouour website. | think we struggle at the Whitworth because

obviouslyywed® e trying to be é an Gmrlevattoat i onal

art

é the | ocal communi ty, you know ¢é trying to

di fferent p ebe mlite restéained atause eve sit within the
framework of a website which is within the University of Manchesteds
br oaderupé ssgeuéant be maybe as innovative in terms of your
digital content as maybe an independent art gallery cddd[WG2]

Accordingto MW3, being part of the university is not an everyday thought for
him. He explains that he never really trsrdbout the university: he normally thinks

about the two institutions as AHa museumo a
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their academic &onging. However, he is aware that part of the staff feels that they need
to take into account the universisymission and objectives, e.g. ensuring that students
can access the collections. After roflow-up question, he also answehat they do

not have specific requirements from the university.

Although overall a sense of belonging to the university pervades the data, the
participants acknowledge the importance of considering the two institutions not only as
parts of the university, but also as aseum and a gallery per se, aiming to address both
an academic and a general audience. According to the data collectadadleenic and
public soul co-exist both in the Manchester Museum and the Whitworth. The
relationship between themuseum/gallery and éhaffiliated university seems to be a
positive one, evenhbugh some participants mentiéimitations related tobeing an
academidbody. As far as university guidelines are concerned, both seem to adopt the
university brand, including its values and missipbut at the same time they seem to
attach importance to their own identity as a separate institution. In particular,
participants do not mention any university style guide that the museum and the gallery
need to follow in terms of language use. Howewarservations more explicitly
involving languageé® which some participants defiees fiacade mi c 0, and
accessible and appealing to racademic audience® will be presented in Section

5.2.5 which deals with the theme leinguagause
5.2.3 Theme 3. One for all, all for one: writing texts for the website

One of the themes explored during the interviews is the process of writing texts for the
website, which is a key issue for this research and is presented in this section. Data
provide insights on who is involved in this process and the extent of thelvenvent,

as well as the steps leading to the creation of these texts. Data suggest that all the
participants are to some extent involved in the writing process. Furthermore,

participants from both institutions seem to agree that this process is a jonttoéff

Afcoll aborative text writingo (WG1l), as mart

people involved vary depending on the focus of the texts.

At Manchester Museum, MML1 claims that people from different departments
are involved, e.g. curators and Matikhkg & Communications, and that the people
involved vary in each department. He explains that the Visitor Team, which is his own

t eam, wrote the MfHAAccessoO page in the dAVi
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gathering information from different memberstbé team, while their manager was in
charge of the final editing step. MW1, who also belongs to the Visitor Team, shares a
similar view, adding that in both institutions all the pages get overseen by Marketing &

Communications and by the Directors.

MM2,who wor ks with Collections, provides i
by saying that a group of curators at the museum has worked on them in consultation
with each other: it was a sedfliting process, and no overall editor took care of style
consistencyMW3 shares a similar opinion, saying that all the curatorial staff may be

involved.

MM3 from Marketing & Communications arg
specific piece of i nformationo is involved
takes car®f pages on the collections, while people form Learning & Engagement write
texts on outreach and schools. She further explains that the Marketing &
Communications department is normally involved with general news, but is also
responsible for looking at ¢htexts written by others: she checks if changes are
necessary to ensure that texts are fAaccess
Nfgener al audi enceso. MW2 , who works in th
Marketing & Communications and ofdhVisitor Team are the main contributors to the
website, but other staff may be involved as well depending on the cantemg.
Learning & Engagement Apopul ate their own
editing step is generally carried out by Markgt8a Communications and the Directors.

At the Whitworth, WG1 from the Collect.i
involved: curators take care of the exhibiti@mlated contents, Learning & Engagement
is responsible for engagement and events, but als@etiag & Communications and
the Visitor Team may be involved to some extent, as well as external people. According
to hers, Mdathearne filBemnmoeiohkepeyr sasn fHthlaer al |
i n a very fAspont ane oaxdains tipat evaryetexisis reatl byvae v e r ,
least one or two people as a minimum, who may be people within the Guidemn or

external to it.

WG3, from the Learning & Engagement department, describes the work that his
team does in relation to the website layiag that they write texts for their individual
area and for the kind of audiences with whom they work: he comments that the writing
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process fAstarts with the peopl-readbyotherar e cl
peopl edo wit hi rovet by Markettng &n"Commushicatiopsp r

WG2 basically confirms what ot her part|
di fferent people inputting to the one websi
explicitly deals with writing texts for the website. Aeding to him, this might be
Aslightly problematico, but at the same ti
[ é] dio efsene | too &€ monotonous or € robotico
style allows the websit®e it [T fawbedagriténisloenei tp ¢

by a persono rather than an institution.

Multilingual people may occasionally be involved in writing texts for the
website. For instance, MW1 mentions a member of staff from the Visitor Team and
Collections team who caspeak other languages than English, and MW3 also mentions
staff from the Collections team. However, N
and similarly MM3 says that they do not ha?
adopt fAa guiatcehof.l ui d app

More interestingly, in extract 45 WG1 describes the work that the curatorial staff
carries out at the gallery on specific exhibitions which arproduced with an external
group of curator s, adding that thgedmtter
However, she explains that these external, multilingual curators suggested that they
should not worry too much about pedplgossible reactions to their language use, as
they cannot predict the type of yfhodds ponse
on the contrary, use language consciously and be prepared to respond to concerns by
openly motivating any linguistic choice they made.
45) P [ é] t héee cansulted With haweetold us not to worry quite so much
é. t hat an i n sperhapsig projectingatselk ante,tyqu krdow, a
way of wor ki ngé avimgstusefél. yes, that it
I:Sowhat do you mean by fAnot worrying too muchf¢
P: About é that kind of institutional tendenc
€ into thinkén@abantd ¢ d@llabagnisgusssthatihave
potentially political ramifications o r € to such an extent t hat
paralysing. € And actually to work with people an
collection to make productive kind of outcomes from that wiout trying to &

again, similar to this morningyithout trying to guess what we think people
reaction will be to the languagethatwédr e €é wusing € to acknowl edge

wedr e going to explicitly talk about, or use |
thatthats okay, and thawe carét possibly anticipate the response to language
and é that as long as we caéh trespomadentmought f
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or anger that people might have, that éathat we should be doing, rather than
spending a huge amant of energy tryingtopre mpt €é response. [ WG1]

Overall, the data collected consistently suggest that a variety of members of staff
from the museum and the gallery contribute texts to the website depending on the
contents of the texts, and thus prolyatileir intended audience. A final editing step
seems to be always carried out, but no special attention emerges from the data in
relation to the need for creating a unified sense of website characterised by a single style
and stance: on the contrary, sohiets show that the website is intended as a collective

effort with a choral voice made of different personalities.
5.2.4 Theme 4. The website and the information provided

A central focus throughout all the data is the website. A few questions aimed at
exploring participanté perceptions on the website as a whole, especially in terms of
main aimsand the institutional image that it is supposed to egnvhese data partially
reflect the participantSopinion about the type of information offered thre webdie,

which is thought to be interesting on two different levels: first, it reveals the type of
information which they consider to be important and necessary on the website; second,
it provides some evidence dme intended audience for whom that piece of information

is offered

Evaluationof the website

Comments were made on the centrality of the website for both institutions nowadays.

WG2 hypothesises that there is a possibility that websites are not negudeatenas

they are starting to be replaced by other platforms, such as social media, which are
undermining the necessity of having websites in the cultural domain. He claims that
museums and galleries having a welestillt e ar e
adopting fian ol d way of thinkingo: websites
means for communication which may be replaced by new platforms in the near future.

MM2 expresses a similar assumptionextract 46by reportingthe opinion o f Aot her

p e o phtleednuseum website, while stressing that for him it is still important.

(46) Some other people may tell you: the website is never visited, Gsondt
important, bué | still think it é itis, yes. [MM2]

More specific opinions about theo websites involved (i.e. the Whitworth site

and the Manchester Museum site) can also be found in the data. Some of the
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participants express a negative evaluation of the belonging inst@&itiabsite, in

terms of either usability, navigability or infoation offeredMM2 complains about the

museum online catalogue, which is not part of the website itself but it is strictly related

to it, as it provides partial access to the collection database. According to him, the
onlinecath ogue i s A oe EHovwewnet, MM2 obserees thad this may not be

a problem of use of language per se, but rather a technical problem where language

plays a partial role as well. MM2 also compares the usability of Manchester Misseum

website toLiverpool World Museurts web s i t e, which he finds @Amu
adding that the information provided are more extended and more accessible.
Unfortunately, MM2 does not el aborate on wh

A common pattern in the data seemsexist, where the Whivorth website is
considered very large and rich in web pages, which results in usability problems related
to finding the information needed within the website. For instance, WG1 comments on
Athe | imitationso of theirhasivembmanypageby sayir
which makes it difficult for users to find information, especially on exhibitions. She also
vaguely mentions that the website may potentially offer something more than practical
information on the exhibition, but she does not elateohere on this point.

(47) Because of the limitations of our website, although it has many many pdges, it

difficult to do research or to dig deeper into an exhibition or touse it as a

kind of information -giving point, rather than something perhaps more
interesting, which it could be. [WG1]

WG1 better explains this by saying that thebsite does offer something more
than practical information, namely details on how people can participate directly in the
galleryGs activities and be a part of the galleryeits However, she claims that this
informationd whi ch i s provi ded on Otsheee niisGeftptrientgt yi nh
to findo wit WGInfurtheh argues ghatssbomeeinformation related to
exhibitions and events provided on the website is motaal s A ©@umeaning thad
they probably do not update it reguladlyand it may notbé t he i nf or mati on t
wan. This may implicity mean that they do not know exactly what kind of
information related to exhibitions and events may be interestingecessary for their
intended audience, which is perhaps a concern for her. Furthermore, she is worried
about their collections not beiclang sht er r i bl

addresses a similar probleasthe oneraisedoy MM2 for Mancheger Museum, i.e. the

206



5 Results of the quaditive interviews

need to impove the possibility of virtual visits tthe collections on the website or on
other satellite sites (such as the online catalogue).

Being part of the Visitor Team, MWL1 reports thad experience of some
visitors whowent to the gallery to visit an exhibition but did not know that it was closed,
as they could not find that information on the galierwebsite. MW1 thus indirectly
pointsto a problem of the website, i.e. navigating it and easily finding information for
the visit. The attention he pays to the information for the visit derives from his role: he
is constantly in contact with visitors, who magport onproblemsthatthey enountered

while planning their visit.

Some participants mention that users need to go through a number of pages
before finding the necessary information. In extractW& 2 ar gues t hat ther
many pageso on the web seéldverwhelmead by thee guardity r e s u | t
of details provided, and thus not able to navigate through them effectivelizim,
some of the information provided is unnecessary, thus creating confusion and making it
difficult to find other information. Unfortunately, endoes notmake a distinction
betweenpages or passages which are redundant from those which need to be kept.
When he refers to the number of Aclickso
specific content, he seems to be thinking about the actual user experience of navigating
a website ad making choices about what page to open and what page to leave.

However, he acknowledges that this is not a problem of language per se, and implicitly

ot )

suggests that navigability and wusability
adopted to make ¢huser experience a positive one. Similaryextract 4AVG3 seems
aware that this is not a linguistic issue, but it is related to the structure and organisation
of the website as a wholevhich makes it difficult to find specific informatiohVG3
further claims that online users want to find the information they need very quickly and
easily, so this is the reason why the amount of clicks needed is actually a problem in
terms of usability. In other words, if users cannot find that information rapidly, the
may getbored and decide to give up on trying to find it in the first place.

(48) | think therds maybetoo many pages on our websites o you can get e

swamped in contentand language that you didmeed, something is quite deep

in the website in terms dfow many clicks you need to gettojt s o ¢é | Kknow
thaté not the languagebut itts the kind ofigital language[ é] [ WG2 ]

(49) Really, for me ifs the first page, but then obviously there lateof clicks to get
to places, sdhaté not necessarily the textbow é you kisadowof t her e
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clickst hat you have to do to get to the é vyou
schools, or the information about young people. [WG3]

According to WG3, who works in Learning & Engagement, this is a problem
affecting pageselatedt o | ear ni ng, as they are wusually

pages of the Whitworth website, and thus not very visible.

(50) Im no't an expert in this, but people tend to
the information inone to two to three clicks s goudée got to go to the
homepage, which draws people attention to @hhappening Whitworthvise,
so then yobve got the events, yéee got the news, but then also the Learn stuff
is kind of often, you knowfurtherdown [ é ] [ WG3]

fUsef ul 0 aaordationbffeared c 0 i nf

Participants from both institutisnthus seem aware of the issues concerning the

museum and gallery websites at the moment. MM1 clearly states that he does not think

the museum site is Aperfectoyi Bungi isdbméfhi
whi ch can be Auseful 0o to peopl e. The <con
information occurs in othgpartsof the interviews Insights about the website offering
Auseful o or fAbasico infor mat iofdghe samewards f ound
across different data items. For instance, MW1, who works in the same team as MM1

(i.e. the Visitor Team), explains that they are interested in assessing what people find

useful in order ti&know what to add or remove from the website.

In a similar vein MW2 from Marketing & Communications feels the need for
I mproving some aspects of the website in o
and enjoyabl eo by evaluating the user exper
theareadf t he website they find Adifficult to

website can be reduceusize.

k1) I think é we need to refine the site so that
how visitors are finding some areas difficult to navigateneopages less
necessary than others, see if we can condense and streamline the site to make it
more ¢é mor e usdful amd dnjoyalde foa oud visitors, and also it
would make it easier for us to kind of maintain as well. [MW2

A number of participants refer to the amount or quality of information offered
on t he website: mo st of them ( MM1, MM2 ,
i nformationo, whil e WG3 describes it as na
the common opinion shared by these participants is that the website is expected to offer

and does offer little informatiorAccording to MM1, who is part of the Visitor @m,
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this Abasic informationo is Areally quick?o

the visit, such as opening hours or current exhibitions.

I n a similar fashion, MW1 ¢l aims that t
information for the vigi such as how to get to the gallery, opening times and details
about exhibitions and events (e.g. the Thursdaydpéming$. At another point during
the interview, MW1 definesasibasi c, static informationo,
related texts r@ notsupposed to bepdated regularly. He assumes that users are not
going to look for such information elsewhere, e.g. Twitter, and thus the website is the

place where it needs to be offered.

MW3 al so thinks that suchpflyadical i rfi ern me
particular, he explains that the website aims to introduce the institution and its goals, as

well as provide information on its location and how to get there.

MM2 mentions fibasic informationidcein rel:
for such information: he hypothesises that people living in Manchester or visiting it may
be interested in looking at the website through their phone to know more about events
happening at the museum that day. However, he also imagines a user Wmsating
website Afrom far awayo, but still wanting

for some reasod for instance, to plaa future visit to Manchester.

Another type of intended audiencensists ofesearchers who are interested in a

specificcolle t i on of the museum. MM2 believes that
for thato, probably referring to the coll e
someone doing research on a certain collect

WG3 daims that the website includes a small quantity of information, but he
also shares an assumption about user experience. According to him, people visiting the
website may be wusing it Avisuall yo: appar e
needstodfer | i ttle informati on, because fAvisua
Although it is notat all clear what he refers to with this, he seems to point to the
importance of visual aids, images, links and other features of digital communication to
provide a visual experience, rather than a textual one.

(52) Ités more aboutisual navigationrather than text. | mean, text is there obviously.

It gives you the audience, it gives yausmall amount of information, but

generally | think users are probablymgg t he website for é for é f
know, visually. [WG3]
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Therefor e, mo s t of t he informati on t hat

appears to be addressed to people who may be interested in visiting the instititition

a view tofacilitating ther visit.

Top-three most important pages on the website

During the interview, all the participants were asked which were the three most
important pages on the website of the museum/gallery according to Tladhe.5.2

shows their answers: the pages are listed according to the order in which they were

mentioned by the participants.

Participant Page 1 Page 2 Page 3
MM1 History Exhibitions Events
MM2 How to get there Collections Whatss on
MM3 About Collections Whaits on
MW1 How to get there Whais on About
MW2 Homepage Whais on Collections
MW3 About How to get there Whats on
WG1 About Whais on Collections
WG2 Whais on Exhibitions Collections
WG3 Homepage Events Collections

Table5.2. The topthree most important pages according to é3¢hEN participant

Table 5.3 summarises the results of the previous one. Eight different pages were
the most

t he

ccmmoal paget ed

AAbout o page

t hem,

pag.e

mentioned
AnCol I

among

ectionso and

Pages mentioned Number of participants

mentioning them

Whats on
Collections
About

How to get there
Homepage

Exhibitions

N N N W b~ O N

Events
History 1
Table5.3. Pages mentioned and numbenwdntions for each one

The Manchester Museum website and the Whitworth website are structured in a very

similar way. On both websiteg\Whaits oro is a firstlevel page including supages
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such agiExhibition® and fiEvent®. Apparently, most of the participants (7 out of 9)
believe that théiwhats ord page is one the most important on the museum/gallery
website. ThefiWhats ordo page is a page collecting information on eseind
exhibitions on displayFor both institutionsparticipants from all the different teams
pick this page: namely, MM2, MW3 and WG1 from Collections, MM3 and MW?2 from
Marketing & Communication, MW1 from the Visitor Team and WG2 from Learning &
Engagement. The participants wHo not mentionthe iWhats ordo pagechoosethe
fEvent® page (MM1) or theiExhibition® page (WG3), which are syimges of the
fWhats ord page. This suggests that, no matter what team the participants belong to
and what kind of work they do, all feel that one of the most important pagase
presenting events or exhibitionadainviting people to come and visit. It also suggests
that the staff acknowledge the importance of organising different types of events and

exhibitions and promoting them online in order to engage with a wider audience.

However, when mentioning thH@Vhais ordo page, MM2claimsthat nowadays
social media are increasingly used to know about events and special activities organised
by the museum, and adds that the related
thus suggesting that they may be updaéss lfrequentlyHe also seems tinply that
the website is slowly leaving space to other platforms for this type of current

information.

