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The paper presents a study of an industrial experience of user-centered design of an office accommodation and use. In order to design the future office of a large media company, several field studies, including observation of users' activities and workshops with users were conducted. The design team was composed of workplace consultants, an ergonomist, an architect and an office planner. Our case study highlights that the project narrative acts as boundary object in the design process. Our analysis raises issues on how to sustain the sense-making processes over time and across participants.

INTRODUCTION

Building and office design are increasingly considered by organizations as a way to achieve strategic goals [START_REF] Appel-Meulenbroek | An end-user's perspective on activity-based office concepts[END_REF]. Moving or setting up an office are decisions that aim at creating value for business such as fostering innovation and work performance. A growing number of companies chose to fully or partially implement activity-based workplaces (ABW). ABW relies on an extensive range of shared workstations and workspaces which are designed to support different tasks or activities. Employees are free to choose whatever desk or space best fit their needs and preferences and are expected to apply a clean desk policy throughout and at the end of the day. This allows, in some cases, reducing office space and related costs.

From a management's perspective, ABW might appear as an interesting tradeoff between reducing costs and maintaining employees' satisfaction while potentially increasing work performance. However, research on the subject, whether or not non-territorial flexible workplaces increase productivity and employee satisfaction, show mixed results [START_REF] Vos | Tomorrow's offices through today's eyes: effects of innovation in the working environment[END_REF]. In practice, the design and implementation of these working environments involve a significant change in work practices and habits. The active involvement of management and employees is needed in order to ensure that ABW truly fits organizational needs and effectively support employees' activities. This raises several issues related to the design and the management of ABW.

This paper presents a case study of a user-centered design (UCD) approach for the development and implementation of an office work environment within a large media and communication company, that we will call LocalNet. Usercentered design is here understood as an approach which seeks to involve users in order to ensure that the designed object meets their needs. Users are considered as "experts in use" (whose role is to inform and evaluate) [START_REF] Carroll | Encountering others: reciprocal openings in participatory design and user-centered design[END_REF].

LocalNet decided to move several offices to a new building in order to enhance operational performance and support strategic transformation. In this context, LocalNet chose Colliers International France, a consultancy company for office design and project management. The project aimed at designing a workplace, both, fitting the strategic values of the organization and the employees' needs and work practices as they take place. The design process involved project stakeholders and user representatives through different workshops and individual interviews, field observations of employees and teams. Each of these "events" provided data and materials for the design of the new office.

Following [START_REF] Shön | The Reflective Practioner. How Professionals Think in Action[END_REF], we consider designing as "a conversation with the materials of a situation". The situation is to be understood in a broad sense, as a set of possibilities and constraints. The designers' choices produce unexpected consequences which in turn re-shape the design process. Thus, design appears as a complex and iterative sense-making process where the business language of the organization is "translated" into spatial, organizational requirements and architectural design [START_REF] Kjølle | Boundary objects as a translation instrument in design[END_REF]. The design process is a collective collaborative practice which requires multiple competencies and the collaboration of co-designers from various disciplines [START_REF] Détienne | Collaborative design: Managing task interdependencies and multiple perspectives[END_REF]. The aim of our study is to develop a better understanding of the resources and interventions involved in the UCD of a workplace project.

The design of an office accommodation gives rise of what [START_REF] Star | This is not a boundary object: Reflections on the origin of a concept[END_REF] labelled "boundary objects" like floor plans and power point presentations for instance. These are "objects" in the sense of something "people act toward and with" [START_REF] Star | This is not a boundary object: Reflections on the origin of a concept[END_REF]. Whether material or symbolic, boundary objects allow different actors with divergent agendas and viewpoints to cooperate [START_REF] Boujut | Intermediary objects as a means to foster co-operation in engineering design[END_REF].

In the next section, we present LocalNet and the design project. The aim of the project, as announced by the company's executives was to achieve strategic goals, namely transform its corporate identity, culture and business. We then describe the design approach followed in order to get an insight of employees' activities and to develop a common understanding of work situations and activities with staff and management' representatives, several workshops, field observations and interviews were conducted. The experience of implementing this approach highlights the central place of narrative and narrative repetition as boundary object supporting collaboration and decision-making in the heterogeneous design team. Finally, we address learnings from our study for future design projects and interventions.

LOCALNET AND THE DESIGN PROJECT

LocalNet is a large media and communication company which provides local advertising and information on digital and print media. The company designs and develops a wide range of services and content for individual customers and small businesses. In 2013, LocalNet launched a strategic program aimed at developing its online activities, at improving customer orientation and supporting agile and flexible working. The strategic program involved changing work practices and processes in order to enhance innovation, collaboration between different business lines as well as to promote shared corporate identity. As the headquarters' lease was expected to expire in 2016, the company considered moving three of its offices in a new building. The new office was intended to "embody" LocalNet's values and to support operational performance.