The fiCollection® page a firstlevel one,is picked among the most important
pages by five participants out of ningot only is thefiCollection® page chosen by
people directly dealing with Collections (MM2 and WG1), but also by staff from
Marketing & Communications (MM3 and MW2) and Learning & Engagement (WG2
and WG3).

fAboutd is another firsievel page mentioned bthe participants among the
most importantones WG2 points out that théAboutd page may be important for
Afsetting a toneo, i .e. telling the story

However, he doubts that tidboutbp age i sntad Apaeade vfor users

sure whether it is actually visited: he thus assumes that museums and galleries have an

fAboutd page only because everyone has it.

The other pages mentioned among the three most important are -pkhged
apart from thehomepage.fiHow to get here is a subpage of thefiVisito section,
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AExhibition® and fiEvent® are included in théd\Whais ord section andfHistoryo

belongs to théAboutd section.

When asked to choose the three most important pages of the website, only MW2
and WG3find that the homepage is a very importamine However, MM1 also
mentionsthe homepage at a certain point during the interview whenshasked to
elaborate on a point rda about how the museum website could be morefrieadly.
In that context he refet® the homepage @t he f i r s tmapimgyahathe whi c h
assumes that it is the first pageto be visited by users navigagj on the website.
Similarly, MW2 describes t as @At he centr al point where

the information quicklyo.

In general, the participariighoices reflect their role and main concerns. For
instance, MW18 who works in the Visitor Teald want s t o create fAexpe
peopk planning to visit the museum and the gallery, so that they may be able to
anticipate their experience during the visit, especially in terms of items they will see and
people they will meet. This indicates that MW1 expects the website to be an instrument
where people may find anticipations about the visit, along with information they may

need in order to plan it and feel more comfortable during it.

(53) [é]] think the first bit is ¢é fAHow to get to
needs to be: how to findstand what to expect when yael coming here. Some
expectationsset up your expectatons The second oned| woul d say
o n n evlabd youde gonna seewhat youde going to experience and |
would like to seewho youde gonna meeta s we | | phatok of peopiee
your e gonna see é and meet. And after that, I

about us: who are we? Why are we here? Where Wwaveome from? Whé
our story?2  And who works here, in case you wanna get in touch. [MW1]

The same applie® tMW2, who is part of Marketing & Communications. When
l i sting the top most i mportant pages accorc
shows how people usedo the pages within the
what pages people visit modeie to his role within the two institutions, he recognises
t hat he is fAa |little bit biasedo in his ch
pages which he feels are central to capture what the museum and gallery are and do as
cultural institutiors: he is also assessing whiphges are more visitedVhile MW1
thinks about the potential physical visitors when making histhoge list, MW2 is

focused on online users and their behaviour on the website.

(54) [é ]thefiHomepagé obviously is the central poi where people should be able
to find the i nfléamranitld Lit biaseddecausekof tiye dfiteé |
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that shows how people use iaind its tricky, because if wiee not providing

something, then datawn s how €& d@veibgdeation orapage that

isnd there [ é] i f &l scaayn tchhee afitH dsnebpgabgte[og ] fAlWh at
and then the #fACol | ecWhatGmomrsand EvgnsthatBut agai n, t
important because@ what people €& wadtlwayskind ook at real
of high in terms of analytics The collections searaiot so muché ] [MW2]

The data generalethrough this question portray homogenous perception of
the main web pages that convey the identity and activities ofwhénstitutions. Data
also showthat participants are generally aware of how the website is structured and
what it can (and cannot) offer. In particular, all participants seem to agree on the
importance of offering information on current exhibitions and eveighéis oro),
introducing the collections and allowing users to search them ofiwl€ction®), as

well as presenting the institution to set expectations for the potential visidrsuto).

Interim summing up

In general, data related to the perceptions of the welisdethe information provided

on it are quite diverse. Some participants stress the importance and centrality of the
website within the communicative strategy of the museum/gallery, while others believe
social media are going to replace it in the futudger€ is a common perception that the
website is too big and includes too many pages, which may make it hard to find the
information needed. The website is intended as a source for basic, useful information,
which generally includes practical details foe tisit and current exhibitions or events.

This type of information seems to be addressed to actual or potential museum visitors.
5.2.5 Theme 5.Language use and linguistic awareness

A fundamentatheme in the data is the use of language by the museum andléng, ga
which was a leitmotif throughout all the interviews. In general, participants seem aware
of the important role played by language in different communicative situations within
the museum environment, both-site and online. In particular, the awagesn of the
importance of language in relation to the need for engaging with new audiences is
evident in extracb5.

(55 [ é] obviousl y | aw~egyunapgrent tosnakmgsdure thattveo b e
include the audiences that & not reaching already. [MM3]

The use of language is a constant concern for the museum and the gallery.
According to WG1, they daily think about language when they dis¢ches
Ai nter pr etoagt iio ne.s tthépaidepipypriteanayalléry texts such as
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labels and leafletsof the exhibitiongcf. Section2.2.3. In particular, she refers to an
exhibition thatwas onwhen he interview was carried auShe also mentions the
i we b s itheplace vahsre they write other interpretive texts about their exhibitions

or collections.

(56) Yeah, we talk about and continue to talk about it [communication], in particular
in relation to our interpretation strategy: our labels, leaflets, texts amdbsite
€ Over the past twelve montd@imgalleey]l, we had the
which is call ed n B evgrkedwith Bu diffeent artists, t hat has
from Pakistan, Bangladesh and UK, and worked with different parts of our
collections wellfrom South Asiaé and wére trying to think quite carefully
about language in relation to that project, but more bro&dlye have been and
are trying to think about language quiteé seriously at the moment in relation
to our interpretation strategy attie exhibitions and programme [ [WG1]

The data from thdJK-EN interviews revealdifferent aspects of the use of

language, whiclareorganised into separate stitemes:

1 conforming tostyle guids,
1 describing language use;

1 writing for translation

Conforming tostyle quids

During the interviews, | directhaskedthe participants whether theyeed tofollow a
specific style guide for writing the online texts. The majority of the participempiy

with only a brief remark regarding the use of aestylide andh few of themanswer

that they do not know whether or not they are required to follow one, but they have
never heard of web writing guidelines they need to conform to. For instance, MM1 says
that he is not aware of the existence of any stylelegfior the museum, without

providing further details.

WG3 holds a similar opnion in relation to the galleryHe adds that although
nobody has ever told them how to write texts for the website, they have been using texts
written by somebody among the $taf as fAgood examplesodo of t he
wants to adopt. He alsexplainst h a't he personal ly has att
, and that his approach to writ
t hat h e sions Finaly,ehe claims sthgthhe on  t |

0
0O process that the Whitworth ha:
m

wor kshopso
Aprinciples
Arebranding
forthegallerdg communi cati on, based on the idea of
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(57) Not really, no. [ é] obvi ous | ys,wouldhget flaggedup armlx a mp | e
shown ¢é and people generally start to work toc
people getting it. It was never: Ayou must wr
this. o | me atextwriing waksheps mgselfintheonast [ €] s o,

I still work on those kind of principles and | think, yeah, that was what this new
rebranding was hopefully doing: it was kind of saying what was important first.
[WG3]

Other participants mention guidelines on brand. MM3, for instance, aglzat
the museum brand guidelines also include suggestions for the website: these are not just

on texts, but on the fAvisual identityo that

Similarly, WG2 menti ons 0 fihe tatteenlmhsicalp nd it o
referringtost yl e. According to him, they do not f

of writing texts for the web, apart from the brand guidelines.

(58) No, we l | € notmawae of ucdh atlhwaaty sl € kind of € WE
through processes, that kindpdera s sessing copy before it goes
tend to é see, so just to check é things |I|iKke

and s probably not successfully. It could be but all the website feels fike it
written from the Whitworth as opposedwd i vi dual s within the team.

yeah, in terms of fdeergata kindsobrand, goneioflel i nes ¢é we
voice ¢é ghidéd r el at es nothing taoHoamaljsedinut ¢é yeah,
terms of é individual edits to the website. [

WG1 mentionstha&or k t hat t hey di doriann dr eglua tdied ni nt
and Ainterpretive strategyo while the gall
aware of any web writing guidelines which the gallery staff need to follow: she
acknowledges the fact thapecific guidelines for the web may exist without her
knowing about them, bwaiso adds that if they do exist, this means she does not comply
with them.

(59) Not that 1én aware of Because the text is often shared between the two [the

physical space and the lsite], it must relate in some way. | know that when the

gallery was closed before the reopening there was a lot of work on doieg a

brand guidelines the interpretive strategy € @ tpossible that there are

specific guidelines onthe web and I justbéa¥ r ead them in the book t
MW2 and MW1 might be able to tell you, but | guess ih&lling about that is

thatlém obviously not abiding by them because | dai know what they are.
[WG1]

In order to get more insights on writing practices and udengfuage from the
participants| showedt hem a document | abelled AManches
wr i ting ac seeAppandid)evhithevastwittenin 2009 and includes a list
of writing guidelines for the museum -@ite texts. The documemdludes the museum
Al nterpretive Strategyo with guidelines a
interpretive texts, e.g. panels, labels and online texts. The guidelines stress the
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importance of identifying who the museum is writing for and the circumstaunder

which the text will be read, e.g. passing through a gallery, standing up, sitting down, on

the wall, on paper or online. Guidelines include tree wfAf ami | i ar , ever
| anguageo, i a C o KGavtiegdvsoa tcieoon aaln dt eongehoo, Tt eagne ratl e
Il nvite the potential writer to avoid fisubor
jargono. However, the document highlights
the writer not to oversimplify texts. A few suggestions for chegkinir eadabi | i t y o

also included.

| askedthe participants whether thdfink similar guidelinesare adopted for
writing the texts for the website. Surprisingly, MW1 and MM2 claim that a similar
approach is applied on the website as well, although it settiat they do not
systematically follow these guidelines. There seems to be a detibadn the data:
when theparticipantsareaskedabout the adoption of web writing guidedmin general,
most of them say that they dot know anything about a $&yguide. However, when |
show this, they actually sdfiese guidelineare probably used. This may suggeiiher
thatthey are not familiar with the notion of style guides, or thate is not a complete
awareness of the writing approach adopted, as tleeywot have a clear, coherent

communicative strategy shared among all the staff.

MW1 stresses the i mportance of creating
texts created by the museum/ gall ery: as th
di f f ehe assumes that if those guidelines apply to thsitertexts, they probably
apply to online texts as welDn the other hand, MM3 implicitly denies that these
guidelines could be used online tlpimingthat onsite and onlinég e xt s have Adi f f
pump o s desteproduced for an online environment andsite one are very different,
but she does not elaborate on this.

(60) Because thdye both for different purposes, ours is abotet é I me an,

interlinked, so definitely related to what we dotémms of creating texts for our
audiences, but what ire doing is w& e thé& kind of texts wefe producing

is very different, becauseds about what we do é as opposed t
about an object, or an exhibition é if that m
WG1 onfesses that she does not know whether the guidelines for the museum
in-gallery texts may be used on the gallery website as well.
(61) | don& know! | don@ think so. € We have got a I|list of all é

guides that have to do with language and t¢né. ]dl hhve a look andén
happy to shar¢he style guidelineswith you if that wouldbe helpful. [WG1]
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Other style guides are also mentioned. For instance, MM2 mentioned a specific
style guide he was asked to follow when he started working at the museurtie
Guardian style guidéor English He also acknowledges the fact that curators are asked
to write in a different way according to the textual genre and the intended audience of a
text MW3 mentions the wuse of A SWAdelZ adBptetv o whi
collectionmanagement standard in the UK, includindications fordifferent types of
procedures, e.g. cataloguingshowedMW3 the guidelines for the nseum orsite
texts, and asketiim whether they could be considered similar to the SPECTRUM
guidelines. According to him, SPECTRUM and the museum guidelines fsit@mexts
are verydifferent, as SPECTRUM does not provide this type of indications. However,
he recognises the need for having similar instructions which can guide the writing
process.

(62) No, SPECTRUM doesit €& diguide you in this way But | feel that this

is the exact sort offaready,ismogdhave fotwritimg é 1 f we d«
descriptions. | feel like it only maybe applies to descriptions and interpretation.

[MW3]
MW3als adds that the two institutions ha\
Aoutdatedo, meaning that they were written

Participanté comments on the use of a style guide seem contradictory, as they
have different legls of awareness of the writing approach adopted as an institution.
This suggests thaeither one of the institutions strategically adopts a style guide which
is shared and applied consistentdly the members of staff contributing to online

publication oftexts.

Describing language use

Although participants from both institutions do not seem to follow a specific web
writing style guide data seem to suggest commonalities in the description of the use of
language These patterns are related to the fact bwh the Manchester Museum and

the Whitworth are university museums. Even if participants do not seem to have well
defined intended readers (cf. Sectm@.1), they aim to engage with both an academic
audience and a general audience. These two intended audiences seem to affect the use
of language as described by the participants. On the one hand, both the museum and the
gallery attempt to write in a way whiamay be considered academic by adopting a

formal style and an objective, neutral stance, and by prioritising accuracy and
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technicality by employing specialised terminology related to the fields of knowledge
associated with the collections. On the other h&wgvever, participants seem to agree

that their language use is expected to facilitate engagement of the general audience,
through the use of an informal style, a more subjective stance and strategies aimed at

improving text accessibility and making theasily understandable.
Thepatterngelated to language use are presented in this section as follows

academic language;

simplicity, clarity and conciseness;
styleand stance

linguistic accessibility;

technical accuracy;

trend towardsimplification;

=4 =4 A A4 A4 -4 -2

peculiarities of online texts.

There are different instances wheeetipants referté he | anguage being
On the one hand, this is considerextessaryn orderto reach the university audience;

on the other hand, it ialso dngerous if theydo notwant to exclude the general

audience MW3 acknowledges that the academic audience and the general one have
very different communicative needs: the fo
facts provided in writing, while thealt t er pr obably enjdysidoa mor
communi cati on. MW3 describes this visual (
although this sounds contradictory, as providing information seems to imply the use of

Adat ao, tow popuagsedrfaerdf eommunication (cf. Sectiok.3.4).

63) There is the academic scientific audience tha
and its abouthe data. [MW3]

(64) And then yodve got the audience that doésknow about all that and is after
just an experience about what a museum has and magierésimageled and
what is written in about them is a bitore informative. é So, yeah. [ MWS3]

At the museum, MM3 acknowlgde s t he need for wusing an
at the same time adapting it in order to engage withavawlemic audiences as well.
(65) So, for example, if it is related to our collections, aidsl guiteacademic while
it needs acadendc becaussaei want to make sure e capturing

that audience, but also we might need to é |
of the |l anguage [¢é] so it fits general audien
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According to MM1, the museum staff tries to make sure that the texts they write

0 being printed textsr onlinetext®d ar e finot overly academico.

(66) | think that would go for anything that we write, so whether&haté pr i nt é or
online or on ourd éalgwmdyserd wrising, i wea way t |
overly academic[ é ] [ MM1]

The sane is reported by MM2, saying that the musentarpretive texts osite
and online are not Atoo academico, as they

academics.

In different points during the interview, MW1 mentions that there was a shift in
the communication, both at the museum and at the gallery: once, they both used an
Afacademic talko which is typical of t he ur
businesd i ke o and Alviekreyo ,a cbaudte miocw t he styl e use
mor ev ifitiinng o .
(67) So, very early on, we went from theniversity kind of academic talk[ é ]
Everything was ¢é vVveracadémicsalk@W1lln f act s, science

(68) Well, the image | would believe id have to be €& something that
and goes with our values. So our values here at the Whitworth is to be personal,
intelligent and playful. € And i f they turn u
University of Manchester is proud of the Whitwd ho ¢é and it was very ki
businesdike or academiclike, we haveft achieved really any of those. [MW1]

(69) So our tone of voice needs to é reflect who
that | anguageé it used-lke oerybacademelikey ¢é al most b
[é] [ Mwl]

At the Whitworth, WG1 also describes her first project there and she remembers
that interpretive texts and the website us:«
the concern about not being At and aftarche@d e mi ¢ 0

Whitworth reopened.

(70) [ é1 when the Whitworth reopened in 2015, we

the gallery [€é] we all tried to kind of devel
easily acces déingng & bdtoé hcaderic Itwastrying to be
much more é friendly. é We didth&ddasnd of as a w

way we use language externally.[WG3]

Therefore, a balance between academic andacademic language seems to

pervade the participar@iepinion about languagesa, both orsite and online.

Simplicity, clarity and conciseness also seem to characterise language use.
Extracts 7173 show how the participants describe language bythe museum and the
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gallery, providing hints on the approach adoptedgeneral, théanguage is perceived

as fAsimpl ed comdplncctatifeadwer |y

(71) You may want to know, if yalne visiting from far away, how do you get there
é so definitely t hsenpléEnglishtagam.fMM2nf or mati on i n

(72) [ é] it woul d be Bnd bverlygcenwligaed é hand éi s
readableto anyone who walks through the door. [MM1]

(73) So, for instance, if we had, you know, ABeyon
we had on there [at the gallergloud e no't gonna €é you know, hav
complicated languagefort al ki ng about things in such a gr
people who might want to come in and have it as a very therapeutic space and to
be relaxing [é] [ MW1]

In describing the use of language, MM1 also refers to people who cannot speak
or read English, prolidy meaning aa very good level.
(74) [ é] some of our wvisitors may not be able to
hopefully by wusing a ign& ovdrcomdlicateditheyn dar d € t ext

mi g ht be able to pick out words or é even sp:¢
é describaswelh[MM)i eces

MM2 deli berately refers to APl ain Engld]i
|l anguageo: al though the | atter i's usually
simple, and thus carries a negative connotation, MW1 does not seem to usbeat wi

negative meaning.

(75) [ 6] and | s aBlantEngliss. [MMalvi sedl vy :

(76) And with people with English as not their first language, it might not translate
the same, so you wanna use quteplistic languaget o é maybe di ssect a
complex theory or term, an think ités useful for everybodyMW1]

Nonetheless, contrastirgpinionsemerge in the datdor instance, while MW3
defines i t as never gydewing lorathegniuaegne guidelines for-site
interpretive texts (seAppendixD), MM1 doesnotthn k t hey wuseBghageoyda)
at the museum because texts needhaveiia cert ai n f, dowavar] i t yo.
probablythinksof sl ang when he says fAeveryday | ang
everyday |l anguage i n Dbsteato avoid it bedausesit caudds u mi n g
sound too colloquial to L2 readers.

(77) Thats ieverydayi language . I tbéhe n&l lweé emdrydayng f or

language € [ MW3]
(78) [ €é )& shy that we uskamiliar € we | | ,notreverydayelanguageé o n

the texts, becauseé does have to have a certain formality to it, and everyday
language in England is not necessarily everyday language in Spain. [MM1]
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Somepatrticipantselaborate on the concept of simplicity by associating it to that
of clarity in order todescribe the musen and the gallery language. MM1 uses the

adjectives fAineat and clear o6, but does not e

MM2 | imits the concept of clarity to fAgr ami
what he means by sayi n gofciastyhtus seems o mefereton ¢ e 0 : |
syntactical structure.

WG2 al so defines the gallery texts as #fc
the point. She also uses the adjectives T
stressing the links between ctgrand conciseness.

A similar view seems to be shared by WG3, who claims that the museum staff

involved in writing say things fivery simply
|l i nedo, thus evocating the same idea of shor

WG3 alsotriestoextpai n how t hey operate in order
as effectively as possi bl eo: b aexpert ané, | vy , t h

i.e. people who do not know anythiagout the gallery.

(79) It6s just trying to communicate | supposecksarly and aseffectively as possible.
One of the things that | know that we are tr)
to putyourselfina userthatdoésn know anything ab®ut the gall e
the key for getting somebody who knows nothing aboatnitworth to almost
read it to see if they understand it, so &bdhe kind of headspace e trying to
€ operate in[WG3]

The concept of shortnessthus present in the data, where the underpinning idea
seems to b¢hat a kort sentence is also ckea. A general preference for conciseness
emerges in different parts of the interviews. For example, MM1 claims that he writes in

a fAconcise way. o0

In a similar vein, MM2 reports a suggestion he had at the university about
writing short sentences and pargghs. At another point during the interview which is
not reported here, he also mentions that the museum staff involved in writing texts for
the website had bmit for text length, but he does not specify the maximum number of

words allowed.

80) [ €] oervesseper at my university said: Ayou sho
journalisto, you know, one very shotthese very p C
sentences, very [séhlor[tMM2]par agr aphs
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MW2 stresses the iIimportance of writing
Acondense and confined as if to create a ¢
occupies. This, however, implies that the sentences may be short, but the lexical density
may be high.

(81) We use a variety of different tools and we also have to try anel @amumber of

parallelised reading é reading any of the co
obviously having itasonciseas possi bl e is great [é] [ MW2]

(82) So, as much as possible detry andcondense and confine8 make it as
conciseas p ossi b lileconéying bverytleng we want to at the same
time. [MW?2]

Finally, WG3 argues that they aim to wr
not too wordyo, which seems to suggest tha
none of the participants appetosde aware of any specific maximum length which was

set for online texts.

As far as stylas concerneddifferent perspectives can be found. MW1 suggests
thattheytrytous an i nf or mal style of writing, whi
onehandhe defines it as Ainformal o, Aper sonal
they use questions, personal pronouns, slang and figures of speech; on the other hand, it
is fAprofessional o and #Aintelligento, whi cf
credibility. Likewise, WG3 defines the galleslsy appr oach to styl e as
Apl ayful o, but Apl ayfully seriouso: appar e

also to adopt a sober, credible style.

Although MM1 doesnot t hi nk t hat tyléd shauld berused,lhg f or me
recogniseshat texts neetl o  haacer&in fdrmalitp and that the museum should not
use a conversatiahstyle of writing. A contrasting opinion is shared by MM3, who
works in Marketing & Communications: interestingly, she nmia A mor e f or mal

styleon the website than in the-gallery texts b ut Arsstatlil o ncaolnov.e

The data also offer different perceptions about stance. Some participants
advocate for the use of an objective stance, while others prefer the use of a more
subjective one. MM1, from the Visitor Team, thinks thaigim | | ery texts ar e
f act ua ltéltha factstand etgries behind the objects of the collections. However,
texts in other formats, such as videos or

involve interviews with people telling their own personal views. He also thinks that the
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prioi ty i s being Apoliteo, whi ch dpavagoea bl y me

concept if applied to texts.

MM2 comments on a text from a fAColl ect
believes that, as a curator, he eioms to o
scientific facts. Although technical accuracy seems to be a priority to him, MM2 also
acknowledges that each curator as an author brings their own personal style to the texts.

He, however, considers the negative consequences of prioritising acaurady fif act s 0
in writing. He thinks that this text may f
clinical and col do, as it i's fAnot colourfu

might be solid from the scientific point of view, but also distantiaagpressive.

According to MW1, there has been a shift in the museum use of language on

from a more neutral style based on dAfacts,
| anguageod expressing emotions. T aditiven g a s u
connotation: i n his opinion, conveying sub
speakingo, al so online. Apparentl vy, he wi sl
Amore personabl eo, and which can mtous be
i dentify themselves in the stories told.

language, which may disclose different realities: on the one hand, it may suggest that
the museum commits to be thoughtful of its audience without imposing meanthgs an
hard facts; on the other hand, it reveals that it is probably not possible to adopt an

expressive style without taking a specific stance and thus imposing a personal view.

Participants from the Whitworth seem to share a similar view on the stance used
by the gallery. For instance, WG2 consider
personabl ed, rather than trying to adopt th
(83) And thats, | think, making a quite interesting step forward in terms ofin
terms of language and actuallyhpne o pl € é consume | anguage and

on the website as opposed to a paragraplsthatb een si gned of f € in
Whitworth tone o éelsmaeipersonableWG2] i mat el y f

WG1 explains that their interpretation strategy dissuades them from creating

Afvery didactic | abelso, but rather encour ac
fexperimental 0. Stance i stivé: feelirsgs aregptefercetd j ect i v
over facts.
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(84) Butwehadashower e é &raltsheeré at the Whitworth é be
of the interpretation strategy which was explicitly against haveny didactic
|l abels é there is an otbaswomal ngendermey vfealy
I&m not quite sure what the right word is, Ipgetic? O rexpérimental? In
relation to our exhibitions. Rather than you knalidactical, telling you exactly
whatyor e going to see. é Andfreedonaoffered t hi nk has t
by being a university art gallery. € However, attempared same ti me,
by accessibility, in particular when working with academics [WG1]

According to WG1, adopting a fApoetico st
are a university galtg. In extract 85, being part of the university seen as an
advantage in terms of lgnage usdy WG1, who describgthe possibility of taking
more risks with language and using it with more freedom. According to her, being a
university gallery allows tamtouseterms such as i bthadwoaldnotof col o
be considered #Asuitabl ed by otfohdifferenbr gani s
reasons, e.g. because they are difficult terms. In another extract, which is not reported
here, she comments dhe discussion that staff at the Whitworth has had on the
exhibition fABodies of colouro in relation
complexity of the term AfAof colouro has b

discussiongbout language are inclutién the onrsite interpretive texts of the exhibition.

(85) |1 think that as a university arts gallery see
occasionally, butw& e i n a p o swe tan take mevéhrisks with éhe
way we use the languageAnd organisatons t hat are founded expl
through the Arts Counci |l and the Counci |, a
vocabulary that we wuse é or idiffcutbyoul d be with
of vocabulary that we use i ke ABodi es of colour o, for
exhibition title. [ ] some of the | anguage t |
not have é been é deemed suitable for ¢é [oth

of issues ofccessibility [WG1]

A constant concern about the accessibilityaniguage pervades tidata: 8 the
participantsduring the interviewsefer tothe texts either beingccessiblgreadable or
understandableFor instance, | asked MM1 to provide more details about what he
means by Afamil i ar [|séentexts:ahg eférotthecomrcept ait i@ on  t

~

readabil ity saying that texts need to be qr

MW3 cl aims that texts need to be Aunder
expectation in the museum field, which is unstated but always appli@atdeding to

him.

MW1 describes | anguage in terms of Al eve

which can be fApenetrabl edo by people with di
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Apenetrabl ed seems to mean undckethatttharaedabl e,
should nobe didderdmeanings.

(86) So,again,is about trying to use é the appropriate
penetrableby ¢é peopl e with vaMwWlQus é English skildl

Making language penetrable also implies making meanings morieiexipbr
instance, when telling about an art producer with whom she is working, WG1 describes

her use of | anguage as fivery explicito, i.c¢e

(87) Im wor king on a project at t heé moment wi t h

producer, an art producdl bealel yworkéjngama I
something in the gallery, and her languageeis/ explicit: ités about race, again.
[WG1]

Several mentions to accessibility can be found in the data. Sxemepkes are
reported to shw how accessibility is3 or is notd defined. In extract 88, MM2 does
not provide clarifications on how he intends accessibility, nor references to whom the
text should be accessible.

(88) Here ¢é we wer e t r yaccesgibleaspossidek[dM2t he t ext as

MM3 relates accessibility to inclusivity, probably assuming that if a text is
accessible it allows understanding and wider participation.
(89) And depending on the text that we do get back from colleagudl, hage a

look at it with them, and if we doneedo change it to make sure t|
accessibleandinclusive on our website, then we will. [MM3]

The idea that the museum and gallery 1t ex
(MW1) or fAaccessible to a number edataaudi en:
set, and is evident in extracts-98. The references to a broad, heterogeneous audience
in relation to accessibility seem to reveal a basic assumption, i.e. that a text can be
ideally fAaccessibl eo, and t hufsreadess saatythet o und
same time. However, this wide audience never seems to be fully defined, as data
suggest thagparticipants do not have a clear idea of their intended audience (cf. Section
5.2.1).

90) [ €] we wanted to very actively get away f

mi ght be considered jargon, things that mi

where yodre kind of patronising and making it too simplet baving it so that
ités accessible for everybodyo understand. [MW1]

roi
g ht

Q1) I think this was
designers €& were

i rted from some of t he ¢
| .
number of audiences withou dumbi

po
oki ng abccessthlewea text s, and
ng it down [é] [ MW2]
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92) So é&dwequite often | ooking at exhibition mak
lectures and things like that, and how we can make theme accessible to a
broader sense of é HWGhder range of people

93) [ é] the kindnof [ é&] e sdsogeh gnd bceessible as
possible [WG2]

94) [ é] we all tried to kind ofquittecasdyl op a | angua
accessibleé pl ayf ul in its kind of tone, so it W 3
simply, it was trying to say thingsvery®ear ly [ é] al most trying to |
t hat i dccessiblesto al[WG3]

Similarly, in extract 95MM1 <c¢l ai ms t hat they dAtry to
there were a universal use of language which could be appropriate for anybody visiting
thewebsi e Afrom all o v e 96, MWSB explaires that the Whitworth e x t r a ¢
once used to adopt the Ekarv method, which is a system (named afteeatsy
Margareta Ekarv) for writing osite interpretive textsThey then stopped using it since
they thaught thatthex oul d fAwri te simply for all o.

(95) S o wetrytospeak universallyé i f that makes sense é so we

in a style that ¢é wawbndreaingittfrontalloverul d appeal t
the world. [MM1]

96) | know that i n t imterprgtation withih thg gallerly spacesf our
used to be written via something called the E
poetic é structure in how you write things &

é write simplyforalanyway. 0 [ MW3]

Some participants la&e accessibility to writing for specific age group. Several
participants are asked whether their intended audience is a certafkltagagh each of
themmentionsa different age groumm extracts 9099, MM3, MW3 and WG3 seem to
share the idea thatome contents are made for a certain -agege. The assumption
underpinning this idea is that texts made for a younger audience should be more
readable and easier to understand. There is no explicit link being madeeixtrémes
between writing for childme and writing for L2 speakers, but writing for a certain age

group seems to bestrategy used to make texts more accessible in general.

o7 1 : Do you think you are trying to aim a cert
website?
P: Saninéyearsoldplus. Thats t he €é the rebatmmendati on |

when producing all of our communication material, to look at: if a-yeerold
could understand what e written, thends €é t hen iadcessioleoul d be
[MM3]

(98) Webve obviously got diftrent audiences in mind at all times, but tieways
been an attempt and this comes through in the label texts that everyone writes
al so within the exhibition sfeamngin the phys
for a sort of commothhdepkoéi hat omemoapndéél abel
i s ai med ai2toal5 yearsiddsortoof agetpersonin that if a 1215
years old child can understand it, then it s
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breadth of people can also understand wvithout attemptingg s ort of é make
it too childlike in terms of appealing to younger children. [MW3]

99) [ é] o b aBbchoolsaldignceso m imagining teachers, ifG studentsén
imagining the kind of demographid$-20, so we try to é we try to
peoplelikei [ é] [ WG3]

WG1 relates accessibility to prior knowledge: accordmdper, texts cannot be
written as if they weraddressed to peers, taking certain concepts for granted, because

readers cannot be expected to know much about the contents involvetkixtshe

(100) And the Whitworth quite ri ghactegsible hought that
and not make assumptions about knowledge, because it was for a wider audience.
[ ] Because the advantages madacdedsiblemki ng about
to a wider audienceare infinitely preferable than just think that becau&enbt
about -té-pepreeeeption anymore. [WG1]

In order to elaborate on the concept of accessibility, WG1 deschbes
experience at a museum conference involving different types of egespth as
academics and artists, and refers to the language used during the presentations as
Afexclusionaryo, making explicit that if so

has not prior knowledge on what is being told, they cannot participdiatidiscourse.

Technicalaccuracy is also an issue which emenges the data and is strictly
connected with accessibility:sing or &oiding technical terms appeats be an
important fact for the participants working at tdanchester Mssum. On the aatrary,
no participants working at the Whitworthatlery mentionthis issueMM2, who works
with the museum collections, admitat when he writeskts for the website he always
includes technicalterms which are specific to its field without providingfiditions.
However, he claims that he tries to avoid

from terminology.

(101) So, when | say faccessibleo yes, I try é and
avoidjargon é but i Incwiuldle t echifMMRlal ter ms [ é]
(102) so, an answer to your absolute question: no,

| do not provide added definitions [MM2]

On the other hand, people from the Visitor Team or Marketing &
Communications, such as MW1, MM1 and MM3, dpt either removingterms or
adding explanations to it in order to make it accessiblgarticular, MW1 suggests
t hat Acomplicatedo words that need to be i
Afgive a better contexto by expanditog on t

explain the meaning of such words.

227



5 Results of the quaditive interviews

(103) And you need ialmost to a certain degree to understand what it was in front of

you. Andifyoudid® , you might just pass that by é we
get away from that, andemove things that might be cosidered jargon[ € ]
[MW1]

(104) And also maybe if there are words in there that need to be in there that might be

a bit complicated, judink them é t o s omet hi n givealbeiter t hat mi ght
contextof what it means [MW1]

(105) We want to be able to reach everyone. & |t hritinlg thé scienéfic
name and the definition of it | think, in a norpatronising way, just as a kind of
subheading é is really important. [ MM1]

(106) So again, some of our audiences might not necessarily understand what
entomology is, they ngih t not be an academic audience &

people who are interested in our collections
language othe terminology is explainedso that thefre able to understand it.
[MM3]

MW3, working with thecollections acrosshe two institutions, also expresses
the need for avwoiediinfg chi vseorryt soubjweocrtds o or f

explanation: according to him, this shoul d

MW1 expresses the idethat scholars and specialists do not need technical
language, because they still get the information they need without it.
(107) So, | mean sometimesyen if you are a scholar | dod think you need to
have those[scientific words], cause you already know theso | dordt think you

woul d go: isOhn, o twed [ wrtihtatten i ntelligent enough
get the information, you see what | mean? [MW1]

On the contrary, MW3 claims that the research community certainly needs
technical terms in order to finchd identify an item of the collection.
(108) I think wer e al | € aiming for everyday |l anguage. [
ités just hard sometimes, because of the subject matter. Sometimes the subject
matter gets in the way of being able to do that, becauseged to use certain
things to say what it is é and does ¢é | feel
certain standards as well where they need toLagem names, causeif they

dond the research community wort know what it is. So, again, they maybe
have todo something twice. [MW3]

Including terminology would be fundamental also for improving visibility of
specific information in terms of Search Engi@etimisation SEQ: drawing on basic
notions of SE(QLedford, 2008; Mavridis & Symeonidis, 2015; Patel, Prajapati, & Patel,
2012) if a web page on the museum site includes a specific technical term, a scholar
using that term on a Google search will be more likely to find the related content on the
museum websiteAlthough tis fact is not explicitly rantioned by any of the
participants, MW2, whavorks in Marketing &Communicationsmentions the use of

SEO strategies and the fAsemantic natureo
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reported when showing the participant®ferences to the peculiaritiesf online

language.

A general trend towards simplification can also be noted, as attempts to simplify
texts are mentioned in various parts of the data. Some participants mention
simplification without elaborating on the concept and providing details @it Wwiey
really mean. This, for example, is the case of MM2 and MWL1. The latter talks about
Astripping it down and fAsimplifying ito, a
that he does not wunderstand t heccardngteon why
him, theiri nt ended audience (i .e. a gener al audi
to understand. Again, simplicity is preferred to accuracy.

(209) | just wannasimplify everything. 1dond@ know why this all needs to be

complicated If someone wnts to come and complicate it, thémIsure we will

do that, but | think é the majority of the p
connect to, that isasy and thathey can feel that they understand[MW1]

MML1 refers to simplification in terms of lerfgtaccording to him, the museum
does not want to provide a lot of details about the exhibitions online, so as to attract

people orsite.

(110) [ €] with t
det ai l é t
too much o
of a taste
about it, | guess. [MM1]

he exhibitions, it has to be é a c
han onl optedo,visitthe exhibitore sowa puwwa nt pe
nl i néethe point \gsitirey® S0 ya havehta det a kind

of what tsimplifyiegshbw nuchtyoudatk i s about é

WG2 also points to the needlreducing texts, but in a specific way. He does not

aim at simplifying, but rather at Atrying
Aunnecessarily kind of heavy academic text s
in some formats, butéht t hey should not be included at
undermine accessibility for a general audience. He pbiis t he i dea of Atry

things as economic as possibledo by reducir
simpler. He also arges that if visitors are not able to understand the message of an

exhibition, this might be related to texts being unnecessarily complicated.