In this context, Colliers International France provided design and project management services. Colliers International France is a global independant Real Estate and Worplace Consulting and Project Managment compagny. The team gathered by Colliers International France in order to design the new workplace was composed by a project manager, an architect, a graphic designer, a workplace and a change management consultant as well as an ergonomist.

A WORLPACE DESIGN APPROACH

The project was divided in two stages. The initial stage (a) consists of what the design team called a "strategic framing". During this phase, LocalNet management and the design team develop an awareness of their needs and a shared understanding of the project objectives. At the end of the workshops, priorities and broad lines of action were defined. The second phase (b) (c) is a diagnosis-design of the current environment and employees' specific needs through different working sessions with the users' representatives and the design team. The diagnosis-design phase of the project included a survey, field observations, "walks through" the new building and working groups with users and the designers. As a result, different versions of the floor plans and office layout were tested and subsequently improved.

Over 2200 employees are potentially concerned by the project. The workshops, interviews and observations involved about 200 of the people that are expected to move to the new office. The above list provides detailed description of the "strategic framing" and the "diagnosisdesign" stages of the project.

Phase 1: the "strategic framing" a) Workshops and interviews with Executives in order to define the strategic goals to be "translated" into spatial requirements.

At the outset of the project, three workshops were held with the members of the Executive Committee of LocalNet. The workshops aimed at defining the project's specific goals in relation the company's strategic plan as well as to "envision" the future LocalNet workplace. Building upon future workshops' organizing principles [START_REF] Jungh | Future Workshops: How to create desirable futures[END_REF], the workshops followed three steps. Following the brief with Executives, a problem area was defined, a set of initial statements which included "welcoming", "sharing knowledge" and "promoting innovation". These were used as a starting point during the workshops. Participants were invited to come up with ideas and envision the future workplace as well as to define next steps.

Phase 2: diagnosis-design

b) A series of workshops with end users' representatives ("Digital Natives", "ambassadors", managers of organizational units) and the design team were conducted.

These workshops helped explore different scenarios of office layout as well as to identify patterns of use that are to be taken into account and supported through space and layout. In accordance with LocalNet strategic goals, namely fostering online business activities and creating an attractive and modern workplace, three consecutive work sessions with about 30 employees less than 30 years of age ("Digital Natives") were conducted. In the first work session, the ideas that came out during the Executives workshops were presented to get the feedback of employees. In order to gain an insight into work practices in relation the project, the workshops' participants were asked to document a working day using photographs. The collected materials were collectively discussed during the second session. In the third session, floor plans were presented. Employees were divided in small groups. Each group had to "envision" work situations in the new office space. At the same time, workshops were also conducted with eight "ambassadors" who are user representatives of each of LocalNet organizational units. Participants were chosen as representatives by employees. They were asked to survey their colleagues in order to provide input for defining a set of "workstyles". Finally, focus groups and workshops were held with the managers of organizational units. During the workshops they were asked to "place" their teams in the new office. c) A global ergonomic assessment of LocalNet's building including was carried out by 4 ergonomists.

An online survey on employees' satisfaction of their current working environment was carried out. The survey focused on activities considered important by staff, physical features of the environment, facilities services and sense of pride and productivity in relation to work environment. An analysis of the existing building environment and perceived environmental comfort has also been carried out [START_REF] Vischer | The concept of environmental comfort in workplace performance[END_REF].

The ergonomic assessment included field observations and "shadowing" of professionals and teams. Three software development teams were "followed" during one working day as well as ten different employees. The analysis of the "shadowing" of teams were presented and discussed by team members during restitution sessions. Finally, several semi-structured interviews of managers and staff members were conducted to inform the overall assessment of the working environments and users' needs. The interviews provided data on organization and production processes as well as on working activities.

DISCUSSION

The implementation of the presented design approach highlighted that narratives, as both form of knowledge and mode of communication, are a central resource for "negotiating meaning" [START_REF] Czarniawska | Narratives in Social Science Research[END_REF] in collaborative design processes. Throughout the project, the translation of strategic goals into spatial requirements and operating rules required the active involvement of different actors. We consider narrative as a specific "story" format that state causality [START_REF] Dailey | Retelling Stories in Organizations: Understanding the Functions of Narrative Repetition[END_REF] and as a mode of knowing and sense-making [START_REF] Taylor | The emergent organization: Communication as its site and surface[END_REF]. In our view, it is a central resource for the project stakeholders in operating this translation. According to [START_REF] Czarniawska | Narratives in Social Science Research[END_REF] an account of chronologically connected events or actions becomes a story when provided with a plot, an episode that describes the passage from one state to another. In other words, "emplotment" gives an "emphasis" to the narrative by introducing structure and connections. One sequence of events can potentially result in quite different stories according to the way it was "emplotted".