However, especially at the Manchester Museuan, opposite concern can be
observed, i.e. oneegardingoversimplification MM1 and MW1, who both belong to
the Visitor Team, expresthe fear ofmaking the texts souni p at r o Maksxg n g o
texts too simple might undermine pedplepportunity for underahding and meaning
making by imposing a single tagpwn view. MM1 claims that the museum does not
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want to humiliate reader s, as he i1s aware
understanding a text.
(111) [ é] &@weal ways ¢é wr éshaoverlpacaadwany ct hdtut al so é b

suren ot t o make i becagsavé adoad want tm paltranise out
visitors. We have intelligent visitors. [MM1]

(112) And | think by é writing the sciantific name
non-patronising way, just & a kind of suheadi ng €é is really impor
[MM1]

(113) [ é] we wanted to very actively get away f
mi ght be considered | ar gqagowaytboidonps t hat mi
where youdre kind of patronising and making it too simple, but having it so
that itts accessible for everybody to understand. [MW1]

roi
g ht

MM2 and MW2 describe the risk of Adumbi
texts and making them more accessible. Both participants thus stress that making texts
simpler does not san making them monenintelligent. In particular, MM2 thinks that
raising expectations and creating texts to a higher standard by providing technical
details about the collections is important
but a culturalinstitution specialised on specific domains of knowledge and having the
opportunity to disseminate itmplementing text accessibility should not jeopardise the
readerdpossibility of learning and meaningaking.

(1149) And frankly, to ¢ eabdoutdumbing dowrée ié& tyhoeu d eab astee

the bar a bit higher and say: you know, here is a technical description, on a

website or on a physical label, about a very specialist group of material in a
museum é ywede ndt areural spaceyouve come into anuseum,

wedk e not in the middle of a é a shopping cent:
(115) 1 think this was imported from some of the cc¢
designers ¢é were |l ooking at these texts, and

number of audiencewjithout dumbing it down [ é ] [ MW2 ]

Some participants also mention features that are typical of online texts. MM1
and MW?2 points to the use of headings and-lseddings to structure the text, e.g.
including both the scientific name of a collection in the heading &djeneral,

common name in the stieading.

WG3 assumes that the readeattention mainly focuses on the first sentence,
and thus stresses the importarafeprioritising the most important information by

putting it at the top of the page in the first tegiTe.

(116) | have been on text writing workshops myself
you é | ook pattthe smosthiropartarit thing that you want to say
first, so youre actually trying to structure it in that way, so rather than perhaps
leavingitbr the conclusion é that was taught per h;:
you to kind of leave the best till the last, leave the punchline till the end, and |
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think what that kind of structure taught me was to kind of alreagtwhat you
really want to say in the first sentence, cause thé& when youwve usually got
peoples attention. [WG3]

MW1 and MW2 both highlighthe possibility of using links to connect pages
that may be related to each other and appropriately organise contents within the website.
In partiaular, MW2, who works in Marketing & Communications, advocates for the use
of Acontextual |l inkso which need to be des:
for images and tags in the body text of the page. He also mentions that the latter are
importart due to Athe semantic nature of how C
SEO: within his team, they | ook at Awhi ch
museum website in order to understand the keywords employed by users. This helps
them understandow users normally find the website and what they are looking for.

(117) And also maybe if there are words in there that need to be in there that might be

a bit complicated, judink themé t o somet hing el se that mi ght
context of wm@Mawl] it means [ é

(118) ts been quite individual in terms of € wor Kk
probably another one of our key areas &EO. And with the website itself,
wedd | ook at how é which searchewhiche again, goil
searches people havased to find us  w h i tagkandéerms are kind of the
mo st € mentioned in relation to wus, and ¢é a
describe things as wednforgettingothemameafthki nd of al mc
principle now, but the kind of é the semantic
texts andhaving contextual links, rather than any kind of é ba
practice really, so avoiding nieadatack her eo, h a
for images thealttagsingoodordef so accessibility é making s
are aware of who ourkeyrefeer s are and where people go to
so making sure that kind of é effectively &
yeah, the copy on the page, andtidmgsin the body of the page as well. [MW?2]

Finally, MW3 emphasises the need to offerexpere nce whi ch i s fr

imagel edo f or peopl e who ar e not experts, |
experience generally needs to be mainly visual: the abundance of images and of a visual

type of communication igeneral is a feature that he found on othétural institutioné

websites which have inspired him.

(119) And then yodve got the audience that do&sknow about all that and is after
just an experience about what a museum has and mayb@®ésimage-led and

what is written in about themisabitmoren f or mati ve. ¢é So, yeah. [ MV
(220) 1 feel t hat the big thing we always take f
presentation and the imagessit t rying to é especially for the

it to make it a lot morémage-led. [MW3]

These clues pointing to feats which are typical of web texts may reveal that
participants do pay attention to adapting texts for the web to some extent, or at least that

they acknowledge the specificitiebweb texts
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Writing for translation

Most of the participantgefer to issuesrelated to translation at a certain point of the
interview, even if theywere not prompted to talkabout it. For instance, MW3 asks
guestion on translation at the beginning of the interview, assuminthibasthe focus

of the interview a possible gason for this may be that MW like all the other
participantsd was told that the present thesis was carried out in a translation

department.

(121) So its not about the information necessarily being prepared for any kind of
translation, ités just the apprapateness of the English to nomtive English
speaking people? [MW3]

When asked about how they try to engage with a multicultural audience, MM1
talks about the possibility of translating online contents to be included in a specific blog

about South Asia.

(222) I: And how do you try to engage with a multicultural audience?

P: Wel &§ eé¢ awoeut to embark on South Asian spec
wedve not fully explored it, but it would be really nice if we could get to
translate that into different languagesthat are spoken in Soufsia.[MM1]

MW1 and MW2 mentiorthe use of Google Translate tianslate some of the
museum content®IW1 refers to aspecific exhibition at the museum where the visitor
can get mobile digital contents in different languages. He explains that Google Translate
has been used for this translation with fpwofessional postditing carried out by
members of the staff speakirtbe languages involved. However, M@1lview is
somewhat idealisticin that he hopes that Google Translate will evolve and thus be

appropriate to use to translate texts into

(123) Wede still looking at howGoogle Translateworks, and how we can try and
find other things. But the additional information, @ee putting it in different

|l anguages now. So youbreogbd WseThirdlght ar o scan é
RomandEy esd at the museum. [ é] sonyou cah sca
English or you can go: nowdit in Spanish, ord in Italian. Andwedve Google

Translated it and then wéve editedité t o see how it fits, cause |

seeinghowth&& oo gl e ¢é @vohaen Becaude @& getting better, then
we can rely a it a little bit more, and then we couly and use all the languages.
€ So right now ifs still in its infancy [MW1]

MW?2 also refers to the use of Google Translate to create subtitles for their
videos into different languages: apparently, he thinksithnecessary mainly to engage

with the diverse local communities in Manchester, but also to be more international.
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(124) | think in thepast we made use @oogle Translateas an option, and kind of

tried to direct peopl e t owotldhtavouldd®de s o . € But,
great tohave all of our videos transcribedé i nt o mul ti pl e | anguages
ités been a case of capacity really. But yeah, in terms of Manchester having so

many | anguages as well é it woul,d be great,

local communities, local visitors, bat obviouslyé we hope to be even more
€ on the international kind of radar realffdwW2]

MM2 referst o At raons!| at & b o ng gue b definilian efswhat
he mean®y this, the concept is probably relaterlthe ease of translating contents from
one languag@to another or more than one. Translatability, for example, may involve
the use of a controlled language in order to reduce ambiguity and complexity at
different levels. MM2 explains that when theyote the texts for the museum website,
they tried to think about accessibility but not in terms of translatability. Then, he
mentions the possibility of having a web page translated into another language,
probably automatically through the use of machiaedlation systems such as Google
Translate. However, he seems to also suggest that when he wrote them, he did not think
about the ease of translating his own texts into other languages, such as Arabic.

(125) Hereé we were trying to makéhe text as accessibés possible. But | do not
think we were t hi nKranslaabilgyp Howj | tariickiaoivl v about é

é this is a technicél tqwe st icaam ¢é oruo wia daanysd ,atlee
Ifite a web plagkneéwdomow you do it? But e if I
example a page in Italian ¢é and my |Italian i
option to take a page Ilike this and simply t

was no consideration given to how easy that would be. [MM2]

(126) | try to make texts as accessible asps i b | &m rdt speaificallyl writing it
or thinking consciously about it beitiganslated into Arabic. [MM2]

In extract 127, MM2 also commentsat texts may be written in a specific way
if the authors are already aware that those texts will beldtads butdoes not specify
how the texts would be writteiHe explains that he did not write the texts for the
website by checking Al egibilityodo or Areada
does not seem to refer to translation intended as pravidontents into another
language, but he rather seems to suggest that he did not think about L2 speakers of
English, who may need to translate those texts into their own language by themselves in
order to fully understand them. MM2 later refers to a leche gave at the University
of Bologna, where he knew that interpretation services were offered, and thus that what
he was saying was being simultaneously translated into Italian: apparently, this helped
him to be more conscious of his use of languagerder to facilitate translation.

According to him, a similar approach would have been useful for writing texts for the
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website, i.e. thinking about the texts potentially being translated, but actually this was

not the case.

(127) | try to keep to the guidelinesor t he ¢é for the original | abe
things get compl i cat édimdstagiftieeteitosgreato much t ext
a volume of stafd, chedkt henéédéyghpakitceahai nly c:
with thoughtlse gibmiulti téy tohre é the readability
translation. And really i6s funny that yo&re asking me this because when |
gave this lecture in Bologna ¢é | really thouct

English. Because it had to benslated simultaneousy. And maybe if | had
thought about it more the text that | produced for the website would be more like
€ my spoken version of that Il ecture in é in B

Other comments can be found in the data where the concept of translation is
referred to, forexample in relation to the use of terminology. MM2 and MW1 make
contrasting observations about technical terM2 saysthat technical term$i d o
translate to other | angua e aré jnternatiomalty h prob
recognisableby people working within the field as already mentioned (cf. Section
5.2.7), MM2 assumes that people from other countries who are specialists in a specific
academic area know thtems related to that field in English, due to its status as a

lingua franca in academia.

(128) These [technical termgjo translate to other language2 and anyone é |
dom@ want to make generalisations here, but pe
specific fieldlar e probably being taught é a | ot of t
English scholarship, or scholarship in English, or in French. [MM2]

On the contrary, MW1 suggests that t ech
sameo, whi ch per ha p sicaintegnamayg betdiffi@lt to nderstandt ai n t

to L2 speakers of the language, and thus may not convey its meaning.

(129) But if you do have that language and§oe al ready i ntrigued cause
know what entomology iso0o and ifmaboutwanna contin
trying to capture as many people as possible, so théiteyoot alienating anyone.

And with people with English as not their first languaigenight not translate
the same SO you wanna use quite simplistic | ang
compkx theory or term, and | thinkat useful for everybody. [MW1]

WG1 makes a similar remark on the language involved isiteninterpretive
texts at the gallery, saying that At mi g h
However, itisnotclea wh a't participants mean by fitran
not seem to use this idea to refer to translation from one language into abather,
rather to describe a text which can or cannot be meaningful to L2 speakers of the

language involved
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(130) Itésthe same with this exhibition. So, théseareful thinking abou# language
and howit might translate differently into different languagesas well, from
the interpretation that we have here. [WG1]

Although translation into other languages is mentiongd plrticipants at
different points during the interviews, it does not seem to be a daily thought when it

comes to the production of the texts for the website.

Interim summing up

Comments from the participants suggest that a style guide for writing oetitseis not
strategically and consistently adopted by the Manchester Museum and the Whitworth:
language use thus seems to come down to individual choices, although style is supposed

to be influenced by shared guidelines on brand and visual identity.

Language use does not seem to be greatly affected by the intended audience:
language is adapted only when thinking about the intended readers in terms of prior
knowledge( e . g . academi c v s but nbtgire terens afl lidguisticu d i e n c ¢
background ororigin Fur t her mor e, a common idea in th
languaged without oversimplifyingd may serve different types of readers and be
readabl e for Aeverybodyo: there is a const
Aal |l o, a be poskiblei td shape lanbjudge so that it fits the needs of a broad,
heterogeneous audiendsut the way in which this could be achieved is not clBata
seem to reveal that participants do not have a strong linguistic awareness, neither in

terms of the intended audierl@seeeds nor in terms of their actual language use.

Finally, although some participaats ref
latter do not seem to be daily thoughts or widely discussed issues affecting text

production.

We now move on to the report of the themes developed from th&NEU

interviews.
5.3 EU-EN interviews

This section presents the results related to théeRUnterviews. Through théhematic
analysis of the data collectédf. Section3.5.4.9, four major themesvere developed

thataddress the research question sudlquesions. The themes are as follows:

1. Original and English versions of the websii@king to whom?
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1.1. The intended audience of the original version
1.2. The intended audience of the English version
1.3. The use of web analytics
2. Different university museums, differerglationshig with the university
3. Two sides of the same coinriting and translating texts for the website
3.1. Original version: people involved in writing;
3.2. Translated version: translation process and people involved;
3.3. Top-threemost importanpages on the welie
4. Onesizefits-all approach to language: which English?
4.1. Discussing external communication;
4.2. Conforming to guidelines for writing texts;
4.3. Simplification strategies vs. use of terminology;

4.4.Use of English: one language, different perspectives.

In reporing themes including suthemesa final interim summingup sectiorwill also

be provided

As mentionedn Section3.5.3.2 the acronyms used to indicate thetjggpants
refer to the country in which the corresponding museum is locatedlalole 5.4

participants are identified by the team to which they belong

Participant Institution Team
DK Natural History Museum, Copenhagen Marketing & Communications
FI Helsinki University Museum, Helsinki Collections
HR Botanical Garden of the Faculty of Science, Collections
Zagreb
IT Museum of Human Anatomy, Turn Collections

Table5.4. EU-EN participants

The interview with IT was the only one which was not carried out in English but in
Italian due to practical reasons: in reporting results related to this interview, the original

extracts in Italian (in italic) are followed by my translation into English.

A note is in order before reporting the results. Drawing on thd&BUhterview
gui de (see Appendi x A), no reference was
questions, as | codilnot assume a priori that the texts in English were the product of a
translation process rather than being written ad hoc in that language. In other words, |

asked participants about At he process of wi
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Atramnsiga textso I n t he guestions, unl ess
translation themselves during the interview, thus letting me know that a translation was

carried out in the first place. Since all the four cases included a translation process to
cred e texts in English, I have decided to r e

well as to include it in the name of the third theme.
5.3.1 Theme 1. Original and English versions of the website: talking to whom?

As in the case of the UEKN interviews, afundamental theme which was developed

was the museud intended audience for their website. However, while in theBBK

cases there is one version of the website which is supposed to address its intended
audience, the EAEN cases involve two (or more) wons of the website, which are
meant to engage with different audiences. This theme has thus been divided into the

following subthemes:

The intended audience for the original version;
The intended audience for the English version;

1 The use of web analysc

While the first two sections are complementary, in that they focus on the
original and the English versions of the website, the latter is thought to provide a
different perspective, focusing on the use of tools to assess what is the real audience

visiting the website.

The ntended audience for the original version

| first tried to capture how participants imagine the audience for the original version of

their website. Apparently, the intended audience mostly coincides with the museum
physical visitors. K, for instance, describes the situation at the Natural History

Museum of Copenhagen. At the moment, their website is divided into three different
areas, i . e. ACol |l ectiono, AEducati ond and
museum have been recgnfieparated, the museum staff are planning to create a new
version of the website including only the i
version of the website magadesntedo,bet rexc | p!
information which are necemy to people who may want to visit the museum, namely

location and directions, exhibitions, activities and family programmes.
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(131) [ € Yedl alsoremove some content that has to do with the research and all that
stuff ¢é& but t hen vsiiorropdntgd. How dotyourfiadlug? 1t €
What are our €é exhibitions? What ¢é what are o
do? All that stuff. [DK]

I nterestingly, DK divides intended reade
audi enceo or fAfimucsieaum ipfairda 0gu dinednceo (i . e. r
assumes that the museum only addresses the former group, while the latter is targeted
by the research centre of the university.

(132) [ é] &Gwee t al ki wisgor aubiemegtnot gcientific audience herright?
Just to make absolutely certaindeetalking abouthe museum part [DK]

Furthermore, while talking about the aims of the website, DK explicitly defines
their Amain audienceso as Afamiliesodo and

attract fipeople that have an interest 1in na

Similarly, HR claims that theirintention is to provide visitors with the
information they need to visit the Botanical Garden, thus confirming that their main
intended audience on the website reflects the physical audience.

we wa nt eudvisitos to phave ipfannaton if ty want to see it

(133) [ é]
the Botanical Garden] [é] [ HR]

[

On the contrary, when asked about the intended audience for the online pages

about the collections, FI does not seem to refer directly to museum visitors, but to
online users as it mgthegoalineetexts! Sheaalsd refens toe 6 r e

researchers looking for specific objects within the collection.

(139)1 think ¢é tthe @geomreréalt caudi ence who are maybe
and é trying to find out what kind of museu
collections we have in general. And then also fiesearcherswho are looking
for websites for € to know if there 1is some
interested in. [FI]

However, in extract 135 she stresses the importance of the general audience. She
explains hat as part of the university they have an intranet website aimed at the
uni versity staff, but the fiouter websitebo
Amore i mportanto to them.

(35) [ €é1] we have this i nt@havewseybmchtafétheee] so but we d
because this €& as wetheswvabsii for thehgereralout er websi:
public, i s more important to wus, because we are
orientated to our own public €é wuniversity 1is

are maybe becominfgture students, researchers and so on, but tieeugeneral
public is more important. [FI]
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Li ke DK, HR mainly refers to the physica
are comingo do check t hehedoesbnstisupportthisf or e t
assimption with anydata about the visits. However, he believes that some of their
visitors are also teachers with school groups.

(136) And | think people who are coming herd é ] are checking our websi
also | know thepeople from Croatia are checkingitbeeces e é i f you want to
order something or guided tour information they have to go and open it and so
they can look at it. And also we send an informatiotesézhers and professors

who are usually coming with kids to the Garden, that they can find all the
necessary information in the website about the history and the collections. [HR]

He also seems convinced that most of their visiforespecially the local ones

0 are not Aprofessional so, but peopl e who
Gar den uirfeoor. | ei s
a3n [ é] mo st of noh grofegsienalp Whe coane & the Botanical
Garden. Especially Croatians, you know: they come l@rdeisure and to
enjoy. [HR]

On the contrary, IT explains that they have visitors who are scholars or
researchers from fierent scientific fields, and some of them are international

researchers who visit their collection to carry out research.

(138) [ € fuesti crani sono una collezione di riferimento pardiosi di diverso tipp
abbiamo spesso é medi crtrgpolodia, rfisici, chei |, piuttost
vengono quak spesswengono dalestero per farericerchnd / [ é] t hese skull s
are a reference collection falifferent types of scholars we often get e
doctors, dentists, but also anthropologists and physicists, who comeAhdre.
they oftencome from abroad to do research[IT] (my translation)

However, data from the interview with IT seem to suggest that they mostly think
of the gener al audience as their main audi e

thus pointingo its size and heterogeneity.

The ntended audience for the English version

| asked the participants about the audience they imagined when they wrote the texts in
English for the website. FI tentatively suggests that they did not think thoroughly about
this. Later during the interview, FI describes the intended audience for the English
version of the website by saying that they may have thought about it when they
reviewed the translations of the texts: she mentions international or exchange/lecturers
who ae at University of Helsinki, as well as students and researchers from other

uni ver sities abroad or fnot her audi ences in
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(139) When we approved the transl ati on, we maybe
nei t hexchangé studets or exchange teachersr other foreign teachers or
professors in the university in Finland, but also of coussedents and
researchers in other universitieamaybe omther audiences in other countries
[FI]

On the contrary, IT seems to have a clear idedheir intended audience,
claiming that they did not think of scholars and researchers, but rather a general
audience.

(140) I: Quando & stata quindi questa decisione di creare una versione inglese del

sito, a che pubblico avete pensato o stattora pensando?
IT: A unpubblico genericonon a un pubblico di studiosi, n.

I: So when the decision to create an English version of the site was made, what
audience have you thought about or are you still thinking about?

IT: A general audiencenotan audience of scholars, no. [IT] (my translation)

At other pointduring the interview, IT seems aware that some of their physical
visitors are international tourists, i.e. 5% of all their visitors according to a questionnaire
which visitors are invited to fill in at the end of their visit. In particular, the museum
welcomes many French tourists, due to its proximity to France. She also mentions that
they have school groups from abroad visiting the museum. These facts, however, do not
seem to have informed the English version of the website, which is not intended
specifcally for international tourists or school groups.

While FI does not seem convinced about having many tourists visiting the
museum, both DK and HR think about international tourists as the intended audience
for the English website. In particular, HR refeto tourists from other European
countries, but also tourists from Asia, thus showing awareness about the cultural

background and geographical provenance of their visitors.

(141) I: But when you think about your audiences, do you think about
P: Tourists.
I: International tourists?
P: Absolutely. That international tourists. [DK]

142) [ é] we get niourists every gearmfatuadly, | think half of the

visitors during the last two ymmttys é from may
tourists. We getlots of dif e r e nt  framuBuropgan sourdries also, but
lately quite a lot ofpeople from Asian countriesé especially from Kor eas

from China and Japan sometimes. [HR]

Furthermore, when referring to -@ite texts, HR assumes thaternational

tourists read thse texts more than Croatian people: this seems to confirm the
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underlying assumption that the latter visit the garden because they are looking for a

leisure experience (as already mentioned), while the former prefer a learning one.

DK claims that they donot think about international students: these are
supposedly more interested in the research centre of the university rather than the
museum, especially now that the two institutions are separated. However, this may seem
a contradiction: apparently, as dé&nts are not attracted by the museum, the museum
does not feel the need for serving that audience, while this could possibly be a reason

why the museum should try to engage with students in the first place.

(143) I: Do you also think about international studergtudying here at the university?

P: No. € To some degree, we would have done
that €é this is AEducationo. And this is AColl
this is the sort of the threvesfrpm | | ar s. e We

research and education a lot. [DK]
DK also thinks that they do not target people who have moved to Denmark and
may not know Dani sh. Furthermore, he expl a
audi enceo, whi c h sfandliessandgemeral visitots:utlliggoplea i n |l y

who have moved to Denmarkaresot pposed to be par.t of dAthe

(144) I: Do you also think about people who have moved to the country?

P: No . No . é No. No, tdhat Wevou h idthdb ea o INto , é we

target audienceandwedod particularly think: Aiwel | | we |
of people who have actuall y&@domevttetd t o Denmar k
[DK]

Apparently, none of the participants thought of imaive speakers of English
when translating theexts or sending them to be translated. DK admits that this was not
part of their thoughts, but shows interest in this question by saying that he will bring up

this issue with his team.

The use of web analytics

FI mentions the use of Google Analytics twokv who visits their website, but explains

that she has been too busy with other tasks and she has not looked at these data. IT also
talks about the statistics on the visits to their website, but admits she is not responsible
for that, and thus does notdww data about online users visiting the museum website.

a similar vein HR refers to the analytics offered by WordPress, but makes it clear that

he does not know anything about it because a colleague of his deals with these data.

Furthermore, HR explamthat their website is still too young to use the analytics
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appropriately, but they wild!@ do so nAafter
EU-EN participants that work in the Collections team are not familiar with data about

the usage of the weibts and the types of users who actually read their texts.

On the contrary, DK, as part of the Marketing & Communications team, reports
that he has been using web statistics. These have revealed that the English version of the
research section of the welssis visited more than the original version of the same
section: assuming that the research area is mostly visited by researchers, this seems to
suggest that the museum has many international reseaéchgrsbably more than the
local onesd visiting its website. However, as the research part of the website is going
to be eliminated, DK argues that the actual audience for the original and the English
versions wil/l l ook | i ke each other more i
Amuseum v igeneral will egresentnthe majority of the online users of the

website.

Interim summing up

Overall, data seem to suggest that the intended audience for the original version of the
websites involved in this research is the general audience, mganjisgal visitors to

the museum and families in particular. Researchers and teachers are also mentioned, but
do not seem to play an important role. As far as the English version is concerned, while
FI mentions international students and researchers, iMskhat they did not think of a
professional audience for the international version of the website, but rather to a general
audience. Similarly DK and HR explicitly describghat audience as international
tourists. However, participants do not seem tmkhthat the image of a specific
intended audience has informed to some extent the creation of the website as a whole

and in particular of its English version.

5.3.2 Theme 2. Different university museums, different relationships with the

university

As was donaluring the UKEN interviews, Ispecifically brought up the fact that both
institutions are university museumsnd asked EAEN participants about their
relationship with the university in order to understand the extent to which this may have

affected theitanguage use and the creation of the website as a whole.
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In particular, data shed light on whether the museums involved are supposed to
conform to university guidelines for creating their website and writing texts for it. For
instance, HR explainghat being a university botanical garden does not affect their
language use, as they are not expected to follow any guidelines provided by the
university. Apparently, the university only asks the garden to comply with the European
regulations, such as th&J) General Data Protection Regulation (GDPR). According to
him, most of the botanical gardens in Europe are institutions which belong to a research

centre or a faculty, so HR situation is not exceptional.

HR also emphasises their autonomy from the umitye he explains that
creating the website was their own idea at the botanical garden, and they independently
carried out this process, without any requests being made by the university. However,
he clarifies that the garden is a member of a Europeamorietthus stressing the

commitment taliscussing common issues with other botanical gardens around Europe.

(145) Everything that we did wasur own idea it was not presented or asked of us
from the faculty or t Wwedependionvoarsegsandy . So é you
é but al so ¢é patuof theGaropgan Metwork of Botanical
Gardens, SO our Director goes to meeting two ti
different botanical gardens in European countries and they discuss different
things. So, web pages weretmeally part of their talks ever. [HR]

Unlike HR, FI stresses on different occasions that the Helsinki University
Museum follows the guidelines of the university. First, they are required to provide
contents in three different languages, i.e. English thedtwo official languages of
Finland (Finnish and Swedish). Apparently, the use of the English language is
something which is fundamental for both the university and the museum. This is linked
to a second aspect, whichiigo:t hEl i ecnpair ms nt
university pays a great deal of attention to being international, especially in terms of
getting money from international students and researchers.

(146) | think in the University of Helsinki strategies thisnt er nat i dswvey € role
important and universities try to get also money from abroad, students,
r es e ar cd eerysmpatani for the university, thisternationality . And
thatswhyits maybe é we Ganmperantté ust[fl]i nk it

Third, when asked about the maima o f the museum website,
whol e wuniversity strategyo, describing acc

enabling blind users to access the contents on the website.

(147) I: What do you think its main aims are? The main aims of ymbsite.
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P: | t&i e idomet hi ngthawholeduaiversity strateégh

and also our own mu s e uaecessibleardtaeadaple We must é
because we got our money partly from the govi
this accessibilityis very importanttoday. & ¢é t hat éunivesity@se t he

templates| é ] f or e x @enbfind er,havé $omeykmnd of difficulties,

there are means that site can be accessible also if you have some difficulties. [FI]

Finally, she also explains that uni versity office, . e.
Community Relationso, provided the museum
which they followed when they created the museum website. Therefore, university

belonging seems to encompass different aspectdemsions at the museum.

(148) [ é 1 unikersky Communications and Community Relations they helped
€ universities €& this museum and other uni ve
made v er yuidgloesfdorée é for these content creator:
madethenew si te, we read and studied these guide
to follow the Ilines [é] [FI]

DK does not explicitly mention university web writing guidelinesed by the
Natural History Museum of the University of Copenhagen, but he explains that when
writing texts for the museum website they I
means t hat they need to check that cont ent
before publishing it online, so as to ensure scientific credibility. DK only mesti
university guidelines related to the design of the website: he argues that they have been
required to adhere to these guidelines, bu
promote what they do atwitsheed . muHseattdimhad vair seusa |t
been difficult for them, as until now the university has not given them this freedom.
Nonetheless, he hopes that now that the research centre and the museum have been
separated, the university will let them make their own decisions in termshoflesign
without mounting Aresistanceo. This descri
and university conveys a struggle between the univéssityerests and the muse@m
need for a more independent, open approach to the construction and esevelbsite.
In particular, DK advocates for the removal of some elements of the website which refer
to the academie nvi r onment , and may thus be fAconfu

visitors.

(149) And for many yearstheni ver si ty é e sweghadiogdhéralel i nes
to them. C o wepnkeel sometlying diffeéeidfrom our website. We

needvisually contentwise And t hat has been very very diff
uni versity, the dean, f @epaftaoftherkseaech sayi ng fi E
here. Wecard j ust | et you do stuf fédseeish this, bec:
the University of Copenhagen. o [é] So, now WwEe
noresistancd é] [ DK]
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(150) [ é] the wversion Iemdave elementen etehda tt oarseorparotf of t h
university and that is simply jusonfusingf or peopl e that are é you
families, vi s dniraneband@honsthogk? ® s Wt haba tlat,

right? Wedod need t he Werpeaddiffecentstaffr[DK] é ]

DK further asserts that they normally compare their communication and brand
strategy with that of other university museums, in order to understand how to promote

themselves as part of the university.

IT describes their situation saying that their websits wede by an external
agency. This, however, was the product of a great effort made by the museum staff to
get the permission from the university to outsource the creation of the website. The
reason for this was that the university required the museursetthe universifis own
website, while the museum preferred to use a different one. The domain of the museum
website still belongs to the university, but having their own site allows them to
internally manage and update it, although she admits that tbiplatform (Joomla) is
now fia I|little obsoleteo. Wh e n asked direc

university, IT replies that they are not required to follow any.

IT alsoillustrates their relationship with the university, which is not all roses:
sheclaims that their museums are not so appreciated by the university staff, in particular
lecturers, although she argues that museums may be a fundamental instrument for
education.

(151) | musei[ é hon sonamai stati troppo graditi dai docent] é Pa poco & wn

pod di cambiamento di idee sul fatto che di fatto anche i musei possono essere
uno strumento non solo di comunicazione ma anche di insegnamento, di
formazione[ é ] /1 Our mu sever heen tpbod dopular amang
lecturers. [ é Recently there has besome change in ideas about the fact that

museums can be a tool not only for communication but also for teaching and
education [é] [I'T] (my translation)

On the other hand, IT supports their academic identity by saying that this is very
important to them, rad they do promote and stress it when they give items from their
collections on loan to other museums abroad: she argues that they care about being
recognised as university museums, because this is part of their identity, and academic
heritage is also padf the university.

(152) [ € hoi ci teniamo tantissimo a ricalcare il fatto che siamo musei universitari

Noi esportiamo molto i nostri musei @ktero con le mostré. € E questa &
IGoccasione in curimarchiamo la nostra identita/ /  \weéate very keen to
stress the fact that we are university museumsWe export our museums

abroad a | ot through exhibiti onwe. [ é] And tt
underline our identity . [IT] (my translation)
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Different museums seem to have different approaches to beingofpéne
university, spanning from a close, dependent relationship to a more autonomous one. In
certain cases (HR), being a university musedmes not seem to have a particular
impact on the institution, while in others (DK, FI, IT) this may either affeeictly the
construction of the website or result in the compliance with university guidelines in
terms of general strategies, design and style. If university belonging does have an
impact on the museuim choices, this is sometimes described as a norrakgure
which is part of the universifg overall strategy (FI), but other times it seems to be felt
as a constriction, and defined in more negative terms (DK, IT). Overall, few mentions to
language choices and style in the data seem to be directly cethngith being a

university museum.

5.3.3 Theme 3.Two sides of the same coinwriting and translating texts for the

website

The theme of writing texts for the websiée either in the original language or in
Englishd is a central one in the data. The steduded in this process and the people
involved are the major aspects of this theme, which were brought up during the
interviews. Particular attention was paid to the creation of the international version and
to the characteristics of the people involved, type of expertise and native language.
The former characteristic was considered interesting in order to understand whether the
people involved in writing or translating texts in English were either disciplinary
experts in one of the fields related émch museuBs collections, communication
experts or translators. On the other hand, the latter characteristic was important to
investigate whether the people in charge for this process were native -oathan
speakers of English: this was also intend@dexplore perceptions around Roative
speakers writing in English as L2, as well as the relevance of the native speaker
paradigm(cf. Section2.4.1).

The theme iglivided into the followinghreesubthemes:

7 Original version: people involved in writing;
1 Translated version: translation process and people involved,;

1 Top-three most important pages on the website.
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The first one focuses on the production oftéads for the original version of the
website, while the second one explores the creation of the texts in English. As the
English texts of these museubwgebsites were the product of a translation process, an
initial focus on the original version of the lste is essential to explore the original
material which was used fér and may have partially informeil the translations into
English. Finally, the third sutheme reports the three most important pages on the

museum8websites as identified by the EEN participants.

Original version: people involved in writing

The interviews suggest that all the participants were to some extent involved in writing
some texts for their museum website. Furthermore, most of the participants (DK, Fl,

HR) comment that diffeent teams within the same institution were involved in this

writing process. For instance, Fl says that the exhibition team and the collection team

both took part in writing texts in Finnish for the website. She explains that each person
involved wrote tleir own texts, and then they commented on each@theits and gave
feedback in order to understand if a text
editing. Fl also adds that this feedback process only applies to the Finnish texts, not so
much to theEnglish ones. However, she thinks one person in the staff, who has a good

level of English, sometimes notices if the texts in English have issues related to

comprehensibility.

DK shares the opinion that texts on the website were the product of a cellectiv
effort, as different departments were involved, i.e. communication, exhibition and
researchers. He c¢cl aims that his team, i . e.
or hel p other peopl e and Agui de themo in
commnunication team alone cannot write texts about the exhibitions, thus stressing the
important role played by the exhibition department in this process: according to him,
they are the only staff members who can describe the reasons and scope of an exhibition,
as they were the ones who created it. However, DK also highlights the centrality of the
communication team: although they first need collaboration on the part of the exhibition
department and the researchers, who are the disciplinary experts, to watadeenic
texts, they eventually need to rewrite thes
copy that Apeople can reado and understand
processsayi ng that the communi cawbodsdepadt mée

Aregurgitate themd to get a product which ¢
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that the exhibition department cannot do this alone, as perhaps they do not know how to
speak to the general audience.
(153) We couldrit write just any texthere. We needed to know: why is this whale
important? Why are these little seashells? Why is this spider important? And
then we findthatstarycanéd t hen wobhewnhe watdsand &

éregurgitate them into somet.lEiherghet hat €é t hat
¢ exhibition department, mostly the exhibitio

HR says that feveryoneo at the botanica
for the website, explicitly referring to f
contents on the website were derived from a paper publication, namely a booklet for the
guided tour. As this booklet is meant for visitors strolling around the garden, contents
on the website may be thought to specifically serve people who may wanit tiheris

botanical garden.

(154) [ é]1 we fwidteland write thenew guide with new information and so on.
[ €] We us ed mestobthose texes fot tlye,websitand we already
had the Croatian and English version, so that was very helpful. [HR]

According to HR, the texts derived from the booklet were to some extent
adapted before being published online: som
Ainew textexand wabe created. He adds that
than the booklet, soenv texts were written ad hoc for the web. HR also explains that the
bookl et was created with a specific Aconcecg
to explore the garden during the visit. According to him, this concept was not adopted
online. Ths idea is, however, still present on the website: texts do seem to follow a
visit-oriented approach (cf. Secti@gh3.2.9, as they are rich in directives guiding the
readers in a virtual tour of the botanical garden, and thus seem to be written for

somebody who is visiting or is going to visit the garden.

Extracs 155156 confirm that the collection texts on the website serve people
who will potentially visit the botaical garden: HR explicitly says that they wanted to
prepare their visitors by providing them with the information they may need in order to
appreciate the flowers and plants in the garden. This supports the idea that HR assumes
that people do visit the wesite before visiting the museum. Although HR seems aware
that the text he wrote is long, he does not consider this as a problem. Furthermore, he
thinks that the website f f er s fAsi mpl e informati ono. Ho w
biased by his own backgrodnas he is an expert in botany and he was the one writing

the text: in other words, the text may look simple to him, but not to a lay person.