The initial stage of "strategic framing" as the choice of the new building both set constraints on the process of design. These decisions defined the "plot" of the story, which was subsequently used by design professionals to either retrospectively "give meaning" to actions or goals or to "frame" design situations such as workshops with user representatives. The design of the workplace was aimed at supporting the development of work practices towards "innovation", "flexibility" and "collaboration". The values that the new office was expected to "embody", provided a basis for defining functional characteristics of space, (dedicated show room or innovation room, workspaces supporting collaboration and agile working). In line with the narrative's plot, workshops participants were asked to describe working activities, then "locate" them on floor plans. Thus, functional characteristics of space were further specified. At the same time, the way that the solution was "accounted" for during project meetings also evolved. Closed spaces were to support collaboration but also specific kind of collective practices relevant for identified group of professionals, such as the developers' teams and their "stand-up" meetings.

As the project moved forward, the project's narrative was further expanded and challenged by practitioners. The design team "talked-back" [START_REF] Shön | The Reflective Practioner. How Professionals Think in Action[END_REF] to the changing situation and developed the solution (changing the sharing ratio of the future office or adding workspaces for specific work activities). The shadowing of the agile software development teams showed the importance of the teams' rituals and shared tools. During the interviews and workshops, managers argued that agile teams needed to stay together. They also showed reluctance on remote working. Thus, agile development teams' work practices and tools raise an issue in relation with one of the underlying principles of ABW. The design team responded by adapting office accommodation and layout (meeting rooms fitted for stand-up meetings, possibility to create collective displays, as well as sharing ratio of 1 desk per person for the developers). This issue contributed to further develop the narrative and has put more constraints on the project story shared with the participants.

Furthermore, the usual practice in building construction is to assume a certain amount of enclosed work spaces as well a standard building wiring. These practices set a number of constraints on office layout and intended use, like reducing the number of non reservable closed workspaces for concentration work and unplanned meetings, determining the location of electrical outlets and therefore the possibility to plug in electronic devices. In order to address these constraints, the design team had to adapt the closed spaces aimed at supporting unplanned meetings and individual concentration work.

In this context, the plot of the story as embodied in operating principles (non-allocation of desks and employees' choosing a location according needs and preferences) and office layout was challenged by building characteristics, LocalNet current information technology equipment and users' stated needs.

CONCLUSION

This paper describes an industrial experience of UCD of the office accommodation and use, that LocalNet, a media and communication company. The project's stated aim was to design a workplace, both, fitting the strategic values of the organization and the employees' needs and work practices as they actually take place. The design approach of Colliers International France team combined observations and interviews as well as participatory design techniques such as workshops with user representatives. Narrative repetition, that is to say a process where a story is told and retold from another narrative [START_REF] Shön | The Reflective Practioner. How Professionals Think in Action[END_REF], during workshops and project meetings provided a basis for the conversation between the design team and different situations. Each of these "events" contributed to developing and sustaining a "story", that of the future workplace of LocalNet.

In practice, it is extremely difficult to show "how a collective narrative is woven from disparate events" [START_REF] Czarniawska | Narratives in Social Science Research[END_REF]. In our case, consulting appeared as a special work arrangement, which triggered the conditions for "narrative weaving", and then organizational change, by creating a "liminal space" [START_REF] Czarniawska | Consulting as a liminal space[END_REF], where usual practices are reflected upon and transitions are initiated and managed.

While a number of different artifacts supported mutual understanding and cooperation in design sessions and project meetings, we suggest that narratives and narrative repetition acted as boundary object throughout the project. As the problem was initially "emplotted" or "framed" as both "social" and "technical", intermediary objects [START_REF] Boujut | Intermediary objects as a means to foster co-operation in engineering design[END_REF] representing different states of the solution combined floor plans as well as user scenarios or "workstyles" description. We argued that key issue related to design is that of organizing collective sense-making at different levels in order to "achieve" an acceptable solution and sustain it over time. In the case of LocalNet design project, the solution "acceptability" was challenged by the under-specification of the organizational requirements in relation the macro zoning of the new office (the location of team and services within the building).

Keeping the "story" from falling apart during the project appears as a challenge for practitioners. Sustaining the "story" over time is a key issue for ensuring workplace "sustainability" over time. Further work is needed in order to get a deeper understanding on the tools and strategies used by the design team and project stakeholders for maintaining and "mastering" the collective story-telling process.
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