248



5 Results of the quaditive interviews

(155) This was my text [ é] thi Simpeansormation.tten from my
There isa lot of text, a lot of plants are involved but this is just because we
wanted to prepareur visitors to have information if they want to see it. [HR]

(156) [ é ] Gevmingto spread the knowledgeThis is the most important thing for
us. [HR]

As in the case of HR, I'Explairs thatthe texts for the visit contained in their
museum bookleand the texts on the website are pretty much the dawie Her
assumption seems to be that iif a text dAwork
paper, Pt owi | i wo r lowever, sBhe addsethatstree meseumatgff o n | i |
met the external consultants a few times to discuss the creation of the website:
apparently, the external agency gave them feedback on web communication. When
asked whether the texts have been adapted, she addsthahay have been reduced a
little in lengthbefore the online publication.

(157) P: Testi e immagini sono stati dati da noi ai ragazzi che si sono occupati di
mettere in forma il sistema. E devo dire che molti di questi testisono poi

cosi diversi dai testhe lei vedra sullaguid®@ cos3 come | e i mmagini, i
alla fine si cerca anche di ottimizzarereato qualcosa che funziona anche dal

punt o di vista comuni cimoniriper la fodtluziokeb bi amo f att o
del sitov ol t i a mi gpluntoadr vista eoménicativa brazie alle loro

conoscenze, alle loro ricerche in ambito di web, quello che noi avevamo in testa
piu a livello di documentazione cartacea, ecco.

I: Quindi in parte quei testi sono stati adattati ad un linguaggio web?

P: Si. Si.Magari un pochino, si, ad un linguaggio web, oppuigotti é
riassunti, insommadanno fatto un lavoro di questo geneffe.

Texts and images were given by us to the young people who were responsible

for creating the system. And | must say that manyheke¢ textsare not so

different from the texts that you will see ontheguid®@ and t hi s al so appli e
to images, because at the epdy also try to optimise once you have created

somet hing that also works from the communicat
made manymeetings for the construction of the sitewhich were aimed at

i mproving é the communicative side of what we
of paper documentation, thanks to their knowledge and their research on the web.

I: So have those texts beepartially adapted to a web language?

P: Yes. Yes. Maybe a little, yes, to a web languageeducedé s ummar i sed,
really. This is what they did. [IT] (my translation)

Translated version: translation process and people involved

As far as the productiorf the texts in English is concerned, all the participants mention
that a translation was carried out for this purpose, as shown in extract§1.58
(158) [ €] | trahstatecca | o't of stuff [ é] we have simply
translator, to help us. [DK]

(159) [ ¢é1] we have Gtowe transkatiorv gervises aingl we sent texts to
translation[ €] [ F1 ]
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(160) [ €] So, wé dheocti dae dgoiotd i dea [ é] unti |l we have
actudly check the language anichnslatei t é i n g[EHRId qual ity.
(161)[ é16d ngl ese del si tradottordallb pesone, dasragazzi che é
hanno costruito il sito stesqo é ] /1 [ é] the English of the we
translated by t he peopl e, by the guys who built t h
translation)
Some of the participants declare thlagy outsourced the translation of their
website texts. Fl, for instance, argubst he museum staff does not deal with the
translation, but réer sends texts to be translated to the univéssitgnslation services,
where professional translatods either inhouse or freelancé take care of this. She
further adds that these trdat®rs are expected to deal with the administrative texts as
we | | as the exhibition texts, but nor mal | vy

translate.

IT describes that when the website wasstructedthey immediately decided to
create an interni@tnal version in Englishin order to do so, thekelied onthe external
agencyin charge for the construction of the website, without makipecific requests
as to the English version. Texts from lItalian were thus translated into English by a
personwith n t he agency with fia good knowl edgeo

Other participants claim that the museum staff took part in the translation
process. DK, for example, argues that he has translated many texts for the museum
website. However, he adds that they can onlg e of the translations themselves if
the text i's Anot t oo 6 oothgrwise thaytneed to haveit At o o

translated by someone else.

Similarly, when asked about who was involved in writing the texts in English,
HR explains that théhree internal botanistd8 including himd wrote the texts in
English about the garden collections for the booklet, which were also used on the
website, as already mentioned. Nevertheless, these texts were eventually sent to a native
speaker of the languago edit them. This suggests the importance given to having the
texts reviewed by nativespeaker of English.
(162) So , a g the three ébotanists who are working here: myself and two
colleagues. We were writing about our collections and the history of tleeea
for the booklet. And that text wagritten in English by us and then wesent it
to a professor in Scotland who was the mentor of my colleague, amel

revieweditand €é you know é made suggestions on howv
and so on, and that was dsa website also. [HR]
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HR also adds that some of the texts for the website were not included in the
booklet, so he took care of their translation. He claims that he used the Internet to search
for terms and asked a professor of English for help. Intagdgtihe seems to have

looked only at websites from countries where English is spoken as an L1

(163) [ é $ome new things | had to translate from Croaéiafrom start, that was not
on thebooklet. [HR]

(164) And everything el se whichickddaupppghrases ¢ i nf or mati
from the net. | was looking at websites of different countries,England,
America or Canada, to see how thdye saying some things and we tried to
clone this [HR]

(165) | u s tedns that | found on the netor | as k e & sister, mhos wi f e
professor of English to check for me. [HR]

Nonetheless, HR is not the only one to stress the need for a native speaker. IT
recognises that they have asked a native speaker of English to translate the texts for
their bookletsd but not those for the weltsi She also emphasises that the person who

was involved is a medical doctor, and thus may be familiar with the museum collections.

(166) [ €é bra non ricordo piu se fosse Anatomia o Lombroéablbiamo dato a un
traduttore che & madrelingua inglesehe si occupa di tutte le traduzioni della
rivista "Museologia scientifica", che & la rivista associatad&disociazione
Nazionale Musei Scientific]. € § unmedico di formazione qui ndi é avendo
noi questo aspetto gia di collegamento di questo tradeitbtom fassociazione,
abbiamo sfruttato lo stesso traduttore anche per le nostre guitline. [ é ] now |
dond remember anymore if it was for the Museum of Anatomy or the Museum
of Criminal Anthropology, but we gave it ta translator who is a native

English speakerand takes <care of al | the transl atio
scientificad [Scientific Museology] journal,
the National Associati onadottor,Scsioce n& isfiincc eMuseun

we were already in contaefith this translator through the association, we have
also askedhe same translator to translate our guides. (f{ify} translation)

DK al so mentions the requisite of relyir

when he claims that you can translatexa teom a foreign into your own language, but

you onl Y fiwnerndieomt her direction. Although
Aversiond, he emphasises the importance of
process.

(a67) [ é1] ma n y we hed ta mative speakerl mean, as & usuallygeneral
rule, right? You translate to your own language or you version to the foreign one.
But é So é translations ¢é awransldioptoe si mply ask
help us. [DK]

DK explains that the same peopltio wrote the texts in Danish were involved
to some extent in creating the English texts, but he makes explicit thatodgsnot

mean that they translated those texts themselves. When they did not translate, he claims
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that they provided translators wthe edback on At he tone of voi
used. As the museum does not have written style guidelines, apparently, they have
provided this feedback orally.

(168) So,asfams an answer t ol yiomwv owelythat @culpbe fAwho
pretty much the same people who were involved in writing the Danish copy, but

wedr e not necessarily the obutwehawehnmostactual ly €
definipgredwi déed feedback to the transl ator on
right? [DK]

(169) But unfortunately, agairjust to get back to thatye dont have é a writing
guidelinet hat we coul d just hand them and say: fAwe
We would have to tell them. [DK]

DK describes that they have a number of translators who have been involved in
translatingthe online texts from Danish into English. When asked about the tranglators
backgrounds, he says that the whiwvér $ihtey iht
used in the past, but adds that they have also hired external freelancers: thusyehey h

generally worked with professional translators.

I't is interesting to note that iIn extra
onetoone transl ationo of their website, t hus

translated, while in extract 171 HR claims that the English version of their website is

il lmmostane x act copyo of the original Croatian o
English.
(170) We dond have a oneto-one translation of our website Not many places have,
| think. [DK]
(171) S o, everything we do is in Crotaini an and in |
Croatian and Engl i sh, and al so téhe website i:

é almost an exact copyeverything that | wrote in Croatian was translated in
English [é] [ HR]

Some participants also mention the translation irttterolanguages. IT, fo
exampl e, acknowl edges that English is know
recognised | anguage for communicationo, but

thought of translating their museum brochures into French and then English.

Likewise, HR explains that in their case English was not the only language in
which they wanted t o, fpstanvhe gualedfiobrdeokletand nf or m:
then on the website: they also wanted to translate their texts into French and German,
whichae descri bed along with English as #fAthre

partial attention to providing materials in other languages to be used by international
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tourists for the visit. HR recounts that for each targeted language they wanted to send

thetexts to be translated to a person with a disciplinary background but who was also a

native speaker of the language: in other words, they were looking for experts in botany

who were native speakers of English, French and German. Since they were otdy able

find

this person for English, they hired il

probably native speakers but not experts in the field (although he does not make this

clear). Eventually, he was di sapmad nd eerde by

on their texts): according to him, the problem was that they were not familiar with the

scientific terminology used in the texts. Therefore, the museum ended up with having

texts translated only into English. This implicitly shows that theimentexts about the

collections are fullof specialised terminology: HR is aware of this fact and seems to

assign a very important role to terminology.

@ar2) [ é1] there was an idea to provide informati ol

different languages We st arted three years ago with wri
tour. Itts  a s niad booklét, whith leads you through the Botanical Garden.

And we wanted to a it in English, German and French a sthreé

diplomatic languages basically, but that proved to be impossible because we

couldni find a biologist who could be a native speaker in German or French

So é we could do this winenftorskamre grbféssofs because so

in England and Scotl and, so they é checked o
with German and Fr ench translatomsdhat wausgdr obl em beca
were é basi cal |l y,massdtre bn oturhegtpecaliseds was a

youknow | ots of scientific things and Latin na
it not a good idea to é to do in different | ¢
have someone who can actually wgdo@ck the | ang
quality. [HR]

IT thinks that helevel of English is not good enough, and apparehilyis the

reason why she cannot update the English version of the website: while the original,

Italian version is regularly updatedl especially the news sectioh the English

ver si on i srenfaihsruockaeged a n d

Top-three most important pages on the website

As was doneduring the UK-EN interviews, all EU-EN participants were asketb
mentionthe three most important pages onirtlreuseumwebsite according to them.
Table5.5 lists the pagesnentionedby the participantsiccording to the orden which
they appear in the data, showing that
most common in the lisParticipants make few comments in relation to their choice, as

is reported in this section.
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Participant Page 1 Page 2 Page 3

DK Exhibitions Activities Information
FI Homepage News Collections
HR Homepage Information Collections
IT Homepage Virtual visit About

(Collections)
Table5.5. The topthree most important pages accordingach EUEN participant

DK recognises that he would have once thou
important within the museum website, but now he does not think it is central anymore,

asthe research centre arttie museum have been separated. Thiggests that as a

museum may change and evolve over time, the most important pages of a website are

also likely to change, especially in relation to the activities carried out by the museum

and its intended audience. Oh& mastamyportant, st s t h
as it gives readers fia good overviewo of w
The AActivitieso page is mentioned as the

informs readers about what theuseum may offer, thus trying to attrabem to the

museum.

(173) So é what would be the best é well é for sur
have where you can see all axhibitions. [ é] So, that would be it
that gives you é qui twhatwou cpoexgerieaceSoy vi ew, ri ght
that would be our e x hActhilies wonld beprother , absolut el
one. Because that is right now an important part, and will be even more. Because
we need to figure owhat activities we canoffer [ é] [ DK]

Finally, DK mentions the Alnformationo ¢

such as locan, admission fees and accessibility. Again, this is a page addressed to

people who may be planning a visit to the museum. Therefore, all the pages mentioned

by DK are aimed at potential visitors, i.e. the main intended audience for the museum
website (cf Section5.3.7). DK also adds that they are currently editing the information

of fered on such page because they have rea

need to rewrite i® both in the Danish and English versions.

In a similar vein HR refers to the Al nformationo
important pages within the gardisrwebsite. Apparently, they have received complaints
at the botanical garden abontormation related to the opening times which are lacking
on the website. HR, however, blames the readers: he claims that this piece of
information is available on the site and users just need to find it and read it carefully.

This may reveal that this ga is hard to find within the website. Both DK and HR

254



5 Results of the quaditive interviews

recognise the centrality of this page, but while DK expresses the need for editing their
Al nformationd page, HR does not seem to be
Al nf or mat and hus that ahgyeneed to restructure the organisation of the
information within their website to make this page more visible.
(174) Location and Visiting Hours. This is very important. And we hawe very
complicated visiting hours because @& not complicated, bupeople are not

reading everything and quite often we haamplaints, y ou Isnnotw : it
written there.o But it is: you just have to r

I T mentions the AVi ptagal ovi sai tsétecpd pe, cia
which offers infomation on the collections. The page mentioned contains a short video
which accompanies the viewer in the visit to the museum through images of the
coll ection. I't is interesting that I T pick:
the museurds identity, as it includes multimedia contents: her assumption is that a
video is more visually appealing than a written text. Another remarkable aspect is that
the page does not provide any textual details of what is shown (cf. Séi@n),
either on the pager within the video itself (through audio and/or subtitles).
(175) [ é becondo me probabilmenténimagine chiamiamola ancora una volta di
fiHomed =~ qu el | dGdea.hDepodiché se unézvuole pil addentrarsi
ald nterno di é &f amahe questd eide® chéaavisita virttiale
[ é } una buona sintesi proprio perché € un video, quindi € una parte un
pochinopit animataé multimedialer i s p e tPbi dperade rolto dai propri
interessi ] // [é] in my opinion, oHomee again prob
is the one that gives a better idea. Then if
what there is, this video, which the virtual visit, [ é] is a good summar:
precisely because it is a video, so it is a litHere animatedé multimedia

compared to ¢é then it depends a | ot on your
translation)

Finally, IT does acknowledge that the contents shown on the homepagay
they are usually related to news and current events. This makes explicit that the
homepage is a very dynamic page which serves as a showcase: several different
contents may coexist there, directiogpages which belong to different sections ard ar
addressed to different intended readers.

On the contrary, FI does not seem particularly aware of what contents are
normally linked to on their homepage, although she chooses it as the most important
page on the musedm websi t e: shenkagtuel gl Fet Besstaf fi
the website, but does not refer to any page in particular, nor does she mention that the

homepage is likely to change regularly.
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Interim summing up

All in all, data suggest that the participants were involved in the areati either the
original texts or those in English, which was a process in which different teams took
part to some extent (DK, FI, HR). Some texts on the website (IT and HR) were
originally paper texts aimed at the visit, which have somewhat been adapbed
published online: however, they have partially maintained their original function, thus
serving mainly potential museum visitors. All the texts in English were the product of a
translation process: in certain cases (Fl, IT and partially DK), theslateon was
outsourced, while in others it was carried out by the museum staff at least to a certain
extent (DK and HR). The importance of involving a native speaker of English, either for
translating the texts or for reviewing them, is stressed by masiegbarticipants, i.e.

DK, HR and IT for the translation of their booklet. Furthermore, some participants (HR
and IT) also emphasise the preference for assigning the translation or review to
disciplinary experts, who are familiar with the fields relatedhte museum collections.
Finally, data indicate that originally languages other than English were also the target of
a translation effort in some cases (IT and HR), but eventually besliteoand online

texts were only translated into English.

The homepge and the fAColl ectionsd page wer e
participants as the three most important pages within their instiésitieebsite. Apart
from those, different pages were mentioned, including different types of content, i.e.
Al nf or Mmé&Etxihamd ,ti onso, AAct i vProbably sie,totif@Ne ws 0
small number ofparticipants involved and the fact thatonly one participant gr
institution was interviewedthe data collected do not seem to suggest any common

pattern related to thehoice of the pages which illustrate the muselidentity.
5.3.4 Theme 4 One-sizefits-all approach to language: which English?

The theme of language was broadly explored during the interviews in order to collect
data on the participariiperception of the wsof English. The theme is divided into
separate suthemes highlighting different aspects which emerged during the

interviews:

1 Discussing external communication;

1 Conforming to guidelines for writing texts;
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1 Simplification strategies vs. use of terminology;

1 Use of English: one language, different perspectives.

In particular, attention was paid to the description of language and to elements
which could point to a use of language which may have been informed by the

imagination of a culturally and linguisticgltliverse audience.

Discussing externalcommunication

Among the first questions during each interview, | asked each of the participants
whether they have discussed the use of language for external communication with their
museum team, without specificallgferring either to the local language or English.
Interestingly, most of the participants directly refer to the international communication
in English. For example, FI assumes that | am referring to English, and explains that
they do not talk about thisften at the Helsinki University Museum: apparently, being
internationald also from a linguistic point of view is part of the museu@ nature.
Their work is already international and they have always had an English version of the
website. In order to urdline their international commitment, she then explains that the
museum has longeen a member of international organisations such as UMAC and
Universeum.

(176) 1 t hink not very much because é because we ar

i s quite whdtweadoisintberatonaé [ é] it has been one mai

in our work, thatwe are international and thafs why wéve always had our
website also in English. [FI]

HR also refers to international communication from the very beginning,
mentioning the pragmatic side of it and the need for serving international tourists from
European and Asian countries. DK talks about both the Danish and the English texts: he
claims tha t they Athink very mucho about the w

communication when they write fAcopy for the

communicationo and in Athe communication i n
On the contrary, whem s k e d t he s ame question, I T
communicationo in gener al and describes a s

past around this theme with French experts in museology and museography, with one
seminar whi ch spectidxtcmdll y cdmmwrsiedat omon fii
According to | T, during these seminars the

l'taliano, stressing that the focus was on
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seems to assume that Italian museums do not need tsslisemmunication in English

or in other languages, as this may not be felt as a priority to them.

Conforming to guidelines for writing texts

Some participants mention the use of guidelines in relation to the website, while others
explicitly say they do ot have written guidelines. Fl explains that they follow the
universityd guidelines (cf. Sectiob.3.2 for the creation of online contents: according

to them, texts need to be Aquite shorto bec
and this is probably thought to improve usability, although she does not make it explicit.

Fl also claims that theyar feasy to understand and acces
complicatedo.

@a77)[ é]1 this wuniversity Communications and Commu:
made ver yuidgloesfdoré é for this cont@&nt creators.
think there are so exactamounf wor ds or ¢é characters and so
gener al rul e that t emanyspedplareadithem fvombsi t e é becez:

mobile devices ités good that they arguite short and v eeasy toé
understand and accessible n t hat kottoodgmplicated. [FIE

HR argues that they do not have explicit guidelines for writing texts, but rather
for how to show information on the website
fact that HAthe text must not Ilpeferjfounelt i fi edo
writing guidelines in terms of typograply e.g. nonustified text may be easier to
readd he exclusively connects these guidelines with the needs of people with visual
impairments. He thus shares the need for presenting informatioe aretisite in a way
which is supposed to facilitate reading for a certain group of people, i.e. blind or
partially sighted people. This seems to be underpinned by the assumption that people
who do not have visual impairments do not benefit from these gquedebut also that
the museum is not required to follow different guidelines for improving reading.
(178) We | | € not for the texXtes & hpmasé¢nvtead odutt he
website. The coll eague of mine #tai d: Ano, we
sizeof the texta n d theé text must not be justified things like that. She said

there are rules of writing text on the website becauge®fo pl e wi t h di fferent
disorders, so that they can read easily. [HR]

On the contrary, DK admits that they do not haverdten style guide for
writing texts on the website, but they have guidelines on how to use social media.
However, as t hey ar e going t o start n a b
acknowl edges that they fineed aHekxlaomtdsdo and
on the idea of a brand on different occasions during the interview, by stréssirg
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has to do both with Athe visual o aspects of
writing style. However, he especially emphasises visual aspeleted to how the
museum wlhoolk Iiokdo, such as Al ogoo, Asi gns:
possible textual features such as stylistic choices, which are not described.

(179) We dorit have strictly speaking writing guideline. We have some guidees

on how we useocial media Wedve set that down saying what we do and what
wedot do. ¢é But ¢é a wrdhaveasguchglDkjdel i ne, we don

(180)[ ¢é] we will start a branding pemcedess, where w
a brand, we need guidelins, we need perhaps a new | ogo, we
perhaps a newG@n&a&mewée Betdwe need €& a set of
say: fAthis is our brand. o [ DK]

Simplification strategies vs. use of terminology

As was noticed in the LHEN data, there seems to bgeneral trend toward simplifying

texts in order to make them easy to understand. For instance, FI claims that a good rule

is to be fAsimple enougho, but unfortunately
mentions that wr i tdifongeopie svhomgnhoeunderstant Englishi s g 0 «
very well because they come from specific countdesperhaps meaning countries

where Englishis not an official language. However, she does not make explicit how

they try to write simple texts.

(181) It6s good to bepen and availablea n d siréple enough [FI]

(182) And al so this accessi bi ldgbodtoihavsinpler y i mportant
textst hat ¢é i f you ar e ffromsomexcaunpylwberef r om s ome é
you cand understand very well English ités good that théext issimple. You
can read it. And, as | said, if you have some other difficulties for understanding.

[FI]

DK tal ks about the need for simplifyin
According to him, if they did not make g8 i mp | er A p@& o prleeahisw oi utlod n
assumption seems to be that texts which look difficult are not read by visitors at the

museum oonline users.

(183) [ €] s fare ext@bition or an activity that has a basis in something that our
researchers ar e do idmafraidtosay, butava Wwodld Heeev e t o € |
to dumb it downs o0 me , ri ght ? B epeople woaldrioread é.r wi se €
They would just |l ook at it and think: Awhat i

DK comments the efforttod dnakfinQatlttex.t sHe
provide a complete answer on strategies for simplification, although he mentions the

i mportance of calibrating fAsentence struct
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about how to make texts fAnot too dimgfficult

this may be differerfrom making texts easier in Danish.

(184) P : [ é] But , to the best of my knowl edge, we
sure that é t he noetootdiffiduhat we write é& i s

I: So, in general, how do you think you try to make texss Wifficult?

P: Well, first of all, that depends on wisowriting, right? If it was me, then |

woul d ¢é Gweddt, bHeaeck to me. I f it was a transl af
be something abowthich words you use | me an, hel @ e here é |
well, if it was me, it would be something witlentence structureand €é and é
andvocabulary, of course. And I think that would ltee same for a translator

[DK]

I n addition, DK mentions the use of LI X,
its difficultyo , saying that they uwehertahextanayabg a me't
considered too complex according to specif

wor ds o.

HR also points to simplicity when he claims that the texts in English of the
botanical gt en ar e fAquite simple and wunderstanda
and shorter sentenceso. Apparentl vy, simpl i
syntaxand a short length. Therefore, both DK and HR implicitly refer to the importance

of syntax.

(185) So, yeah, | think theye aimed at someone who can speak English but also |
think the texts areuite simple and understandable From my viewpoint at
least. [HR]

(186) [ é] we wrote them i n g e rsieplex hnd shbriert we did try
sentencesind so on. [HR]

Not only does extract 187 stress that the texts on the website about the

collectionsd which were taken from a paper bookletar e fAnot t oot compl i «

also reinforces the idea that those texts are written for visitors.

[ é] | & nbtitoo domplidatedto understand and it guides you through the
whol e Arboretum [é] [ HR]

HR further argues that their texts afien o t scientific textso,

sd enti fico: although the content i's scient
Afanyone wh o finished hi gh school o. At t h
Aprofessional textso, thus assuming that t
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terminology s concerned, texts on the website afsland Fés museum do not include

a lot of specialised ternfs.

DK seems to acknowledge the importance of some terms which he defines as

fessential o to tell the story abonuthte a spec

Communications & Marketing team, also recognises the need for using words in ways

that @d ndonal i enat e peopl eo. According to h
exhibitions need to be somewhat changed, although he finds it difficult to define how

this  wi | | be done: he first mentions the tex
hi mself by saying that this is not the <cas
intelligento, which is not their obyective.

which seems to imply that they will try to reduce the amount of academic, scientific

words within theexhibition-related texts on the website.

(188 Then, we do worlingrolr tedtsbsowetdod® ¢é al i enate peopl e
because they ddnunderstand whate write. Absolutely. [DK]

(189) Definitely, when wé | create é well, perhaps partially
will definitely take a look at the texts for our exhibitions to see if we could get
t h e monéd down No, thaés the wrong word, because that mightamehat

it | ess €& intél Inogtenitt . Blut médans t hat e wel
academic words might be dry right? So thas probably what w@l do, and
definitely in the 2.0 versi oancomplgdhe compl et e

new tone of voice[DK]
In addition, DK says that he is amofey people at the museum who support
the shift from-tgpdédstitbctal ymolrwesifinfeusns appr oa
particular on thenuseum social media profiles. Yet, he makes it clear that the style on
the wdbsite is definitely academic, and he does seem to suggest that this should change.
(190) | have been one of the few peopffue here [é] so

approach, you know? But because this has been a reseliobn university
museum for so long s tifficult for people whose life has been spent

researching [ é] So, f strictly businesgtypg. &letr s it has b
business as business but strictly business, vy
once in a whil e t omoiefun, essjpcademnié s mmesaget of &
especially in our social media, but not in the exhibitions and of course not in any

€é | ame é a mot onatheswebsite Not at all. Thals academic. And

looks academic. [DK]
On the contrary, HR, who works with collections, prioritises technicality: he
argues that they need t ooniinatextsuadddurtlietaddsi n wor

that some institutions do not use them, which may be a problem. He makes the case of a

6 Unfortunately, we do not havactualinformationon the use of technical terma the museuiis website
from the text analyses, as the latter did not focus on this issue.
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user from another country, e.g. China, who is trying to explore the gardeifection:
according to him, i f t he Ogwhichdaeerthe scitifics not u
terms to refer to the plands people are not going to find what they are looking for (see
extract108 in the UKEN interview analysis, cf. Sectiob.2.5 whereMW3 shares a

similar idea). As such, he assumes that most people visiting their website from abroad

are familiar with the scientific terminology related to botany, which implies that their

online texts on the collections are written for a specialised acglienot just for a

general audience (cf. Sectidn3.]) . HR al so stresses that t h
certain professional | e v e lity sedmyg to besgivendgo s ci e n
technical accuracypr obably to increase reliability
providing fAprofessional informationo.

(191) we | | € basically, whewehavetousalaiintwerdst ext s about

| see that some gardensaré nou s i ng t h& probleatic, beéause ih a t
someone from Chinais trying to find out about the Garden collection, you
know, without Latin names is going to be a problemfor them. So, we did
decide to maintaira certain professional leveland not to simplify the text.

[HR]

(192) [ €] we téhnoote gniportant to providprofessional information [ é ]
[HR]

Use of English: one lanquage, different perspectives

Data also offer different perspectives on the English language as it is used in the texts

for the nuseum8®international website: participants definén different ways, but they

all point to the native speakéngaradigm to a certain extent. Fl clearly states that they

are required to use ABritish Engl tteep o0 by t |
ai med to write in Areal Englisho, clarifyi:i
speakers. On the other hand, DK more generally describes the way in which they wrote

the texts as fAgrammatically cor rwedthed, whi c

grammatical standards of the English language.

IT makes a different comment on the language use for their international version,
claiming that it is the product of a translation process. She adds that these texts were not
written Mngtidh &@wadinemceo in mind: her assump!l
texts are translationso no thought was put on their intended readers. Her comment
makes it clear that the museum staff only asked to translate the texts into English,

without any specific requements.
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(193) Lénglese eun inglese di traduziongnon [un inglese scritto] pensando a un
pubblico non inglese/ [The website] English ia translated English not [an
English version that was made] thinking of a #ifmglish audience. [IT] (my
translation)

According to I T, the aim was to transl
Englisho. Unfortunately, she does not el abo
this is a fAcorrect Engli sho, i . e.tvean Engl

speaker8use. Furthermore, theseemdo bea contradictionn her comment: although
they have data from thewuisitorsd book suggesting theget international vsitors from
different countries (especially Francehe texts in English on the welssitvere not
written for that intended audieno&pparently, the fact that they know they have French
visitors coming tahe museum did not affect the production of the texts in English

e.g. no attempt was made at simplifying them.

(1949) Ma =~ st at o paslurre metlinglese eniglioré possibile i testMa
senza pensare: ffabbiamo un pubblico anche spa
0 un pubblico che viene sempre piu @als tL.oo capi amo ¢é dal Il i bro

visitatori./ /  But it waranslateetl® itegts istalthetbest péssible
English. But without thinking: Afwe al so have a Srg
speaker s, or an audience that comes more ar

under stand t hi Dboék. [Tr(noyrransldtien) vi si t or s
DKalsoreer s to the fl evel of Englisho that
Afaccessible to all o, not only Avery very pr

that they may have talked about this with the translatorshéuloes not seem sure

about it. h general, he seems embarrassed because he understands the point being made
about the possible need for addressing native anehatwve speakers of English at the

same time, but saythat they have never thought this through and never put it into a
written guideline, reinforcing the idea that this does not seem to have had a real impact

on the texts translated into English.
(195) No. We havet [ é] f i ré& & very §oodagudstion, ant setcond of all,
thate a very very good p omaketsureéto bririgi Véeh | wi || ac
need t o salevelof &rfgliskéhatdsactessibletoall Not vegryust é

very proficient native English speakers é | t hi nve mighthaveaps ¢é
mentioned itin passing when sending out to translate. [DK]

On different occasions, HR expresses his own perception of language use,
defining it as fHokayot hddtowetrer e may abkn dgwl
Aweird combinationdo in the texts in Engli s]|
provide further details on veht HR means by nAdweird combi na
reasonably assunie means combinations which are not common and standard among

native speakers of English.
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(196) [ é] some t hi ngs |Ifeltjmy EBnglishasMasookag[dé 1b e[cHaRI]s e

(197) [ é]1 99 % o f okayhneEnglish. But sf course, & possible there are
somemistakeso r é gemdne@mbinations, yeah. [HR]

Similarly, IT recognises that the museum staff have receseede negative
feedback about mistakes in the English tealhough they have never looked at those
texts thoroughly. ITadmits once again that the English version needs impeved.

She also explains that the poor quality may be due to the fact that the translation was
carried out at the very end of the process, as the final step after finalising the Italian
texts. The underpinning idea is that tloeeation of theEnglish version wasa totally

separate step from the creation of the texts in Italian: the English version thus may not

be of a good quality due to the limited time dedicated to it.

Finally, all participants were asked if an evaluation of how English is used on
their museum®website was carried out. Apparently, all the participants claim that no
formalised evaluation has been conducted

Interim summing up

Although language may be a central focus for the participants and their own team, data
seem to suggest that discussiob®w the use of English is not very high on their
agenda. Guidelines for writing texts for the website may not be commonly used, but
most of the participants seem to somewhat agree about the importance of having them
(DK, FI, HR). Simplification seems toeba general strategy adopted to improve text
comprehensibility, which results in interventions on syntax (DK, HR), text length (HR)
and vocabulary choice (DK). As far as terminology is concerned, DK and HR express
contrasting views, which are probably tpeoduct of their own role within their
institution: on the one hand, DK seems to be worried about not alienating readers, and
generally prioritises simplification; on the other hand, HR advocates for technical
accuracy in order to ensure expertise andgssbnalism. This may imply that DK is

more concerned with meeting the needs of the general audience, while HR is focused on
an educated and at least partially expert audience. Finally, considerations about
language use suggest that participants embracaativespeaker paradigm: it may be
assumed that the texts were written aiming to imitate the standard use of language as
adopted by native speakers. Furthermore, if to some extent language use distances itself
from what i's conceiipantd feeh the nied lofeconfessingnitie, par

possible fimistakeso or irregularities that
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use does not seem to be informed by the thought of a culturally and linguistically
diversified audience.
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6 Conclusions

6.1 Overview of the chapter

The present thesis set out to investigate the extent to which audiesctd
approaches are adopted by university museums in their communicatiorglish on

their websitesIn particular,the aim wado a) examine the extent to which university
museums have committed to the use of English on their weligit@sderstand whether
Englishversion websites of university museums reflect an audierieated approach

to communicdon by analysing the textual relationship between author and intended
readers, cjdentify the intended readers ftheir web-based texts in Englistand d)
consider the museum st&fawareness of the possible need to address a linguistically
and culturdly diverse audience and its effect on text productidncombination of
qualitative and quantitative approaches provided the methodological framework for this

researchResults have been presented and discussed at length in GHAatdb.

The present Chapter draws some general conclusiofisstitsynthesises the
research outcomes (Secti@?) and discusses the impaahd contribution of the
researchwithin the broader context of the existing literature (Sec@d); finally, it
reflects on the limitations of the research desagid suggests possible directidios

futurework (Section6.4).
6.2 Research outcomes

The research included different methods, corresponding to different research steps.
Firstly, a survey of European wersity museumdwebsites was carried out to assess
how many of them provide an English version. Secondly, two types of text analyses
were undertaken on a selection of pages from 20 of the websites having an English
version, ten from the UK and ten fronther European countries. The first one, i.e. the
web writing analysis, investigated whether a corpus of texts displayed features which
were attributable to web writing guidelines. The second one, focusing on stance and
engagement features, looked at thestauction of the autheneader relationship within

the same texts. Finally, the fieldwork of this research included -seuoutured
interviews with staff members from a selection of university museums, involving
thirteen participants in total, i.e. ninargicipants from two museums from the N

group and four participants from four museums from theBEERUgroup. During the
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interviews, several themes were discussed, such as the intended audience of university
museum8websites, the writing process invotén the creation of the wetased texts

in English and the awareness of the possible need to address a linguistically and

culturally diverse audience through such texts. The combination of these methods has

resulted in a range of outcomes.

The survey of Hropean university museum websites showed that almost half of
the examined websites provide an English version: in particular, the majority of the
websites with an English version belong to university museums which are based in
countries where Germanic lgro-Finnic languages are spoken as official languages,
while countries where Romance languages are spoken display fewer university

museums with an Engliskersion website.

The two text analyses generally revealed an audieneated approach to
communicéion, with a few differences between the BN and EUEN group. The
former seens to be more strongly committed thahe latterto structure texts for
readability, convey a specific institutional stance and create engagement with the
readersEU-EN museumsnake use of layout features (i.e. headings, words in bold and
lists) more than UKEN museums, apart from links. On the contrary,-BK museum8
web pages display more syntactic features related to web readability (i.e. short
paragraphs, short sentences antive voice verbs). The analysis seems to suggest that
UK-EN museums tend to arrange different information on different pages of their
websites, while ELEN museuméwebsites generally have a smaller number of pages,
each one providing a wide range oformation. The results pertaining to the {EN
group seem to be supported by comments from the interviews, as some patrticipants (i.e.
MW1, WG1, WG2, WG3) mentioned the fact that the Manchester Museum and the
Whitworth have many pages on their websitesostiog to the participants, navigating
through them may be difficult, as users may have to visit a lot of pages before finding
the information needed. On the contrary, this aspect does not seem to emerge from the
EU-EN interviews, as oly one participant (HR) reported complaints from visitors about
not finding specific practical information fdhe visit but claimed that the lattées
available on the sitehis may reveal that thg@pagecontaining itis either hard to find

within the website or very dense of texdnd thus potentially difficult to read.

The stance and engagement analysis showed thaENJKages are richer in

both stance features (i.e. attitude markers, boosters anthem@lions) and engagement
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features (i.e. reader mgons and directives), apart from hedges and questions. In

general, stance features, which are used to establish authority and foster credibility, are

more frequent in the corpus than engagement features, and are employed to highlight

the presence of thatended readers within the texts. Attitude markersnost of them

with a positive value® were the most common feature in YN and EUEN texts,

followed by selfmentions, while reader mentions and directives were the most common
engagement features. Thessults reflect two different but related trends on museum

websites, which are stronger in the 4B group than in the EXEN group: on the one

hand, websites present the institution by stressing the significance of its collection and

the museurds textualauthority; on the other hand, the museum creates a textual space

for its intended readers in order to establish a relationship with them, and indicates what

they need to know or do by suggesting actions for them to perfurrthermore, UK

EN websites,impar ti cul ar their Al nformati ono pages
attitude markers with a negatieennotation and directives introducing cognitive acts,

which are someti mes f bewwadehat parkioglinnCambedges (e . g .
city centecanbeexpensive ) : t hese feattuo epr spa&me toe dade rus
wor st case scenari oo and suggest possible a
is not present in the EEN group, andmay thus be the expression o& cultural

prefeence, agthe UK-EN is a lowcontext culturg(Hall 1976: 91) in which readers

require and expect idepth background information in order to understand vidat

being saicand what they need to do without feeling unwary

~

Al nformationd pages are the richest in
analyses. These pages are written for people who are planning a visit to the museum and

are looking for practicahformation, such as location, opening times and accessibility.

Al nformationod pages tend to display web wr
written with an online user in mind. They also tend to be very interactive, in that they

rely on engagemerfeatures such as reader mentions and directives to position their
intended readers within the text and guide them to perform specific actions, e.g.
booking a group tour or following certain
were not commonly meioned by UKEN and EUEN interview participants within the

top-three most important pages of each museum website. Nonetheless, most of the EU
ENparticipants (DK, HR and FI) highlighted
within the website, and WHENpar t i ci pants seemed to sugges

~

fuseful 0o i nformation that the webiae is s
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type of content which is normally included
thus paid to writing for visors, who seem to be the main intended audience of the

analysed websites.

The analysis of the interviews suggested thatENKuniversity museums aim to
engage with a vast, heterogeneous audience, but the latter seemed to be vaguely defined,
especially cooerning their website. EENuni ver sity museums tend
gener al audi enceo, and especially on visi
international tourists (IT, DK and HR), researchers (FI and IT) and international
students and lecturer (FI). The reader mentions found through the stance and
engagement analysis of texts seem to point in the same direction. The selected
uni versity mu s eums mai nly mention the nge
followed by specific groups of readesjch as students from schools and universities,
people with disabilities, families with chi
the most common impersonal reader mentions in theElIK e x t s whil e f@Athe
and At he gener g@the nost tominan < tha EERN texdsm@varall, the
production of texts in English does not seem to be informed by the idea of a specific
intended audience: the only aspect which is commonly considered seems to be the
readeré prior knowledge, as interviews pointed to a general attempt to make texts
appropriate for specialists and laypeople aliRering the UKEN interviews, some
participants (MM3, MW3, WG3) also seemed concerned about writing texts for specific
age groups, wibh seems to be a possible strategy for improving text accessibility at all

levels.

Although all interviews (apart from Fl) suggested that museums in both contexts
do not adopt shared guidelines for web writing, a general effort for simplification seems
to guide text production. Comments from both 48K and EUEN interviews seemed
to indicate that participants advocate the use of simple syntax and sentence structure,
simple vocabulary and short sentences. This is reflected in the analysed texts from both
groups, which display a high percentage of syntactical features which can be related to
text simplicity, i.e. short sentences, short paragraphs and active voice verbs.
Nonetheless, some participaidts especially those from collection teamds seemed to
be woried about the risk of oversimplification, especially at the lexical level, and
stressed the importance of maintaining specialised terms to provide academics with

technical information. Contrasting opinions thus emerged during the interviews about
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the useof terminology, probably as a result of the participamtde within their
institution: staff members who work in contact with visitors (e.g. MW1) preferred
avoiding scientific terms; on the contrary, curators and people who work with the
collections (e.gMW3 and HR) argued that researchers need technical terms to identify

an item.

Some UKEN participants also referred to style and stance, wherea&NEU
participants did not specifically discuss these aspects. In particular, interviews with the
ManchesterMuseum staff included contrasting comments regarding formality: some
participants claimed that textsontmu s eum website are finot ove
whil e others argued that such texts are fAma
on the instiutional social media profile. Some participants also seemed to be aware that
textsd especi ally on ooy | eec tfi voenroy pragetsr al but
and coldo (MM2), which is in contrast with

of talking suggested by others (MW1).

Writing is generally a collective effort which involves different teams of each
museum. In the UKEN museums, multilingual people may be involved in writing,
although not systematically. In the EEN context, texts in English on the website are
the product of a translation process, which was either outsourced (FI and IT) or carried
out inrhouse (HR), ora combination of the two (DK). The majority of the HN
participants (DK, HR and IT) further stressed the need to involve a native speaker in the
production of the texts in English, which confirms the relevance of the native speaker
paradigm (cf. Sectio.4.2). There does not seem to be an internal discussion regarding

the English used in each musdBrwebsite, nor on the translation process itself.

Finally, one ofthe most significant results to emerge from the interviews is that
people involved in writing online texts in English do not show awareness of the possible
need to write for a linguistically and culturally diverse audience. Museums do not seem
to be concered with addressing native and noattive speakers of English, nor do they
seem focused on writing for a specific foreign audience (e.g. French visitors in the case
of IT). Furthermore, UKEN museums do not think of a multicultural audience in terms
of linguistic and communicative needs when producing texts for the website: they seem
more worried about engaging a multicultural audience bproducing exhibitions or
through audience representation within the collecfiothe latter echoing the idea that

othe r cultures may be represented in the <co
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(Sturge,2007) These strategies for inclusion are partially reflected in the web texts by
the use of firsperson inclusive pronouns and possessive adjeatihésh referto the
museum heritage and collectioreven though this use is limited, it is part ofedfort

for creating a sense of heritage community and belongimgrefore, text production in

both contexts does not seem to be affected by the intention of engaging with people
displaying different linguistic skills and levels of fluency in English.

6.3 Research impact and contribution

This thesis contributeto current researcin different fieldsin severalways. Three
potential areas of research impact may be identified: the first concerns the
conceptualisation of museum audiences; the second dealshwitsiudy of museum
communication, in particular with the adoption of audieadented approaches in
online museum communication; finally, the third is related to the use of English as an

international language.

Firstly, this thesis contributes to existikgowledge of museum audiences, with
special regard to university museums. Building on the idea that museums exist for
people(Weil, 1999)and that the museum audience cannot be considered as a single,
integrated grougdHooperGreenhill, 2000c¢) this thesis has sought to investigate the
intended audience of university newsns. Drawing on studies on stance, this research
has proposed a framework to examine how the audience is conceptualised, as well as
the relationship between museum and visitor/user within the texts. In S8c3idrit
was suggested that a text needs to show the @ri@rareness of their intended readers
in order to be successf(Hyland, 2008) By adding impersonal reader mentions such as
Avisitorso as a & ramevwor(2008), theaanhalysiseof theanarkég | a n d
presence of the intended audience allowed to identify the discourse participants, and
thus the representations of the museumtended audience. This analysis provided
evidence of different representations of the ineghdudience realised through different
reader mentions. The results of the text analysis, which seem to be confirmed by the
interviews, suggest that university museums aim to serve a broad audience beyond the
academia, as indicated in the literatufleourenco, 2005) Nonetheless, although
language and cultural background may be considered amongetisenal factors
affecting the visitals experiencéFalk & Dierking, 2013) user$ linguistic skills and

communicative needs do not seem to be a common concern among museum

271



6 Conclusions

professionals to connect with the musésintended audience, as suggested by the UK
EN and EUEN interviews.

Secondly, this interdisciplinary research positions itself within a broader
research contéxinvestigating museum communication. In particular, the thesis has
aimed to observe the extent to which audiemgented approaches to museology have
affected the representation of the audience, and thus the communication adopted by
university museums. @\ discussed in Sectio.3 several fields of research have
highlighted the importance for the author of a text to consider their intended readers.
Nonetheless, thiext analyses carried out during this research have only partially shown
an audienc®riented approach to communication, while the interviews have revealed a

scarce awareness of the intended audience.

This thesis has presented the first attempt at anglylsinguage use online
through the filter of web writing theories, as well as the first attempt at bringing
together the web writing framework and the stance and engagement framework adapted
from Hyland (2008) The thesis contends that the writing guidelines discussed in the
literature, which share several aspects with the guidelines emerging from museum
studies, are reflected in the museum practice: several insights were gaineggh ttheu
web writing analysis concerning the use of short and simple sentences, active verbs and
paragraphs breaking up the text, as advocated by Ek&84) Besides, the need to
write concise text§Ambrose & Paine, 2006¢merged from theJK-EN interviews.
Concerns regarding, on the one hand, the need to simplify the message and on the other
hand the risk of ovesimplification (Blunden, 2006)were also discussed in the
interviews. Final, in Section2.2.3 it was argued that jargon should be avoided
(Ambrose & Paine, 2006)ut that avoiding technicality may compromise accuracy
(Ferguson et al., 1995he results othe interviews suggest that the same tension exists
among the museum staff, as curators and people directly dealing with the collections
tend to prefer to keep technical terms, while other staff mendbergy. from the visitor
team or the learning teafh are more worried about text accessibility, and thus prefer

to simplify the message.

Although the literature in museum studies suggests to think of L2 speakers of
English and use simple words and sentences without subordinate ¢RuSEManus,
2000) this does not seem to be reflected in the museum practice: text production does

not seem to be informed by the conceptualisation of a linguistically diverse audience,
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eithea in the UK-EN nor in the EUEN context. While the literature (cf. Secti@i2.2
promotesthe museun@social commitment for inclusion, the latter does not seem to
have an impact on the communication adopted, as strategies for inclusion at a linguistic
and communicative level seem to be limited to the use of a clear, simple language.
Museums seem to usaaegies to simplify texts, such as short sentences, in order to
facilitate reading foall: participants from the interviews did not mention the possibility
that these strategies may facilitate An§laxon readers but may not be appropriate for
others. Tle fact that visitors with different cultural backgrounds may have different
responses to the same communicative appré@ciillot, 2014) does not seem to be
taken into consideration. Similarly, some interview participants (e.g. WG1) discussed
the use okexplicitation to make messages clear and unambiguous, without considering
that this strategy may probably be appreciated more by certain readers, i.e. people from
low-c ont ext c ud atnutreexst:i nfloo wnmay result i n nt a
belonging to higkcontext cultures (Hall, 1976) Overall, interviews suggest the
intention of making texts simple and easy to read for all, no matter the Geadkural
background, thus not accounting for putally different communicative needs as a

result of different cultural systems.

In addition, the text analyses seem to confirm the claim by B2{9)
according to which websites serve a twofold purpose: on the one hand, they aim to
promote the museum collections by stressing their value and invite readers to visit them;
on the other hand, they hope to establish a relationship with the idtandesnce by
offering the information which is deemed necessary (especially for the visit). Therefore,
texts on museum websites combine an informative, descriptive and evaluative function
(Samson, 2012)

Finally, this thesis builds on burgeoning literature relating to the use of English
as an international language or a lingua franca (ELF). Prior to this thesis, research
regarding the use of English to address a linguisfichlerse audience had scarcely
touched the domain of museum communicat{petry, 2017) A study on whether
museums in the UKEN and the ELEN conexts produce texts for an intended audience
comprising both native and narative speakers of English was crucial due to several
factors including the multicultural composition of our societies, the emerging use of
English as an international language #mel museuntsocial responsibilities regarding

audience engagement and inclusion.
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The thesis is the first attempt to survey Engliginsion websites of museums in
order to investigate the use of English as an international language and create a corpus
of such websites including different micgenres. The text analyses of the present
research have enabled us to highlight differences betweelBNEahd UK-EN texts in
the use of web writing features and stance and engagement features. For some of the
latter, rowever, small differences can be seen, revealing a certain homogeneity between
the two contexts, which may partially confirm the results from Paldmbesearch
(2015) who claimed that the distance between the native anéhaibre varietiesof
Englishinvestigated in his study was shorter than expected, especially in terms of use of
stance and engagement features. Furthermore, interviews in both contexts seem to
indicate that there is a lack of awareness of the possible needptmatae texts for an

international audience, as was suggested by Pisanski P€26di8)

EU-EN interviews have also revealed that English texts orERUMuUseumeé
websites are mainly the product of a translation process in whemative speaker
paradigm is still dominant: the traditional prescriptive approach to translation is
reflected in the practice, as EEN interview participants show a preference for
involving native speakers of English in the creation of the Engkssion website. EU

EN museums tend to stick to native language norms by striving to provide texts which

are fAgrammatically correcto (DK) and refl e
possible Englisho (I1T) used by ongider ve spe
Adeviationso from native | anguagenatmeor ms i n
speakers of English as fAmistakeso (HR, I T)

be the product of the translailemative language, as suggested by MdR®06) The

priority for EU-EN museums seems to be imitating native use of English so that their
texts can look like those produced by BN museums. My claim is that although the
context of this study could be defined as an ELF scenario, results from the inserview
seem to point to the idea that ELF, as it has been conceptualised until now, cannot
appropriately describe this phenomenon. While literature on ELF prioritises
Acommuni cati ve (Hémbhuerc t2007e e a s d Acaltural s s

c ompr e h e (Stewdnt, 2D1i3)thg practice in this context seems to suggest that
linguistic accuracy is prioritised: this is probably a result of the need to reinforce
museum credibility and cultural authority in institutional communication through the

use of a so to speak traditionally recognised variety of English.
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Finally, although no attempt was made at analysing the original texts in other
languages on E\EN museum8 websites, ELEN interviews seem to indicate that
websites were not localised for a specific market, but were rather internationalised in
English for people win cannot speak the local language, corroborating the claims by

FerndndeLostaleq2012)on the process of standardisation of university websites.
6.4 Limitations and future research

As much other researchihe presenthesishas, of course, a number of limitations,
which need to be borne in mind. Some concern the selection of museums and the design
of the corpus, while others are related to the text analyses and the interviews. By
acknowledging these limitations, the thesis hopes to provide the basis for further

research.

First of all, the choice of the EBN countries involved in the study was limited
to the existence of university museums with an Englisision website. As indicated
by the survey of websites carried out at the beginning of this research, a small
percenage of university museums in some countries, e.g. Belgium, France and
Germany, have contents in English on their website. In countries such as Belarus,
Bulgaria, Slovenia and Ukraine, no university museumsbsites at all were found
which offered an Engdh version. Furthermore, among the websites having information
in English, few of them had several pages in English characterised by different textual

micro-genres.

The specific locations of the museums chosen may have affected the research
results: divergnt research outcomes might be obtained if studies were carried out in
other European countries, due to different museological approaches and linguistic and
cultural contextsFurtherstudies may investigate the phenomenon of the use of English
as an intemational language on museuingebsites froma larger number of European
countries, including countries which were notaeninel in the present research
Furthermore, only one museum per country was included in th&NEgroup, which
cannot be a representatisample of the situation in each country. No attempt was thus
made at highlighting trends regarding linguistic families due to the limited number of
university museums per country. Future research may consider more museums from
each country: such studpuld yield different results and contribute to shed light on the

extent to which text production in English is affected by the cultural and linguistic
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background of each country. It may also provide more-diraéned data regarding
possible similarities adifferences between linguistic families.

Three specific micrg e nr e s wer e chosen, . e. AADC
Al nformati ono. For each mu sgeruenwerey mdnsallyt e , t h
sampled, resulting in a small corpus. On the one handlighdvantage of using such a
small corpus is that it does not provide a very representative set of data, and may be too
small for patterns to emerge. On the other hand, an advantage of such a specialised
corpus is that it focuses on specific migenresensures homogeneity across the texts
and allows the manual analysis of the data, which may include a qualitative analysis.
All in all, the corpus constructed was deemed suitable to address the questions of the
present research and make relevant contribstio

Another limitation, which is directly related to the scope of this research, is that
only university museums were analysed, as they were considered as a specific type of
museums to be examined in their own right. A comparative study including unjversit
museums and museums which are not affiliated to academic institutions may reveal
more thoughtrovoking details about the peculiarities of academic belonging and its

real impact on online communication.

Furthermore, the present thesis only examinedstart English, without
considering the translation process and the relation of such texts with their own
potential source texts, e.g. by analysing the latter through the same analytical
framework. A comparative approach may be adopted to analyse sourtzgatidexts
to understand the relationship between th&his study could reveal to which extent
the process of translating from a source tesves a trace on the target fext. in
terms of lexical densitySuch analysis would take the research imew direction, and
could provide insights on whether features characterising th&Ntexts in English
are also displayed in the source te@itsthus being a product of a specific cultural

context.

This research considered websites as a reflection oh#tieutional identity of
the university museums selected and of the institutional language employed in order to
appeal to diverse audiences. Other forms of institutional communication, such as posts
on social media profiles, were not taken into account tdupractical reasons: few

European university museums regularly publish posts in English on social media, as the
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majority of them tend to use the official language of the country where they are based.
Although the importance of websites may be undermimedhe emergence of social
media in the future, websites still seem to be spaces used to provide reliable information
for the visit, while social media may tend to be used to attract new audiences, i.e. people
who do not normally visit (university) museun@ther directions in which this work
could be extended includavestigating the extent to which museums use English to
interact on institutional profiles on the main social media. This would also allow to

analyse how people react to muse@ewial medigosts.

Also, attention was only paid to texts on museum websites, and thus images,
videos or other visual or multimedia elements (apart from the lagtated features
considered typical of web writing) were not the objects of this study. This may be a
limitation, especially when one considers the importance of visual communication in
the online environment. A content analysis of the images used on museum websites, and
possibly on social media as well, could provide interesting data on the visualtilustra
of cultural values and on audience representation, which seems to be a common concern,

especially for UKEN museums.

The ntewviews carried out also had some limitations. Among them, it was
though that the interviewés background couldffect how theparticipant responded
and behaved during the interview: in particulagxpectedhatthe participantsnight be
a little nervousaboutmy background as a linguist and translagmdthusresponded in
afdefensivé wa y talkihgi aboetlanguagerelatedissues.For this reason, | tried
not to use linguistic terms which were not supposed to be commonly understood, and
tended to give the participants space and time for elaborating their thoughts, tolerate
silence and pauses and show intenesvhat they were saying, no matter if the answer

was central to the question asked.

Finally, an aspect which was not considered by this research was text reception
by a multicultural audience, i.e. how people with different linguistic and cultural
backgounds react to the same texts in English from university mugeuetssites in
the UK-EN and EUEN groups. For instance, an online survey could be carried out to
measure text comprehensibility and level of lexical or grammatical complexity. Such
study mayallow observing whether people from different cultural groups react in
different ways to the web writing features and the stance and engagement features and

show a preference for some of them (e.g. short sentences over long ones), thus
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